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Introduction to the
Covered California CRM

The Customer Relationship Management (CRM) system provides:

e Service Centers the ability to track/log/transfer/escalate customer inquiries,
e Searchable Knowledgebase for Service Center Representatives to accurately address customer issues,
e 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:

e Oracle is responsible for hosting Oracle Service Cloud sites and data, and providing fixes and clones per
the request of the System Administrator.
e 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.



3.0 Environments
Desktop Agent Console

Figure 1 — Agent Console Login
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Customer Portal
The Custom Portal (Chat and Knowledgebase articles) runs on the browser platform.

Figure x — Chat Start Window and Knowledgebase Article Sample

4.0 Site Management

The Covered California CRM implementation is integrated to provide Knowledgebase solutions and customer
relationship solutions. Technical Support for this service can be found through Oracle’s Support and Community
website.

Site Name: coveredca
Interfaces:

e coveredca (en-US)
e coveredca-esp
o Specifically used for the Customer Portal Spanish chat public interface
e coveredca--tst
o CCU Training environment
e Coveredca--dev

o CoveredCA IT CRM Admin team development and test area

Version:

Console Install URLs




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:
e Details on using the Contact Management page to add or update designated contacts:
https://cx.rightnow.com/app/answers/detail/a id/1560
e Contacts can be created with one of 3 different permission types:
0 Community Access — A contact with this access can search the knowledge base articles and access
Community forums.
0 Support Contact — A contact with this access has all of the Community Access as well as the ability
to submit service requests to Oracle.
0 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. Loginto 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




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.

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

e List of sites and shows information about each site, such as:
e 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.

e Creating a Site
¢ Managing Test Sites for Oracle Service

e Atest site is a clone of your production site, and can take several hours to several days to
create.
e Managing Test Sites for Oracle Policy Automation
e Resetting the System Administrator Password
e 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




e 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.




Clone/Site Refresh

With the Oracle Service Cloud CX solution, sites can easily be copied and made available at an alternate URL. The
process of making a copy of a site is referred to as “Cloning”. A clone will contain an exact copy of configuration,
data, and code based resources. Typically, a clone is made from the “Production” site, but clones may also be

made from other clones on a case-by-case basis via the TAM.

Steps to Request a Clone for DEV or TST sites (aka Refresh)

1. Loginto the OSC Configuration Assistant
URL: https://ossc-fg.custhelp.com/hmsadf/login.jsp

2. Click the expandable menu for the site you want refreshed (Figure 1)
Select “Re-Create Test Site” (Figure 2)

w

4. Schedule, leave blank for request to start immediately or schedule for future time/date (Figure 3)

Figure 1

ORACL € service Cloud Configuration Assistant

m CoBrowse SSL Certificates Statistics Subscriptions

Service Sites Service Test Sites OPA Sites OPA Test Sites Interfaces Mailboxes
1ot 1 3ot O 0.0 0.0 3 of 2
Sites

As of Fri Dec 29 11:00:56 CST 2017 | 3 Create Site

coveredea =
Product Qracle Service Creation Date 2013-05-14 10.35:12 Version Oracle Service Cloud May 17

(;b Site Type producton Interfaces 3 Mailboxes 8
Upgrade Type 2automalic Subscription Id 1255292 Test Sites 3

coveredca__tst

(\) Product Oracle Service Creation Date 2017-08-20 19-45:38 Version Oracle Service Cloud May 17
v
Site Type Paio test site Interfaces 3 Mailboxes B
Product Oracle Ssrvice Creation Date 2017-08-1623-30:29 Version Oracle Service Cloud May 17 ’
vz
Site Type paid test site Interfaces 3 Mailboxes 8
Figure 2

Figure 3

View Site Details

Re-Create Test Site ‘
Re-Create and Upgrade Test Site
Enable Utiities

Reset Admin Password




Re-Create Test Site Example: 1998-11-29 15:45:16 x

‘m This operation destroys this test site and creates a new site by cloning your production site

Please be aware that by refreshing your test site, the new TLS network configuration will be exactly as it currently is on your
production site. If you're in the process of testing in preparation for the deprecation of TLS 1.0, you will need to submit a new
Service Request to the Oracle Service Cloud Support team asking for TLS 1.0 to be disabled on your test site.

If you do not submit this Service Request your TLS testing will not yield valid results.

Are you sure you want to proceed?
Schedule: | &y

0 Utilities can be enabled from site menu post creation of test site.

Create || Cancel

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:

e Update Welcome/Login message to display clone type and date
Configuration > Site Configuration > Configuration Settings
Search Key: %msg%

Corfiguration Base  Type Key Folders Defautt Valus Value [ Search
Logged In [=] Al [] wmsgz Al
Value
Key Description Default Yalue coveredca
BRAMD _WELCOME_MSia Specifies the welcome message displaved on the login CRM - Development Environment, - Sparse
page, Default is blank, Clone as of 10/14/2015




(SORACLE'

@ ~ service cLouo

CRM - Development Environment - Sparse
Clone as of 10/14/2015

Please enter your user name and password and choose an interface.

User Name

Password

e If training environment has been refreshed/cloned...
Then: Make sure to re-import all training accounts. Training account template file can be found on CRM
Internal SharePoint site. (Test accounts for Training Env.csv)

e Email in non-production environment:
Enable techmail (the utility that processes incoming email into incidents) and/or enable a mailbox for testing
purposes.

Refer to Answer ID 8970:
https://cx.rightnow.com/app/answers/detail/a id/8970/track/AvNaOQpSDv8S~fEHGsJy~6L0Z3cq8y75Mv8Y~z

[*PP~R

5.0 Troubleshooting
5.1 System Troubleshooting

Oracle Service Cloud Administrator tutorials

e https://cx.rightnow.com/app/answers/detail/a id/8430/kw/script%20Tutorials

Oracle Service Cloud Knowledgebase

e https://cx.richthow.com/app/answers/list

Oracle Service Cloud Community Support http://communities.rightnow.com/search

5.2 General User Troubleshooting

Password Reset — Login Help

Users with an active covered.ca.gov email address can complete the “Self-Service password reset”.

1. From the CRM login page, click the “Login Help” link (see figure 5.2-1)

2. Select “l forgot my password” and enter email address (see figure 2)

3. Almost immediately an email will be sent from “Covered California (coveredca@mailps.custhelp.com)”
with the Subject of “Support Account Assistance”
Click the “Reset My Password” link (see figure 3)

9



4. Enter and Confirm new password. (see figure 4)
5. Return to CRM login page, enter new credentials.

Surge (Faneuil/Maximus/etc) personnel may not have emails that can receive the “Self-Service password reset”.
These users may need to contact the Covered CA IT Help Desk at 916-228-8888 to reset their passwords.

[Figure 5.2-1]

m ORACLE
@ 7 service cLoup

Covered California CRM

Please enter your user name and possword and choose an interface.

m

User Name

user.name@covered.ca.gov

COVERED

Password CALIFORNIA

200000000

Interface

coveredca v

% Remember Me el L
Login Help View Log File

[Figure 2]

Account Self Service X |]

Email Address

Username

I forgot my username

@ [ forgot my password

Continue Cancel

[Figure 3]




®

EOYERED
Support Account Assistance

You recently requested to reset your password. If you receive an expired session
message, please COPY and PASTE the ENTIRE link into your browser. Some email
clients remove trailing characters from the link.

Click the following link to continue to a page where you can enter your new
password.

Reset my password

If you did not submit this request, please disregard this email.

[Figure 4]

ORACLE

Q SERVICE CLOUD

Enter new password: | |

Confirm new password: | |

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.
2.

Main Menu > File > Options > Personal Settings

Select the “Rebuild Local Data Cache” check box under Local Data near the bottom of the window. (see
figure B below)

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.

Click the Yes button to begin the data retrieval process. A progress bar will displays on the content pane.

11



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

Safe Mode Login x

that may have causaed the applee

Yes

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
¥ Analytics

- il
\Fﬂ' Configuration I

b
Logged in as: Andy Rowse CTI Status: Disconnected QC: Connected)

Server Communication Errors

-

Oracle Service Cloud Error

1\ Unable to Communicate with Server

A network error was detected. Check your network connection and verify that you can connect to other sites
on the Internet.

» The server and client clocks are no longer synchronized.
Y

You may attempt to resubmit the request after the problem is resolved, or you may cancel the operation.
Canceling may result in the loss of any changes you've made. |

Retry | | Cancel

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 lan) 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.

Oracle Service Cloud Error

1. Unable to Communicate with Server

A network error was detected. Check your network connection and verify that you can connect to other sites
on the Internet.

« The request failed with HTTP status 504: Gateway Timeout.

You may attempt to resubmit the request after the problem is resolved, or you may cancel the operation.
Canceling may result in the loss of any changes you've made.

Retry Cancel

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

CRM Test / Training Environment - Cloned August 2017

We are currently experiencing technical difficulties. Safe Mode Login Pop-up

. . . . If you receive a "Safe Mode” message when
Please wait and try this page again at a later time. opening CRM, select No and continue.

Sample Message:

m

Actualmente estamos experimentando dificultades Safe Mode Login

técnicas. =
Por favor espere v trate de esta pagina de nuevo enun . | N ;

momento posterior. that may have caused the

Nous rencontrons actuellement des difficultés
techniques.

S'il vous plait attendre et essayer de nouvean cette
page a un moment ulteérieur.

Forgot your password?
Click the "Login Help” link (found to the left of
the login button) to request a self-service
BT, W SR SN s LT ET . password reset via email.
L. ETHUCON—VEBHLIIE. -
; Need to Rebuild CRM Data Cache?
Here's How: Step-by-Step
Legacy View | Enhanced Console View =
coveredca - < T b

Interface

View Log File

Solution: Had to contact Oracle Support, was an issue with the POD that they had to resolve on their end.
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CRM (Finesse) Pop-up not working
At this point has only been an issue at the Fresno Service Center

Help Desk Ticket:

Incident Information

Affected User Alternate Contact Method
Created By Location

Title (Required)
Pop up on CRM is not work on incoming calls
Description

Pop up not working on incoming call
on every call coming in
SCR has to open his own incident/it shows it is trying to connect but never does
Category (Required) Source

CRM v Portal

Solution: User need to restart PC to force all the applications to startup in the correct order to
communicate properly.
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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

Configuration <«
Configuration

>
>

H | =) Staff Management
+ |7 Application Appearance
=l | Site Configuration
) Intefaces
i Message Templates
) Mailboxes
=) Distribution Lists
%' Rules
,1 Configuration Settings
33| Message Bases
, Message Templates
_| File Manager
g Add=la Manager

Frocess Designer
@ | Customer Portal
# |3 Intemationalization

* Y Servies

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:

Go to File Tab

Add-In Logging

View Current Log File

Select All for all the logger drop downs

Move this window to the side

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

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.

Ny kwNR
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E | = | coveredea_tst - Oracle Service Cloud
[r—|
Home Page Setup €N
X Perform operations on add-in log
Print 3
View Current Log File
ij Publish
.i View Previous Log File
o (T Tocls 4
o Tools 4
@ Community 3
Ol Links ’
@ Help 3
kl\ Debugging 3
;’_ Add-In Logging L
l_% Options 4
-
[ & Log Messages [BSEE =)
Log Messages | In Memory Log Messages |
Activation logger | All M
Distribution logger | All -
Component logger | All -
Usage logger | All -
Time Stamp Thread Logger Level Message
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-
=] Log Meszag=:

Mesc

Activation logger | A -
Distributicn logger | A -

C rent logger Y v

Usage logger | A -

n requested workspace recoed of ¢ =nt

OPA Exception Error, ensure VPN = conne
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6.0 Configuration
6.1 Welcome/Login Messaging

Specifies the welcome message displayed on the login page.

Covered California >

ﬁ ORACLE
W 7 s=rvice cLoun

Username

Password

Login Help

Interface

coveredca

Forgot your password?

Click the “Login Help" link
(found below the login button) to reguest a
self-service password reset via email.

Need to Rebuild CRM Data

Cache?
s Here's How: Step-by-Step
Login

View Log File

Message Configuration

e Configuration > Site Configuration > Configuration Settings
Search Key: %welcome%

Corfiguration Base  Type Folders Default Value Value
loggedn [v] [ Jwelcome? Al
Value
Key Description Default | cov
BRAND_WELCOME_MSG Specifies the welcome message displayed on the login Covered California CRM

page. Default is blank.
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6.2 CRM Communications Window
Specifies the URL used to display custom contact of the login page.

e The URL s set in the Configuration > Site Configuration > Configuration Settings
Search Key: %brand%

Corfiguration Base  Type Key Folders B Default Value Value

loggedln [+] Al “brand’ Al
Value
Key Description Default | covered
BRAND_CONTENT _URL Specifies the URL used to display customer content in the

content pane of the login page. Default is blank.

CRM Test / Training Environment - Cloned August 2017

(SC)R’ACLE'
@ ~ service cLoup
Username

Password

Login Help Forgot your password?
Click the "Login Help" link (found to the left of

Interface
coveredca v )
View Log File

The HTML content of this page is managed by the Covered CA Webmaster via Dreamweaver.

page location for Dreamweaver: I
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Dreamweaver view:

indexhtmi X | a

Code  Spit | Design | v it

Known Issue

Issue: Users are expenencing errors when saving an incident after creating a new contact.
Required Action: IF & new contact record needs to be created H
THEN ceata new contact record and Save .
THEN create new incident and search for the now-existing contact.

Original IT Service Center Alert sent 8/3/2015.

Forgot your password?

Click the “Login Help" link X .
(found below the login button) to request a self-service password reset via email.

Need to Rebuild CRM Data Cache?

6.3 IP Security Blocking

Defines which IPv4 and IPv6 addresses that are allowed to access the client desktop console.

Configuration > Site Configuration > Configuration Settings
Search Key: %sec%

Oracle KB: https://cx.rightnow.com/app/answers/detail/a id/245/kw/SEC VALID ENDUSER HOSTS

Important Notes:

e There are no spaces or line breaks allowed in the string, separate IP values with a comma only.
e Only edit values in this view: (Click once in Value field)

Configuration Base  Type Key Folders Defaut Value Vale
:nvctccc,E Al B %sec’ A 3
value
Key Description Default Yalue coveredca coveredca_esp

SEC_VALID_ADMIN_HOSTS

addresces such as
FE80:0000;0CC0: 0000; 0202 :B3FF:FE1E:BI2D,
FE80::0€0€:B3FF:FEIE:8329), Only users logginain from
hosts matching entriss in this kst are alowed aocess to
the adminktrabion reerfzc=. Defat is Hank.

e Do not edit values in this view — via Double-click:
(System is inconsistent in applying changed values from this view)
e Do not use ranges, IPs entered as a range will not be able to see the Knowledgebase implementation that

is currently configured. (The IP addresses used in this configuration are used by a Customer Portal Script
to allow agents to view KB articles as a non-public web site)
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Configuration Settings | ) SEC_VALID_ADMIN_HOSTS
Configuration Entry Information
Key [ SEC_VALID_ADMIN_HOSTS
Dats Type | Text

Type | Interface

Values
Configuration Base

coveredca

Descriptions
Interface Language
coveredca English (US)

Description
Defines which hosts are allowed to access the

Valid entries include a

or example, *
0/255.255

E80::0202:831

n from hosts r

med access t

tis blank

To check which IP address you are connecting from you can visit the following URL:

https://cx.rightnow.com/app/utils/whatsmyip
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6.4 Chat Hours & Holidays

Chat hours are configurable in the CRM system. These hours specify during what time intervals a user can request
a chat session with an SCR. Additionally; holidays when chat is unavailable are configured in the CRM system.

The hours of operation are configured according to the hours provided by Service Center management via Help
Desk ticket.

6.4.1 Hours Configuration

English Interface
1. Navigate to Configuration > Site Configuration > Interfaces

2. Select Interface ‘coveredca’

3. Select ‘Chat Hours’ from the top ribbon
4. Update as needed

5. Save

Spanish Interface
1. Navigate to Configuration > Site Configuration > Interfaces

2. Select Interface ‘coveredca-esp’

3. Select ‘Chat Hours’ from the top ribbon
4. Update as needed

5. Save & Close

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

http://documentation.custhelp.com/euf/assets/docs/february2016/olh/wwhelp/wwhimpl/js/html/wwhelp.htm?
context=crm

Search Term: chat hours

- .~ . Interfaces - coveredca - Orade Service Cloud - - C=HAC) u
& EE
L 1IPrint = 0 Q
H H D S Ei A &=
Save  Savel New  Refresh - Detalls  Administrator  Administrator
Close A Delete Notificstions Emails
Save Actions Show
Configuration « | |Live Media Bar
Configuration A - ?
B ! us - x
- ‘_—“ Staff Management Login Chat Logged Out  Request Chat CancelReques
) [ Applizaton Appearance —
81 £ Ste Configuration [ Interfaces q4b
S - - Interfaces
ia Moesage Tampiates = 1) Interface - Chat Hours
») Maiboxes r
[] Dtrisution Lts (D coveredea
%Y Rues (D coveredea_es .
=3 Corfguration Settinge 2 coveredea_esp ChatIntervals [$laca |
2 e
“'j L’f:“::QE Bases Tl & covesedca_esp bad *Day “Start Hour *Minute *End Hour *Minute
| Fie Menager 2| o 1| oo
4§ #dd-n Managar Monday - g8 w 18 00
ol Logs Tuesday v 8 00 18 00
2 Py i
| S Tess Designer Wodnnedue = 2 0 1Rom
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6.4.2 Holiday Configuration

English Interface
1. Navigate to Configuration > Service > Service Level Agreements > Holidays

2. Select New from the Home ribbon

3. Enter the Holiday name, prefixed by the year (Ex, 2018 New Year’s Day)
4. Verify all interfaces and selected for visibility.

5. Save

THl Holidays - Edit

*Name
)
*Date
12/08/2017 = |

Interface Visibility
Interface Language  Visible
coveredca English (US)
coveredca_es | Spanish
coveredca_esp | Spanish
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6.5 Profiles — Staff Accounts

Best practice to create new Profiles - Copy and tweak an existing profile with similar settings and permissions.
Details on creating and changing Profiles can be found in the Oracle Service Cloud CX User Guide: Oracle Service
Cloud CX Documentation.

un
Z

Naming convention: Retired/archived profile names have a “z” added to the beginning of the name and listed
alphabetically at bottom of profile list. Profiles are not deleted to keep historical/audit references.

Current profile list as of 12/20/2017 :

Profile ID = Profile

199 _CoveredCA Full Admin

259 _CoveredCA Full Admin - AppDev Team
251 _CoveredCA Help Desk

208 Amberleaf Full Admin

211 ER - Group 1

212 ER - Group 2

213 ER - Group 3

214 ER - Group 4

215 ER - Group 5

216 ER - Group 6

217 ER - Group 7

206 Event Management

210 External Affairs Analyst

271 Global Read Only

269 Hotline SCR

270 Hotline Supervisor

246 KB Admin

247 KB Manager

99 Marketing Admin

218 OCP Analyst

219 OCP Manager

286 Ombudsman

236 PSU Analyst

238 PSU Manager

237 PSU Supervisor

287 QA Analyst

288 QA Manager

207 R&R Appeals

220 R&R Appeals - Management
245 Sales CCSB - Manager

242 Sales CCSB - Tier 1 (Common)
244 Sales CCSB - Tier 2

229 SCR (Common)

258 SCR Accessibility

232 SCR Chat - English

233 SCR Chat - Spanish

266 SCR Chat - Supervisor - Enhanced
256 SCR Director
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285 SCR Lead

234 SCR Manager

231 SCR Supervisor

249 WorkForceMgmt

49 x API Access - No Privs

6.6 Groups — Staff Accounts

Each Profile created in Oracle Service Cloud must be assigned to a Staff Account Group in order to assign
permissions and Navigation Sets.

Group
CCU KB Team

Eligibility Operations

Fresno

HQ Communications

HQ External Affairs

HQ Marketing

Office of Consumer Protection
Ombudsman

Pinnacle - BO

Pinnacle - SC

Program Integrity

R&R Appeals

R&R Appeals Project

Rancho Cordova

Rancho Cordova - Back Office

Rancho Cordova - Escalations
Resolution
Rancho Cordova - Hotline

Rancho Cordova - QA Team
Surge
WorkForceMgmt

Details on configuring Profiles and Staff Account Groups can be found in the Oracle Service Cloud CX User Guide:
Oracle Service Cloud CX Documentation.

Note: To Ensure all custom AddIns are working properly, all profiles have Session Authentication turned on for
both Public SOAP API and Public Knowledge Foundation API (Profiles — Permissions — Administration).
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6.7 Queues

Queues ensure that Incidents are properly routed and escalated within the Covered California Service Centers.
at the beginning of the name and it listed alphabetically at the bottom of the
queue list. Active Queues by Profile:

All archived queues have a

No Value

uyn
Z

1095

1095 Dispute

2nd Level Appeals

Access to Care

not used

Appeals Mgr

Back Office - Supervisor

not used

CEC General English

CEC General Spanish

CEC Manager

CEC Team Lead

X |X|Xx|x

Complaints - Spanish

not used

CRT

CRT Supervisor

EC-Admin Dismissal

EC-CDPH

EC-Complaints

EC-DMHC

EC-EA

EC-EXT

EC-HCA

EC-INT

EC-MGR

External Affairs

Hotline

Hotline - County Liaison

MU IXPX X XXX XXX [X]|X]|X

Hotline - Help Desk Ticket

Hotline - Voice

XX |X|x

HQ Hearings

Office of Consumer Protection

Outreach Mailbox

QAT Queue

R&R Appeals

Sales CCSB Agent Certification

Sales CCSB COBRA

>

Sales CCSB Eligibility

>

Sales CCSB Email

Sales CCSB Financial Management

Sales CCSB LMS

Sales CCSB Manager

Sales CCSB Tier 1

Sales CCSB Tier 2

XX |X|X|Xx

XXX X |X|X|[X]|X]|Xx

SCR

SCR Lead

>

SCR Supervisor
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6.8 Workspaces

Each Workspace (Contact, Incident, Chat, etc.) has a custom layout to display particular, relevant information in
the Oracle Service Cloud console. Details on creating and configuring Workspaces can be found in the Oracle
Service Cloud CX User Guide: Oracle Service Cloud CX Documentation.

6.9 Navigation Sets

Each Profile is assigned a particular Navigation Set, which dictates the visible information and layout of the user’s
Oracle Service Cloud console. Details on creating and configuring Navigation Sets can be found in the Oracle
Service Cloud CX User Guide: Oracle Service Cloud CX Documentation.

Navigation Sets have a direct relationship to Reports. Every time a custom report is created, it will need to have
the proper permissions and need to be added to the user Profile’s NavSet.

Refer to Appendix ___ for Matrix

6.10 Email Integration
Covered California uses Oracle-managed Service mailboxes to facilitate email communication. The table below is
an overview of the mailbox configuration.

MaiLBox TYPE ACCOUNT NAME FORWARDING FROM

Service

Outreach
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6.10.1 Email SPAM Management

Spam Filtering within CRM

o €

Orac Cloud

Dutgoing Incaming

| Email

#? Mailboxes <

Q Mailboxes > s 2 2

~<J. Mailboxes Incoming Email - Edit
¥ Oracle Managed Service Mailboxes
“Name

= T
® Acceptable Documents for Individual-coveredea

? Ins e Affordability
® Report a Change Ad

Qutgoing Email Ensble

Incoming Email Enzble  To configure "Incoming Email Enable’ for an Oracle Managed
Mailbox, please visit https//cdoud.orade.com
i : Default
Navigation
Configuration Incoming Email
¥ Service Mailookes

» fam Stz=ff Management Message Pull Limit

' h!-‘p;l e e mogmeilfg.int.rightnowtech.com 5000 ‘
S figuration g g 9
: May Attachment Size [¥ Enaple Attachments
5000000

Maximum Description Size
ssssnce 250000

Send Rejectsd Messages To
|#| Force Reply Between Lines

Deletz Bulk Messages
Discard Automatic Responses [¥] Delete Returned Messages

Aggressive v

Discard Filters

Addrgsses | Headers | Subject | Body | Mime Type | FileTypes |

Configuration > Site Configuration > Mailboxes > Incoming Email

?J Incidents

Discard Filters: Add emails separated by a comma

Spam Filtering — Barracuda Email Security Gateway
Refer to https://cx.rightnow.com/app/answers/detail/a id/2345/kw/report%20mail%20header/related/1
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6.11 Message Bases

Chat Launch

English and Spanish chat interfaces have Messages Bases with custom text. This is managed within the Site

Configuration of the English console.

-
Message Bases - coveredca - Orade Service Cloud
D fome age Setu; @ =
¥ y J A Edit Selection [ Lock ) N [n) 4Find 14 3= | 4 2= z Al 'y aForms
i election < ¥ s ¢ =2 = 7z Zv -d
Open New Save ‘{JAutoSave <) Restore seordh  Refresh eset Cross allup Audit  Meta Pending Auto ort Export Eprint ~
Teb Lag Datx  Changss Filte: v
Record Editing A rt
Configuration Live Media Bar
Configuration - i )
. ]
Login Chat Cannectivity
%
& Message Bases r
Slice: Folder Hierarchy - Level 5
— A Message Base Text Key Foiders Custom Text Search
Locged n, ||+ PORT_TEAM_LBL | Al -
RightNow (1 kem) oeen = [=]
Text
Key coveredca coveredca_psp
CHAT_MEMBER._OLR._SJFPORT_TEAM LEL Chzt vath = mzmbar of oLy suppoet tzam Contazte con un mismbro de ruestro equpd de soparte

.
1} Home
\i] Incidents
8=] Contocts
4 Anawers

? Anaiytics

0 @ -
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Chat Role (Product)

The “Contacting us as?” (aka Role) is maintained via the Configuration > Service > Service Level Agreements >
Product/Categories/Dispositions

IMPORTANT: This specific item needs to be updated in both the English interface and via the Spanish interface.
The Spanish interface cannot be selected within the Product/Categories/Dispositions. In order to update the
Spanish values, the Admin user must select the “coveredca_esp” interface from the login screen, then navigate to
Configuracion > Service > Service Level Agreements > Productos/Categarias/Disposiciones

Nombre de usuario

Contrasefia

Interfaz
*lcoveredca_esp ‘ v
coveredca
coveredca_esp

Configuracion « ‘Barra de medios en directo

Configuracion

»
>

il "w“ .’
f u=E - &

B & Staff Management Conexion Chat Desconectado Solicitud

# [ Application Appearance

# [ Site Corfiguration Ej Productos/Categorias/Dispos...
# [ Intemationalization Productos
= [ Service

(= Mercado individual

2 Knowledge Base -~ Individual

|71 Service Level Agreements

2., [ Yy — """" Plan de salud
B .ccs Cacgoros Dposciones Wy

[y Texto estandar

) Vorables
Qg Explorador de asistencia guiada

m

W Canales (- SHOP Marketplace
W, Cuentas de canal [#-CEC Program
5%, Comeccién del tipo del hilo del incidente ~0th o

L) = Onnodunity Tracking
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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 — CTl 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:

o 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:
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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.

=
44 Add-In Manager = -

Add-In Manager

-J CC_ClosedincidentLock.zip

H CC_Common.zip

-J CC_CTISimulator.zip

-4 CC_CTIStatus.zip

-J QuicksortWorkspaceRibbon.zip

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

Profiles Allowed to Access
Allowed Interfaces for [¥] Select All

Sales CCSE - Manager SCR
Sales CCSB - Tierl

Sales CCSB - Tier 2

SCR

L e e U]

coveredca

Server Configuration Properties

Class Mame Property Mame Value
CC_ClosedlncidentLock.Factory| EventMName CLOSED_INCIDEMT
CC_ClosedIncidentLock.Factory MaxAgelnDays 5
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10.2 Common

/Site Configuration/Add-in Manager > CC_Common.zip > Profile Access

This add-in is enabled for all active user profiles

| Add-In Access - Edit

Profiles Allowed to Access )
- Allowed Interfaces for ¥/ Select All
Sales CCSB - Manager SCR
Sales CCSB - Tier1
R J| coveredca
ales CCSB - Tier 2

SCR

SCR (Enchanted)

SCR Accessihility
Server Configuration Properties
Class Name Property Name
CC_Common.Component| CalHEERS_AgentDetailsEndpoint
CC_Common.Component CalHEERS_AgentSearchEndpoint
CC_Common.Component| CalHEERS_ApplicationDetailsEndpoint
CC_Common.Component CalHEERS_CaseDetailsEndpoint
CC_Common.Component CalHEERS_ContactSearchEndpoint
CC_Common.Component CalHEERS_CRMCertPassword
CC_Common.Component CalHEERS_CRMServicePassword
CC_Common.Component CalHEERS_CRMServiceUsername
CC_Common.Component CalHEERS_EmployerApplicationEndpoint
CC_Common.Component CalHEERS_EmployerDetailsEndpoint
CC_Common.Component CalHEERS_EmployerEmployeeEnrollmentEndpoint
CC_Common.Component CalHEERS_EmployerEmployeeRosterEndpoint
CC_Common.Component CalHEERS_EmployerEnrollmentEndpoint
CC_Common.Component CalHEERS_EmployerSearchEndpoint
CC_Common.Component| CalHEERS_EntityDetailsEndpoint
CC_Common.Component CalHEERS_EntitySearchEndpoint
CC_Common.Component CalHEERs_MaxAgelnMinutes
CC_Common.Component CalHEERS_OrgDetailsEndpoint
CC_Common.Component CalHEERS_UseProductionCertificate
CC_Common.Component CalHEERSSearchEnabled
CC_Common.Component RolelD_Agent
CC_Common.Component RolelD_Employer
CC_Common.Component RolelD_Entity
CC_Common.Component RolelD_Individual

CC_Common.Component SHOPFeaturesEnabled
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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

Profiles Allowed to Access
= Allowed Interfaces for [¥] Select All

Sales CCSB - Tierl SCR
Sales CCSB - Tier 2
SCR

SR fEnrhantadl

coveredca

There are no Server Configuration Properties for this add-in

10.3.1 CTI Simulator Sample:

1. Navigate to File > CTl Tools > Call Simulator

Call Simulator

Call Simulator

1112223333
4445556666
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3. Click “New Present”
Enter the following:
- ANI (The consumers phone number)
- DNIS (Service center phone number)
- Language
- Call Center
and click Dial

@ CTICall Simulator = x

New Preset

4,

5. Then the CallDetails script will appear...

® 11594290 <= x

Thank you for calling Covered California,
my name is CRM . Is this your first time calling?

Not Validated in IVR

Call Detail

prone Nurmber [

l
DNIS | 8003001506 I
|
|
|

[nitating Language = English v

IVR Selection

Call Type | Inbound v

‘Comact Search v2 ‘
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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

Profiles Allowed to Access

- Allowed Interfaces for [#] Select All
Sales CCSB - Tierl SCR
Sales CCSB - Tier 2
L= 1Er coveredca
SCR

SR fEnrhantadl

Server Configuration Properties

Class Name Property Mame Value
CC_CTIstatus,.Component CalHEERsLookup

CC_CTI5tatus.Component CallTypeCBO CTLCallType
CC_CTIstatus,.Component LanguageCBO CC.Language
CC_CTIStatus.Component PipeMame WApipe\CTIPipeMName
CC_CTIstatus.Component ProgramCEBO CTLProgram

CC_CTIStatus.Component Verboselogging
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Profiles Allowed to Access
= Allowed Interfaces for [¥| Select All

Sales CCSB - Tier1 SCR
Sales CCSB - Tier 2
SCR

CrR (Enrhantadl

J| coveredca

Server Configuration Properties
Class Name Property Name Value
QuicksortWorkspaceRibbon.Factory| dummyContactSpecifier
QuicksortWorkspaceRibbon.Factory dummyFirst
QuicksortWorkspaceRibbon.Factory dummyLast
QuicksortWorkspaceRibbon.Factory endpointAddress

QuicksortWorkspaceRibbon.Factory transferMessage
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11.0 Importing Data

It is recommended that the Import Wizard no longer be used for Covered CA purposes.

12.0 User Account Bulk Importing/Updating

Data import utility for administrators to create or update staff accounts in batches on demand.

Account Import TDD, authored by RightNow:

coveredca - Oracle Service Cloud

Page Setup Cl

. Account Tools
g pflﬁt 4
Account Loader
i\ g Publish
L ﬁ Account Tools ’
“ Tl Tanle »

Data format reminders:

e Display Name = First Name
e Login & Email are lower-case

Templates can be found on SharePoint.




13.0 Knowledgebase
13.1 Sibling Articles Workaround

To view sibling articles, the following code was added to /dav/cp/customer/views/pages/answers/detail.php

Only allows users from the SEC_VALID ADMIN HOSTS list, maintained in the ServiceCloud Site Configuration

settings.
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14.0 Customer Portal

Custom Portal pages are PHP and edited within Dreamweaver.
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14.2 Deploy to Stage

There are two interfaces, an English and a Spanish interface. Each interface must be Staged and Deployed within
their own interface.

> — -
A " cCustomer Portal - coveredca - Oracle Service Cloud p— 2= l &= g
@ = x
Frint |
& a2 ) @ | = « 9 @
New Refresh - Deploy §administrationl  View Audit Stage Promote Rollback
ADelets Log Interface Log
Actions CustomerPortal
Configuration < | [Live Meia Ber
Configurstion A - W) g
- F us - = (]
& (5 St Mansgement Login Chat Logged Out  RequestChat CancelRequest No Chats Connectivity |
& [ Applcation App. =2 3
r v

) = Ste Configuration @ Customer Portal

# (7 Intematonaizaticn

!
| @ 2 Senvice Interfaces

j| & © Opportunty Trackng @| Customer Portal
|5 5 o . =

!

) coveredea_es

Staging your site coples selectec development pages 10 the staging area Like production pages, pages In the staging ares
are optim2ed to improve performance. Pramoting your ste copies your pages from the staging ares to the production

() coveredca_esp
ares, ’TEl:r'g the pages PJ:" C’y visible, ana backs Lp)orcuf{ér( proauction pages In case :'\Ey need to be restored

——

[u] Repot Management

|8l Datz Dictonary -
= Workspaces / Workflows
5 PAPI Iter Log

ﬁ Home

@ Incidents

82 contacts

s Deployment Logs |

M i Answers

@ Analyfics ] N »
1
e Q-

Logged in as: Sondel Fermer

CC: Connected

100% ._i)

Dashboard

Administration

Framework v  Widgefs v

Logs v

Dashboard

Quick shortcuts

&

View Development Area

=1

o
S
~
T

Page Set Mappings

v

View Staging Area

Widget Documentation

View Production Area

Create a New Widget

Set Environment

Help

Sondel
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Welcome, Sondel

Dashboard Framework v  Widgets v Logs v  Seftings v  Deploy v View snev_|

Dep|0y Promote@opy files and configurations from your development area to sta

Rollback

Copy files and configurations from your development area to staging.
Last Stage event: 10/26/2015 08:27 AM

Promote

Promote your staging area to production.
Last Promote event: 10/06/2015 05:11 PM

Rollback

Rollback the most recent promote.
Last Rollback event: 12/05/2014 04:07 PM

Select Files Welcome, Sondel

Dashboard Framework v  Widgets v  Logs v  Seftings v Deploy v | View Ste v |

Select Files

1. Select Files 2. Version Changes 3. Select Configurations 4. Stage

File differences between development and staging.

Exists in Exists in
Action development staging File name

Next > Confirm the selected file actions and proceed to Step 2




Welcome, Sondel

Select Version Upgrades

e mode: Production - Browser User Agert

Das rd Framework v  Widgets v Logs v  Seitings v  Deploy v |ViewSicv ?

Select Version Changes

1 Select Files 2. Version Changes 3 Select Configurations 4 Stage

Framework Changes

I'here are no framawark differences to display

Widget Changes

There are no widget differences to display

Push all framework and widget version changes?

No version updates

Next> | Cdnfirm the selected version changes and proceed to step 3

Welcome, Sondel

Select Configurations

Current site mode: Pmduction - Browser User Agent

Dashbcard Framework v  Widgets v Logs v  Seftings v Deploy v ViewSi=vw 2

Select Configurations

1. Select Files 2. Version Changes 3. Select Configurations 4 Stage

Page set mapping differences between development and staging

Action:
No action v Location Regular Expression Description Page Set Exists = Enz
Development yes no
No action v Staging no
Development yes no
No action v Staging no
Development yes 10
No action v Staging no

Next > Cniirm the selected connguration actions and proceed (o Step 3

I Confirm the selected configuration actions and proceed to Step 3. ]

45



Dashboard Framework v Widgels v Logs v Seflings v  Deploy v

Stage
1. Select Files 2. Vlrsion Changes 3. Select Configurations 4. Stage
Selected file actions

Exisis in Exists in
Action cevelopment staging File name

Copy tosiaging | true « [

Selected page set mapping actions

There are no page set differences to display

Selected Version Changes

There are no Framework or Widget version difierences to push out.

Add a comment to store in the staging log file

Ticket# .. November 1st

Reo-initialize your Staging environment
ALL files, configuraticns, and version changes will be removed and re-created from the Development environment

Stage Cqpy selected files and configurations to your staging environment

Copying selected items to staging and compiling pages.

.
** Please wait ...
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Dashboard Framework v  Widgets v Logs v  Seilings v Deploy »

Stage

1. Select Files 2 Version Changes 3. Select Cenfigurations 4. Stage

Deploy lock removed.

Staging completed successfully

View site in staging mode
Promote to production
View log

Stage = Copy selected files and configurations to your staging environment.

-
' [ Live Chat

€« — C f B httpsy//coveredca.custhelp.com/app/chat/chat_launch_es

Chat s6lo esta disponible en | Customer Portal Staging Area - 3.0.2

Chat Ingles
Asistencia en linea esta disponible

Chatea horas se enumeran a continuacion.
Lunes - Viernes: 08:00 AM - 06:00 PM PDT
Sabado: 08:00 AM - 05:00 PM POT
Domingo: Cerrado
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14.3 Promote to Production

( E Administration

- 2> C # https://coveredca.custhelp.com/ci/admin/overview/index/session_id/tSR~CvWQkolptY~mzgulyy| =
Administration
Dashboard Framework v  Widgets v Logs v  Seftings v

Stage

| Dashboard

Promote

Quick shortcuts

View Development Area View Staging Area View Production Area Set Environment

Page Set Mappings Widget Documentation Create a New Widget Help

httpsi/fcoveredca.custhelp.com/ci/admin/deploy/promote
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E Promote

& C' A £ https://coveredca.custhelp.com/ci/admin/deploy/promote ed —

Promote

Dashboard Framework v  Widgeis v Logs v  Seitings v  Deploy v View Ste v |

Promote

File differences between staging and production.

Exists in Exists in
staging production File name

true true

4 true true

Widget version differences between staging and production

There are no Framework or Widget version differences to push out

Add a comment to store in the promote log file

Promote =~ Replace your production environment with your current staging environment

A backup will be made should you wish to rollback this event

Promoting staging to production.

4" Please wait ..
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E Promote

&« C f https://coveredca.custhelp.com/ci/admin/deploy/promote 9 =

e, Sondel
Promote ne, sonde

ser Agent

ashboard Framework v Widgets v

Promote

Deploy lock removed.

Promote completed successfully

[
Yiew site in production mode
Rollback

. View log

[

[

Promote = Replace your production environment with your current staging environment.

A backup will be made should you wish to roliback this event.

Spanish interface — Staging

'S IR i W = 9 @

Copy

Save Save& || New Refresh O PRdminismatent| View | Audit |[MStagel N Eromot=t Rollback
Close ADelet= || 1 og Interface Log
Save Actions | Show | Customer Portal
Configuration < | |Live Media Bar | Administration Interface

[ View the Customer Portal administration interface for the selected interface |

us - & ] jL)

Login Chat Logged Out RequestChat CancelRequest Mo Chats Connectivity

Configuration A - i?
=3 Staff Management

[ Application Appearance | =
{3 Site Configuration |33 Message Bases | @ Customer Portal 4P
=) Intemationalization R
= Service Interfaces
[ Opportunity Tracking @] customer Portal
{3 Outreach (= coveredea e
Databs o
[E] it 8’ Bl El Staging your site copies selected development pages to the staging area. Like productien pages, pages in the staging area
[ Customer Portal 5h coveredea_esp are optimizad to improve parformance. Promoting your site copies your pages fram the staging area to the production
] Reports Explorer area, making the pages publicly visible, and backs up your current production pages in case they need to be restored.

] Report Management
[l Datz Dictionary
[ Workspaces / Workflows

L N Deployment Logs

ﬁ Home
@ Incidents

>

Contacts
1§ Answers <
@ Analytics d T} | 3
e a.-
Logged in as: Sondel Fermer ~ CC: Connected 100% © o
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Marco v Widgets v Logs v

Etapa
Panel de Contr0| Pro Copiar archivos y configuraciones del drea de
. .. Revertir
Accesos directos rapidos
Ver area de desarrollo Ver area temporal Ver area de produccion Definir entorno
Asignaciones de juego de Documentacion de widget Crear widget nuevo Ayuda

paginas

. Bienvenido, Sondel
Seleccionar archivos

Modo del sitio actual: Produce - Agente de usuano del explorador

Panelde control Marco v Widgets v Logs v  Configuracion v  Desplegar v

Seleccionar archivos

1. Seleccionar archivos 2. Cambios de version 3. Seleccionar configuraciones 4. Ubicar temporalmente

Diferencias de archivo entre desarrollo y ubicacion temporal.

Accion: Existe en = Existe en
Copiar a ubicacion temporal v desarrollo  ubicacion temporal Nombre de archivo

Eliminar de ubicacion temporal ¥

Eliminar de ubicacion temporal ¥

Siguiente > = Confirme las acciones de archivo seleccionadas y continte con el paso 2
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Bienvenido, Sondel

Modo del sitio actual: Produccion - Agente de usuario del explorador

Seleccionar actualizaciones de version

Panelde control Marco v Widgets v Logs v  Configuracion v  Desplegar v

Seleccionar cambios de version

1. Seleccionar archivos 2. Cambios de version 3. Seleccionar configuraciones 4. Ubicar temporalmente

Cambios de marco

No hay diferencias de marco para mostrar

Cambios de widget

No hay diferencias de widget para mostrar

¢Desea insertar todos los cambios de version de marco y widget?

No hay actualiza es de vers para desplegar ¥

Siguiente > Confirme los cambios de version seleccionados y continte con el paso 3

Bienvenido, Sondel

Seleccionar configuraciones

Mado celsito actual: Produccion - Agente de usuano del explrsdor

Panelde control  Marco v Widgels v Logs v  Configuracion v Desplegar v is
Seleccionar configuraciones
1. Seleccionar archives 2. Cambios de version 3. Seleccionar configuraciones 4. Ubicar temporalmente
Diferenclas de asignaciones de Juego de paginas entre desarrollo y ublcacion temporal
Accidn:
Ninguna accidn v Ubicacion  Expresion regular Descripcion ~ Juego de paginas  Existe = Activac
Desarrolio
- Ubicacion
Ninguna accion v
tempora
Desarrolio
- Ubicacion
Ninguna accion v
tempora
Desarrolio
— uplcacion
Ninguna accion v

tempora

Siguiente > Confirme las acciones de corfiguracion seleccionadas y continue con €l paso 3
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Etapa

Panel de control Marco v  Widgets v Logs v  Configuracion v  Desplegar v

Etapa

1. Seleccionar archivos 2. Cambies de versién 3. Seleccionar configuracicnes 4. Ubicar temporalmente

Acciones del archivo seleccionado

Existe en Existe en

Accion desarrollo ubicacion temporal Nombre de archivo
Eliminar de ubicacion temporal false true generated/staging/source/views/pages/chat/chat_landing_es.php
Eliminar de ubicacion temporal false true generated/staging/source/views/pages/chat/chat_launch_es.php

Acciones de asignacion de juego de paginas seleccionada

No hay diferencias de juego de paginas para mostrar.

Cambios de versién seleccionados

No hay diferencias de version de marco o widget para enviar.

Agregue un comentario para almacenarlo en el archivo de log de ubicacién temporal

Reinicialice el entorno temporal
Todos los cambios de archivo, configuracidn y versién se eliminaran y se volveran a crear desde el entorno de desarrollo

Etapa | Copiar seleccionados archivos y configuraciones al entorno temporal.

¢Desea continuar?

¢ Continuar copiando seleccionados elementos a la ubicacion temporal?

Etapa Cancelar

Copiando seleccionados elementos a las paginas de compilacion y
ubicacion temporal.

¥ Espere..
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Sondel
Etapa onde

Panelde control Marco v  Widgets v Logs v  Configuracion v  Desplegar v

Etapa

1. Seleccionar archivos 2. Cambios de version 3. Seleccionar configuraciones 4. Ubicar temporalmente

Se ha eliminado el blogueo de despliegue.

Ubicacion temporal finalizada correctamente

Ver sitio en modo de ubicacién temporal
Promocion a produccion
Ver log

Etapa Copiar seleccionados archivos y configuraciones al entorno temporal.
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15.0 Spanish Chat Interface

Content for the Spanish Chat interface is controlled via Message Bases and Interface configuration settings

Message bases are text strings that appear on the administration interface, the customer portal, and in email messages and
notifications. By customizing message bases with the Message Bases editor, you can change the descriptive text within your

application.

Each circled-letter in the images below has a corresponding letter pointing to the description or Key for the Message Base used
for editing.

. L o] | g

& - C A [ https://coveredca-esp.custhelp.com/app/chat/chat_launch

/ [7) Chat en directo

Lo lamentamos, el chat no se encuentra disponible en este momento ‘
Las horas de chat se muestran en una lista a continuacion.

Lunes - Viernes: 08:00 AM - 06:00 PM PST

Sabado: 08:00 AM - 05:00 PM PST

Domingo: Cerrado

Actualmente es Lunes 02 de Noviembre de 2015 07:12 AM PST

4 T T T ——— —
[ Live Chat - Google Chrome - ©

& https://coveredca.custhelp.com/app/chat/chat_launch_es

Lanzamiento chat en vivo

Chat Inglés
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0 https://coveredca-esp.custhelp.com/app/chat/chat_launch L~aec

= @ x [ {}b@}

Contacte con un miembro de nuestro equipo de soporte técnico.

especificas . Por favor, no envie ninguna informacion de identificacion personal o informacion de salud protegida, tal
como nime uro social, lugar de nacimiento, apellido de soltera, educacion, transacciones financieras, informacion
médica o de empleo. De tener preguntas especificas, comuniquese con el centro servicio de Covered California al 1-800-
300-0213.

' Seleccione un rol * MERCADO INDIVIDUAL
INDIVIDUAL M

Apellido * ‘ |
‘ Direccion de correo ‘ ‘
electrénico *

Vuelva a introducir ’ }

Para proteger ii informacion personal identificable/informacion de salud protegida, chat no puede ayudar con preguntas

Direccion de correo

electronico *
Teléfono ’ ‘
Entrads esperads; (888#) #E#-£83%
‘cddigo postal * ’ }
N PORTANTE: Chat sélo puede ayudar con el siguiente men( desplegable de opciones. Si usted necesita
i ion especifica sobre su solicitud, favor de comunicarse con el centro de servicio de Covered Califoria al 1-800-300-
02

rema:seteccone un(@

@

El soporte de chat esta disponible‘

Las horas de chat se muestran en una lista a continuacion. ‘

Lunes - Viemes: 08:00 AM - 08:00 PM PST

Sabado: 08:00 AM - 06:00 PM PST

Domingo: Cerrado

Actualmente es Lunes 02 de Noviembre de 2015 01:44 PM PST

#100% ~
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Configuration > Site Configuration > Message Bases

Key to image clips from Chat Interface:

SORRY_CHAT_UNAVAILABLE_MSG

CHAT_HOURS_ARE_LISTED_BELOW_MSG

Refer to the Configuration section of this Runbook for Chat Hours

Refer to the Customer Portal section

CHAT MEMBER OUR SUPPORT TEAM LBL

CUSTOM_MSG_CONTACT_US_DISCLAIMER

Refer to... Products

CUSTOM MSG CHAT IMPORTANT NOTE

| —Z|OMmMm{O|m|>

CUSTOM_MSG_CHAT SELECT TOPIC

CUSTOM MSG CHAT TOPIC 1

CUSTOM_MSG_CHAT_TOPIC 2

CUSTOM MSG CHAT TOPIC 3

CUSTOM MSG CHAT TOPIC 4

SUBMIT_CMD

CHAT AVAIL MSG

CUSTOM_MSG_CHAT_ZIPCODE

CUSTOM MSG CHAT PHONE

CUSTOM_MSG_CHAT_TOPIC

CUSTOM MSG CHAT SELECT ROLE

FIRST_NAME_LBL

LAST_NAME_LBL

EMAIL ADDR LBL

CUSTOM MSG CHAT SELECT ROLE

CUSTOM_MSG_CHAT_NO_ROLE_SELECTED

CUSTOM MSG CHAT NO ROLE SELECTED
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Service Cloud Configuration Assistant- Screen Samples:
https://ossc-fg.custhelp.com/hmsadf/login.jsp

* User Name:

* Password:

* Identity Domain

ORACL E service Cloud Configuration Assistant m SSL Certificates _ Statistics |~ Subscriptions
Service Sites Service Test Sites OPA Sites OPA Test Sites Interfaces Mailboxes
1 of 1 2o [ 0.0 0.0 of
Sites
Asof ThuJan 19 11:05:31 CST2017 | (3 | Create Site
coveredca
Product Oracle Service Subscription Id 1255292 Version Oracle Service Cloud February 16
® Upgrade Type normal Interfaces 3 Mailboxes 8
Site Type production Creation Date 2013-05-14 10:39:12 Test Sites 2
coveredca__dev =
Product Oracle Service Subscription Id 1255292 Version Oracle Service Cloud February 16
{b Upgrade Type normal Interfaces 3 Mailboxes 3
Site Type paid test site Creation Date 2016-11-01 10:55:15 Test Sites 0
coveredca__tst =
Product Oracle Service Subscription Id 1255292 Version Oracle Service Cloud February 16
® Upgrade Type normal Interfaces 3 Mailboxes 8
Site Type Ppaid test site Creation Date 2016-12-23 09:45:31 Test Sites 0
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l

Yiew Site Details
Re-Create Test Site
Re-Create and Upgrade Test Site

Reset Admin Password

Confirm Reset Password x

This will reset the administrator password for this site and send this information to the original Service Admin for this site. Are you sure you want to Reset Admin Password?

Yes || No

| i
(i) Information x
Admin Password of user administrator is successfully resetand sentto sondel.fermer@covered.ca.gov

oK |
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Covered CA — SCR Service Cloud Service Implementation Solution Definition

1 INTRODUCTION

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.

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:

e Incident Management
e Chat Management

e Contact Management
e Service Analytics

2 REQUIREMENTS

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.

Page 4 of 58



Covered CA — SCR Service Cloud Service Implementation Solution Definition

2.1.1.2 Use Case 1 - SCR (Incoming Phone Call)
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SCR Incident Management Process — Incoming Phone Call

Answers incoming
call from Customer

Pulls up Customer
record in CALHEERS

SCR

Creates new
incident in CRM

Searches for Contact
record in CRM

Contact record
found?

Createsa new
Contact record and
associates it to the

Incident

Informs Customer
that someone will
call back for further
assistance

Associates existing
ALy 4 Contact record to
the Incident

Fills out SCR
template in Incident
Private Notes

Requires
Escalation?

Changes Incident
Statusto
“Escalated”

Assigns Incident to
direct Supervisor or
SCR Lead

Saves Incident

Fills out Incident
required fields

Resolves Customer
issue/question

Fills out Incident
required fields

Saves Incident

Solution Definition

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

SCR Supervisor

Reviews assigned
Incident

Can SCR
Resolve?

Changes Incident
status to
“Transferred”

Adds private note
AL 4 and communicates
resolution to SCR

Adds private note to
Incident

Assignsincident
back to source SCR

Fills out Incident :;:‘rgon;r::;dgzisz
required fields outside of SCR
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2.1.2 Channels
SCR will handle incidents via the following channels:

- Phone (Incoming/Outgoing)
- Chat

2.1.3 Internal Escalation & Transfer

At times Incidents will need to be escalated to Supervisors for further support or to be transferred to the appropriate department. SCR and SCR
Leads will be able to Escalate Incidents directly to an SCR Supervisor. The Supervisor will then have the options of Escalating the Incident to the
appropriate department outside of General SCRs.

From To

SCR Supervisor - SCR

- SCRLead

- CRT

- OCP

- E+E Appeals

- External Coordination

- Hotline

- BOT1 Research (stand-in for R&R Appeals)
SCR or SCR Lead SCR Supervisor

2.1.4 New Incident by SCR
At times, the SCR Team will need to create new incidents. New incidents will be created from either

1. The SCR My Inbox view by using the “New” button located in the ribbon bar:
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Home

Page Setup
EiPrint - & Delete -

. b[h Copy - (g Forward
> AAssign - (. Email
- aaAssign [~ Emai

2. Orthe File Menu

= corbisimages - Oracle Service Cloud

Community

'ﬁj Incident l}

Mew Incident (Ctrl+Shift+1)
Links

Help

Add-In Logging

Opticns

Euxit
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2.1.5 Incident Queues
A sequence of unassigned, unresolved incidents. When an incident queue is added, it can be defined as the default queue. Incidents are added
to queues automatically by business rules or manually by re-queuing and are handled in a first-in, first-out manner.

SCR
SCR Lead
SCR Supervisor

2.1.6 Incident Routing Rules
No auto-routing rules will be configured. SCR Supervisors will manually assign existing incidents to the SCRs or SCR Leads.

2.1.7 Incident Statuses
The status of an incident as it moves through the system. Below are the statuses that Covered CA — SCR will utilize for tracking purposes.

Statuses Status Definition Profile/Role

Closed Solved SCR, SCR Lead, SCR Supervisor, SCR Manager
Open Unresolved SCR, SCR Lead, SCR Supervisor, SCR Manager
Updated Unresolved (This status is automatically selected SCR, SCR Lead, SCR Supervisor, SCR Manager

when an incident has been updated by the contact via
an email reply). Does not apply for phase 1 or until
SCR begins using email communication from CRM.
This will be hidden from view unless incident source =

Email.
Hotline — In Progress Open (Incident in-progress) SCR Supervisor, SCR Manager
Escalated Incident escalated to Supervisor SCR, SCR Lead, SCR Supervisor, SCR Manager
Transferred Incident transferred outside of SCR queue SCR Supervisor, SCR Manager
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2.1.8 Standard Text
Text prepared in advance that can be sent to contacts when responding to incidents, appended to responses by a business rule, or sent by an
SCR during a chat session. Covered CA — SCR will have access to the following standard text as a default template. The template below will be

appended to the Messages tab as a new Private Note each time a SCR user opens an incident.

SCR Incident Note Template 1. Summary of Issue:

2. Action Taken:

3. Previous Applicable Incidents:

2.1.9 Response Requirements

The response requirements are used to measure SCR performance in responding to and solving incidents and can also be used for SLAs that do
not have customized response requirements. Covered CA — SCR incidents must be addressed within 8 business hours of assignment. This only
applies to incidents that have been directly assigned to the SCR or Lead from a Supervisor. If threshold is exceeded then incident will change to

red within the Supervisor dashboard and SCR My Inbox view.

Create Incident Workspace
Workspace screens define the fields and layout that staff use when adding or editing records. The sections below define the incident workspace
requirements. Below is a sample illustration of an incident workspace.
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3

)
f
L
£
<

E] Co0 | o Vi) "I

” Mesoamn | Contacts | Dotots | Tevo Bitied(0) | Toshs 0 | Orsezapon | Web Viset | Zéochmerts | Austion |

SendOnSave | Add=  Smatinatant  ASewch Knowiedgetose Standurd Text -
SOV VS]] Syeten Detaun ~ B 7 U AV ssisiEERwRE L 2 runTe

Prrate Now No Channel = X
Ths 13 & pevate ncte that only intemal stat memiers can iee.

Repomie  *2 foail = X
Dear Gary,

eow 1. our respRnLe 19 yaur Inquiry.

Think you

Cuntomer Entry -y Email = X

Cwar suppon,
1 have an incrary st my peoduc.

Thanks, Gary

1. The top half of the workspace is commonly referred to as the summary or header section of the workspace. This is where staff members
typically capture/review summary level information about the incident.

2. The bottom half is where tabs are located, which contain additional information about the Incident record.

3. The Messages tab contains the message thread, where all correspondence between the contact and staff is tracked. Staff will send and receive
emails directly from the Messages tab on the incident workspace.

2.1.9.1 Incident Workspace Summary Level
The table below defines the fields on the incident workspace summary level. All the fields below will be read-only when an incident is opened and
call type is equal to Appeal.

Description Details CRM Field Behavior
Subject Incident Subject | Text Field Incident.subject Required
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Description Details CRM Field Behavior
Incident Unique Incident | Text Field Incident.ref Read-Only
Ref # Reference Key
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Type

SCR Call Type

Menu
0 Access to Care
= Non Urgent
=  Urgent
e Life Threatening Condition
e Life Sustaining Prescription
e Urgent Medical Treatment
0 New Enrollment
= Completed Open Enrollment
=  Completed Special enrollment
= APTC/Carrier Inquiry
= |nquiry/Assistance
= |ncomplete Enrollment
e Pending Consumer Info
e System Issue
0 Medi-Cal
= Quicksort/New Medi-Cal Eligibility
=  Provided county contact/number
info
=  Medi-Cal/Enrollment Inquiries
0 Current Customer
= Application/Case Status
e Inquiry Assistance
= Report A Change
e Name/DOB/SSN change or
correction
e Adding baby or adoption
e Address change
e Income Change
e Adjusting APTC
e Change to MEC
e Household size

Incident.CatID

Most bottom level is always
required
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e Unable to complete due to
System Issue
1095-a
e Inquiry/Assistance
e Dispute Received
= Consumers Online Account
e Requesting password
reset/unlock
e Requesting access code
e Blocked account
e Unable to complete due to
system issue
= Payment Inquiry
e Inquiry/Assistance
Renewal
e Complete enrollment
e Inquiry/assistance
e Pending Customer Info
e Unable to complete due to
system issue
Disenrollment/Termination
e Requesting to be terminated
e Inquiry/Assistance
e Unable to complete due to
system issue
O Appeals/Complaints/Fraud
= Appeals
e Request an appeal
e Status of appeal
e Inquiry/Assistance
= Complaints
e Inquiry Assistance
= Consumer Protection/Fraud
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Label Description Details CRM Field Behavior
e Potential Fraud Issue
e Potential Identity Theft
e Inquiry/Assistance
o Supported Enrollment Entity
= Agent/CIA
= CEC (Certified Enrollment Counselor)
=  PBE (Plan Based Enroller)
= Broker
Status Current e Menu Incident.status - Required
incident status o Open - Only Supervisors can
o Escalate Transfer
o Closed
o Transfer
o Hotline — In Progress
Special Date for Date/Time Field Incident.cSspecial_pr | Optional
Projects Contact follow- oj_follow_up_date
Callback up
Contact Primary Contact | Lookup Incident.c_id Required
record
associated to
the incident
Case ID This is the Text Area Contacts.HBX_CaselD | Read-Only
CalHEERS (SSOSHBX_CaselD
assigned
number

associated with
the Contact.
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Label
CalHEERS
Ticket#

Description
When you
encounter a
CalHEERS issue
when
attempting to
complete the
documented
process (RAC,
Term, Term/re-
enroll,
reinstate, etc.),
you need to
submit a
CalHEERS
ticket.

Details
Text Field

Solution Definition

CRM Field

Incident.cSch_ticket_

no

Behavior
Optional

Ticket
Submitted
Date

Enter the date
you submitted
the CalHEERS
ticket

Date Field

Incident.c$
ch_ticket_sub_date

Optional

Ticket
Closed
Date

Enter the date
the CalHEERS
ticket was
closed

Date Field

Incident.c$
ch_ticket_closed

Optional

Assigned

The name of
the SCR
working the
incident

Menu (OOTB Assigned field)

Incident.assigned

- Optional

- Incident remains assigned
to self-assigned SCR until
manually changes by
another SCR
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Label Description Details CRM Field Behavior
Queue Incident Queue | e Menu Incident.queue e Required
o SCR e Incoming Emails will all be
o SCRLead assigned to the SCR
o SCR Supervisor Supervisor Queue
e All newly created incidents
will be assigned to the
queue of the person
creating the incident
e Hide SCR Lead Queue for
phase |
Phone Contact Phone | Contact record’s home/primary phone number | Contact.ph_home Required
Number Number
Carrier Contact’s Menu Contact.cScarrier Optional
Health Plan
Date Date in which Date/Time Field Incident.cSSCR_date_ | Read-Only
Escalated | anincident created
to SCR entered to SCR
Queue
Date Date SCR Date/Time Field Incident.cSSCR_date_ | Read-Only
Resolved resolved issue — resolved
Workspace rule
will set this
field
automatically.
Applicatio | Contact Read-Only
nID record’s
Application ID

2.1.9.2 Incident Workspace Messages Tab
The messages tab contains functionality that enables staff members to document details about the incident, send an email response to the contact

related to the incident, or add a private note for internal use only. The image below is a sample illustration of the messages tab.
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Mensapen | Codrg | Detsts | Referst | Cortacn | Proce Survey | BrochuresPitbcssorn | Back Dats | SibCase | Toska() | seschmerss | fostiop |
SendOnSave  |Addw g Smeth LSewrch > 1 Standard Text . Optices

A0 ToeaNewfomen » 16 v B L 1 = AW wwwiS|Seeif% 5 P MPenTet
nmmr No Channet =

This 15 a Private Note entry that is oaly viewable to internal stafl]

ax |

Response ™ fmad ~ IK
Dear Justin,

This 13 12 response 10 your inquary regarding your device
The attachment(s) contams the data you requested.
Sincerely,

Arna Agent

Cuntomer (ntry « Imad =

IX
Hello,

I need help syncing my device

Thanks, Justin Case

The following standard text will be inserted as a private note every time a SCR member opens an incident:

SCR Incident Note Template 1. Summary of Issue:

2. Action Taken

3. Previous Applicable Incidents

2.1.9.3 Incident Workspace Details Tab

Below is a sample illustration of the incident workspace contacts tab. This tab is where staff members can view detailed information about the
Incident.
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Subject™ Incident Bef. #
Type™ | [No Vaue] VI Rasoltion No Value] v
Staus”  |Open v | Nad Calback Date/Time Mo Value ]
Cortozt® 4 ECM Paper Aop URL @
Applcaticn ID Case ID 834 Resend | [No Value) v Paper Acp URL 2 9
Calor 1o | g Ve :| Outreach Ogt b~ | [No Value] v Camer |INe Vaie] v Papar fgp URL 3 )
Crezte Appeal (Pleaze Save Firt) Appeal Q fssired  [No Valug] 7| 834 Resend Data | No Velue F| Pap=rApp URL A -
/" Messages | Seiipr” Details | Conizcts | Atach | Otherincigents | OGP Cases g Audit Log Rules Hil by Incidert | Appeals |
Role | [No Value] [v] Call Details A
Channel | [No Valel ¥§™ Open - ) Add New (&4 Print - (]9 Copy - 3 Assign - X Delete - L3 Optionsm—
Seveity | [No Value] ~i AML VR Llanguage |DNIS |CallTypa |Router CalKay /Day | Agentlicense #  Application Number | CassNumser | Routing Fraferercs | SCR
Callback Nurber | (@920 £omsmsrs There zre no lb2ms ta show N ths view
Ca20lD
Quous |[No Vaie] v
Number of KB Atticies Usad |0 v
Imeraction Zip
Inquiry Reason
QuickSort
Quick St Used? [Ne Date of Quick Sot [ No Value =
Quicome |0""5’
% Options ~
Inicid Call Notes v
4in as: OriTesting  CTI Status: Connecting... CC: Connectad 100% (= 9] ¥

2.1.9.4 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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The table below defines the fields on the incident workspace contacts tab.

Label Notes Behavior

First Name The first name of the primary contact on the Optional
incident

Last Name The last name of the primary contact on the Optional
incident

Email Address The email address for the contact Optional

Phone Numbers All Phone numbers Optional

County The contact’s county Optional

Date Created Date the contact record was created in CRM Optional

Preferred Language Contact’s preferred language Optional
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2.1.9.5 Incident Workspace Attachments Tab

Enables staff members to attach files to the incident. All out of the box functionality will remain for this incident workspace tab.

2.1.9.6 Incident Workspace Audit Log Tab

Displays the history of transactions that have taken place on the incident record. All out of the box functionality will remain for this incident

workspace tab.

2.1.9.7 Incident Workspace Other Incidents Tab

Displays the history of incidents related to the primary contact record in the incident. Also displays a list of Appeals by their ID only. No

additional Appeal information is displayed.

Subect” Incidart Bef. 7
Type | [No Valug] v] Besolten 11, valus] v
Fats®  Open v | Newt Callback Date/Time  No Value ]
Contact” L ECM Paper Aop URL @
Poicaion 1D Case 1D 834 Resend | INo Valuel | Paper Aop URL 2 Fl
Cell= o g Vialye! t‘ Outreach Opt In* | [No Value] = Carier  [No Value] ™| Paper Aop URL 3 L
[ create Appeal (Please Save Frst) Fppeal Q Assigned | [No Valus) V| 834 Resend Dot No Valuz | Paper Aop URL 4 9
OCP Cases | Opportuniics | Opportunies | Marketing | Fuliillment Rules Hitby Incident | Appesls |
Incidents Appeals
¥ Open L3 Copy L3 Options ~ L5 Optons ~
Refersnce # Y |Inddent Type Subjact Source Status ACA Appeal # / DateCraated  Stabus Type
There are ro kers to show in Bs view, There are mo items £ show in this visw,
in @s: Ori Testing ~ CTI Status: Connecting... CC: Cannected 100% (=) o ~
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2.2 Contact Management
A contact is any individual with a contact record in the database. Contact records can be added by staff members on the Service Console or
automatically by the system when contacts submit an incoming email or Incident from the web.

2.2.1 Create Contact Workspace
Workspace screens define the fields and layout that staff use when adding or editing records. The sections below define the contact workspace
requirements. Below is a sample illustration of a contact workspace and does not represent the to-be configured solution.

B Workspaces Explorer %

Firet Nama™ Tide
Last Neme® Login
Emai [T =] sta |
Offics Prane IL Contact Type [[No Valug] ']
Address Gicbal Octin [[No Value] -

nganizuﬁ“] Incidents ]’ Notes I Tosks r S\rve/s] Outreach Activity l Atischments”} Ml&‘u }

3 Options ~
Wwhen' Who |What | Daszriotion
Trers are na items ko show N this vizw,
2.2.1.1 Contact Workspace Summary Level
The following fields will be configured in the summary level of the incident workspace.
Label Notes Details Behavior

Page 22 of 58



Covered CA — SCR Service Cloud Service Implementation

Solution Definition

Role Contact’s Role 0 Individual Required
Marketplace
= |ndividual
= Health Plan
=  Agent
= Authorized Rep
= User Account
=  Primary Contact
O SHOP Marketplace
=  Employee
=  Employer
= Agent
= General Agent
= Dependents
= COBRA
O CECProgram
= QGrantee
= Entity/Enrollment
Entity
=  Enrollment
Counselor
O Other
= Other
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 Optional
0 Alameda
0 Alpine
0 Amador
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OO0 0000000000000 O0OO0DO0ODO0ODO0DO0OO0ODODO0ODO0OODODODOOODOOO

Butte
Calaveras
Colusa
Contra Costa
Del Norte
El Dorado
Fresno
Glenn
Humboldt
Imperial
Inyo

Kern

Kings

Lake
Lassen

Los Angeles
Madera
Marin
Mariposa
Mendocino
Merced
Modoc
Mono
Monterey
Napa
Nevada
Orange
Placer
Plumas
Riverside
Sacramento
San Benito
San Bernardino
San Diego
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San Francisco
San Joaquin
San Luis Obispo
San Mateo
Santa Barbara
Santa Clara
Santa Cruz
Shasta

Sierra

Siskiyou

Solano

Sonoma
Stanislaus
Sutter

Tehama

Trinity

Tulare
Tuolumne
Ventura

Yolo

Yuba

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- | For Marketing Purposes Yes/No - Read Only

In - Defaults to YES
Global Opt-In Global Qutreach Opt-In Preference Yes/No - Optional

- Default to YES Value
Language Contact’s preferred language Menu - Required

OO0 0000000000000 O0OO0OO0OO0OO0OO0oOOo

0 English
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O 00000000 O0OO0OO0OO0O0o

o

Spanish
Arabic
Armenian
Cambodian
Cantonese
Mandarin
Farsi
Hmong
Korean

Lao

Russian
Tagalog
Vietnamese
Traditional Chinese
character
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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4 Options ~
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| action

There zr2 noitems to show in the view.

2.2.1.3 Contact Workspace Notes Tab

Enables staff members to create notes. All out of the box functionality will remain for this contact workspace tab.
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B Woricpaces Explorer X [§5 contact = x

I

First Name™ Tile
Last Name™ Logn
Emal [v] = stA |
COffice Phone E Contact Type [[No Valuel
Address Giobal Optan N0 Value]

" Orgenizatiors I Incldcnb/ Nokes ] Tesks r Surveys I Quireach Activiy. [ Altachments I Audit Log

| Add

B Sort | Date - Descending v

2.2.1.4 Contact Workspace Attachments Tab

Enables staff members to attach files to the contact record. All out of the box functionality will remain for this contact workspace tab.
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First Name™ Ttle
Lost Mame™ Login
Enal (=] @ SLA

Solution Definition

Buesebeoe et |
B>

Contact Type | {No Vale]

z)

Office Phona T‘

Global Optin | No Vake]

Addrese
Edt

~¢| Add Files ~ ¥ Open Download ] Properties J{ Delete
Mame Sizm | Created Lipdated

There &= noitems to show in Ehis view.

| Description

Action

Opticns ~

2.2.1.5 Contact Workspace Audit Log Tab

Displays the history of transactions that have taken place on the contact record. All out of the box functionality will remain for this contact

workspace tab.
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Workspaces Explorer X [ﬁgwntan e X
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Office Phonz (=]

Addrees
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£ SLA
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2.3 Chat Management

2.3.1 Chat Service 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.

Chat Hours Start

DEYY Hour
Monday 8

End
Minute Hour
00 18
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Tuesday 8 00 18 00
Wednesday 8 00 18 00
Thursday 8 00 18 00
Friday 8 00 18 00
Saturday 8 00 17 00

2.3.2 Chat Session Queues
When used with profiles and business rules, chat session queues enable automatic sorting of incoming chats based on contact, organization,

product, category, and custom field information.

The following chat queues will be created:

SCR English
SCR Spanish

2.3.3 Chat Agent Status

An agent’s status describes his or her availability to chat with customers as well as assist supervisors and other agents with their chats. Although
Service Cloud Chat contains default chat agent statuses, you can create custom agent statuses and associate them with either the Available or
Unavailable status type. While working in Service Cloud Chat, agents can change their status as necessary.

Agent Statuses Chat Status Types  Description Default on Login Per Profile

Available Available The Unrestricted status indicates that there are no
restrictions to an agent’s availability to chat.

Unavailable Unavailable The Unqualified status indicates that the agent did | Default
not specify a reason for being unavailable to chat.
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The agent is logged out of Service Cloud Chat. This | Default
chat status does not display to staff on the Agent
Logged Out Logged Out Status dropdown menu.

2.3.4 Chat Workspace

The configuration of the content pane when working in Chat. Standard workspaces exist for each type of workspace, and custom workspaces can
be created. The workspaces staff members use depend on the workspaces selected in their profile. Chat workspace will include the following
fields:

Label Notes

First Name Contact’s First Name

Last Name Contact’s Last Name

Question The question that customer submitted with the chat request
Email Contact’s Email Address

Queue Chat Queue

Role Contact’s Role

Type Incident Call Type

Resolution Incident Disposition

Callback Number Contact’s callback number

2.3.5 Chat Workspace Ribbon
The chat ribbon bar will allow the agent to Terminate, Wrap-up, Leave a conference, Transfer chat to another agent, Conference another agent,
Change the Assignment of the chat to another agent, Join a conference when invited.
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2.3.6 Chat Session Alerts
Service Cloud Chat has configurable service level requirements that allow you to set realistic service goals for your agents and reasonable

expectations for your customers. Default value is 30 seconds before tab turns yellow and another 30 seconds before tab turns red.

2.3.7 Chat Wrap-up Time
Wrap-up mode allows agents to complete any post-chat tasks before automatically receiving the next chat request. Wrap-up time will be 45

seconds.

2.3.8 Creating Incident from Chat Sessions
Service Cloud Service can capture chat sessions as incidents, allowing you to track all chat correspondence. By default, agents are prompted to

create an incident when a chat sessions ends, but this functionality is configurable so that an incident can be created when a chat session begins

Option Description

Create/associate related incident at the Select from the following radio buttons.
beginning of a chat?

* Yes

* No

* Prompt the agent to decide at runtime

Note: This option to set to Yes by default.
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Open related incident for editing at the
beginning of a chat (if one exists)?

Select from the following radio buttons.
e Yes
* No
e 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

Incoming Chat (%]
MWarme Walue
Question
First Mame Minnie
Last Mame Mouse
Ernail judy . Frohman@rightnow,
Interface rfcuems

Accept Decline Time to Close: 12"
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2.4 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.

https://coveredca.custhelp.com/app/chat/chat_launch |
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Support Center
Live Help
Chat with a member of our support team
Subject
|
F_irst Hame *
I__ast Mame =

Email Address *

Chat support is available

Chat hours are listed below.

Monday: 10:00 AM - 06:00 FM CDT

Tuesday: 10:00 AM-12:00 AWM CDT

Wednesday - Friday: 10:00 AWM - 06:00 PM CDT
Saturday - Sunday: Closed

[tis currently Tuesday, May 13, 2014 07:15 PWM COT
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2.4.1 Chat Launch Fields

The following fields will be used for Covered CA’s Chat Launch page.

Solution Definition

Fields Label Required
Product/Role Select a Role Level 3 is required
First Name First Name Required
Last Name Last Name Required
Email Address Email Address Required
Call Back Number Phone Optional
Interaction Zip Zip Code Optional
Language Language Required
- English
- Spanish
Topic Topic Optional

2.5 Profiles

A profile is the mechanism for controlling access to administration functions and for assigning staff member’s specific permissions, default

workspaces, a default navigation set, and report access. The following profiles will be created by

Profile Name Assigned Queues to pull incidents = Pull Policy Description
N/A - Manual Assighment by Access to Incident Management
Supervisor
- Can self-assign incident
SCR while on phone customer
N/A - Manual Assighment by Access to Incident Management
Supervisor
- Can self-assign incident
SCR Lead while on phone customer
SCR Supervisor Manual Assignment to self, SCR Access to Incident and Chat
Lead, or SCR Management
SCR Supervisor Full reports access
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SCR Manager

SCR - English Chat Push — English Selection Access to Incident and Chat

SCR Chat — English Management
SCR — Spanish Chat Push — Spanish Selection Access to Incident and Chat

SCR Chat — Spanish Management
SCR Supervisor Manual Assignment Access to Incident and Chat

Management

Not available for assignment
from other teams
Full reports access

2.6 Staff Accounts

A staff member authorized to access an Oracle Service Cloud application, including user name, password, profile, group assighment, and email

information. The below table indicates all of the SCR CRM users and the profiles that they will be assigned to.

Profile
SCR Manager

Last Name

First Name

SCR Supervisor

SCR Lead

SCR

SCR Chat — English

SCR Chat - Spanish

Page 39 of 58



Covered CA — SCR Service Cloud Service Implementation Solution Definition

2.7 Reports & Dashboards

2.7.1 SCR-Manager Navigation Set
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Role

Manager

Navigation Button
Home

Item Name
Manager Dashboard

Solution Definition

Item Description
This dashboard displays all open incidents assigned to
each queue. SCRs will use this dashboard to find and
work on incidents. Incidents will be color coded red after
open and unassigned for more 3+ calendar days day.
- Dashboard Includes:

o All Unassigned Incidents by Queue

o All Assigned Incidents by Queue

o My Inbox

Notifications

A list of all system generated notifications created for
the logged in user.

Analytics

All Incidents touched by SCR

A list of all incidents that were assigned to the SCR
queue through time.

Incident Aging Report

A list of all incidents currently assigned to SCR sorted by
Age. Row text will turn red when incident age exceeds 3
calendar days after incidents assigned AND in Open
status.
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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 | Same as Agent Performance only this shows incidents
not touched 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.

Page 47 of 58



Covered CA — SCR Service Cloud Service Implementation Solution Definition

2.7.2 SCR-Supervisor Navigation Set
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Role

Supervisor

Navigation Button
Home

Item Name

Supervisor Dashboard

Solution Definition

Item Description
This dashboard displays all open incidents assigned to
each queue. SCRs will use this dashboard to find and
work on incidents. Incidents will be color coded red after
open and unassigned for more 3+ calendar days day.
- Dashboard Includes:

o All Unassigned Incidents by Queue

o All Assigned Incidents by Queue

o My Inbox

Notifications

A list of all system generated notifications created for
the logged in user.

Analytics

All Incidents touched by SCR

A list of all incidents that were assigned to the EC queue
through time.

Incident Aging Report

A list of all incidents currently assigned to SCR sorted by
Age. Row text will turn red when incident age exceeds 3
calendar days after incidents assigned AND in Open
status.
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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 | Same as Agent Performance only this shows incidents
not touched 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 displaying three separate real-time chat
Dashboard 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.
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Role
SCR or Lead

Solution Definition

Navigation Button Item Name Item Description
Home My Inbox All Incidents currently assigned to logged-in user.
Notifications A list of all system generated notifications created for
the logged in user.

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.
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2.7.4 SCR Chat - English & Spanish

Role Navigation Button Item Name Item Description
SCR Chat Home My Inbox All Incidents currently assigned to logged in user.
Notifications A list of all system generated notifications created for

the logged in user.

Communication Center Chat Agent Real-Time Dashboard displaying three separate real-time chat
Dashboard statistic reports for chat support representatives.
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.
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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 houts.

1.2 Intended Audience
CRM Development
Project Sponsors

1.3 Sign Off Approval




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 https:/ /coveredca.custhelp.com/app/chat/chat_launch
English Web Portal is

clicked

“Live Chat” link from the https:/ /coveredca-esp.custhelp.com/app/chat/chat_launch
Spanish Web Portal is

clicked



3

3.1

3.2

INTERFACE SPECIFIC CONFIGURATION FOR CHAT

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.

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
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Contacting us 387
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Spanish Interface

The user can selects one of these roles (Please note that this is the products/categoties in CRM)



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:
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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 carliest 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

[l Reports Explorer |55 Accounts ([ Interfaces

Interfaces

‘;] Interface - Chat Hours

5 coveredea
£ coveredes es
D coveredea_esp Chat Intervals [Slaca X
=] coveredca_esp_bad *Day *Start Hour *Minute * End Hour * Minute
Mondsy - 00 18 0
T o 0 15 W

Wednesday ~ ~

8
8
8

Thursday - 8 00 18 00
Friday - 8
8

Saturday -

Spanish Interface — coveredca_esp



j Reports Explorer |23 Accounts |Elnterfaces

Interfaces

1 Interface - Chat Hours
(= coveredca

Ql coveredca_es

e Chat Intervals [#lada
(h coveredca_esp_bad * Day *Start Hour | * Minute | * End Hour ™ Minute

Monday - 8| 00 18 0

Tuesday - 8| 00 18 00

Wednesday = 8| 00 18 00

Thursday = 8| 00 18 00

Friday - 8| 00 18 0

Saturday - & 00 17| 00

Helidays

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.

1 us - & x 19

Login Chat Logged Out | Request Chat CancelRequest No Chats Cannectivity

[, Standard Text

Standard Ti g
§oaa 5l standard Text - Edit

¥ 55 Consumer Protection
¥ Back Office

*Name

| Saludo del chat

v Chat
P =1 Opening, Closing, & Transitions Hotkey *Type
¥ (3 Cannot assist via Chat ‘ ‘ [] Rule Text [ Incident Text
¥ (5 Contact information Chat Text [T Chat URL
¥ %) Appeal, complaints and exemptions " Value
P =1 Remote Identity Proofing =
¥ [ Special Enrollment @ Text ©HTML
¥ (5 Verifications m n
iGracias por contactar a Covered California! Por favor vea
¥ =) Medi-Cal

g nuestra respuesta a su pregunta a continuacion:
¥ (5 "How to” instructions

¥ [ Technical Difficuties

¥ (= General Knowledge Interface Visibility
¥ 5 Authentication
» £ 1095-A Interface Language Visibility [l Select All
w5 Spanish Chat coveredea English (US)

[y Saludo del chat 3 coveredca_esp_bad | English (US) ]

[ Saludo del chat coveredca_es Spanish B

» o
[ Opening, Closing, & Transistions e Spanish

P 5 Cannot assist via Chat

¥ [ Contact information

¥ =) Appeal, complaints and exemptions
P = Remote [dentity Proofing
¥ (= Special Enrollment

P 5 Verifications

P (5 Medi-Cal

P 25 "How to" instructions

¥ (= Technical Difficulties

P [ General Knowledge

» (5 Authentication

~ ) Search

nnected
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4.1

SITE-WIDE CONFIGURATION FOR CHAT

Products

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

No Role Selected
Individual Marketplace
- Individual

- Health Plan

- Agent

- Authorized Rep

8 - = — —= M
N\ H B & Product: 149 - Agent - coveredca - Oracle Service Cloud lglﬂlg
- | Home | @ =
H B e < - s |
& =
" Copy Links From
Save Save& Refresh visibility =~ Description  Category Links ~ Disposition | product
Clase A Remove AllLinks Links Reports -
Actions Show
Name* fin Engish (US)) (=] Agert
|
Visibility
Interfaces Administration End-user
coveredca
coveredca_es
coveredca_esp
coveredca_esp_bad
Y Refresh £ Undock [¥)
Logged in as: Helen Hajek 100% () 0 @

— - - 5 -
%) s _ - J:\.lg
E lE_E“Pmduct. 149__Agen1 FEIETGLE - Sirlilo SRR @ W i, -

| Home | 9 =
= L Find ;
H B @ = B & ¢
_Copy Links From o _ . . -
Ssve  Savel  Refresh : Visibility ~ Description  CategoryLinks  Dispesition | product
Close K Remave AllLinks Links i
Actions Show
Name* (n Spanish) E Agerte
|
| Visibility
l Interfaces Admiristration  Enduiser
| coveredea
| coveredca_es
|| | coveredca_esp
||| coveredes_esp_bad
|
N l
| ¥ Refresh & Undock (¥)
|
4}

Logged in as: Helen Hajek

wme— 0@
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English — Chat Launch page

Chat with a member of the Covered California service center team

To protect your Personal Identifiable Information/Protected Health Information Chat is not able to assist
financial transactions, medical or employment information. For case specific questions please contact i

Contacting us as?* | INDIVIDUAL MARKETPLACE .
INDIVIDUAL

_ No Role Selected
First Name « Individual Marketplace

Individual
Last Name * Health Plan
Agent
Email Address * Authorized Rep

Re-enter Email Address * |

Spanish — Chat Launch page

Contacte con un miembro de nuestro equipo de soporte técnico.

Para proteger su informacién personal identificable/informacién de salud protegida, chat no puet
apellido de soltera, educacion, transacciones financieras, informacion médica o de empleo. De t

Seleccione unrol* | MERCADO INDIVIDUAL -
INDIVIDUAL

Ningl'm rol seleccionado
.
Nombre* | o tercado individual

Individual
Apeliido * Plan de salud
. Agente
Direccion de correo Representante autorizado

electrénico *

Vuelva a introducir |

Direccion de correo

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.



|Live Meara par

4 us - @ 0 ' EIB

|Login Chat| Logged Out | RequestChat CancelRequest No Chats Gonnectivity

@ Repaorts Explorer |2z Accounts “f]’ Rules q4Pb
S View Chat Rule
@ States Viewing Rule in State: 001 Initial State
~. @ 001 Initial State
- & Rule Hame Notes
~._" Routing SHOP Rauting Individual R Indw =
I Routing Individual .
@ 002 Routing: SHOP
—. @ 003 Routing: Individual =
- Individual: Spanish Add Options |

_ Individual: English
" Individuat Transiion Firish e |
@ 099 Finish Incident. Product | Is +-] Individual Marketplace [ Delete Condition
. @ Functions SHOP Marketplace
@ Variables Fl CEC Program
Other

Mo ez

Then
Transition State and continue
[1Delete Action

Login Chat Loaged Out Request Chat CancelRequest No Chats Connectivity

@ Reports Explorer |25 Accounts "ff Rules q b
-
Shsi View Chat Rule
E;] @ States Viewing Rule in State: 003 Routing: Individual

001 Initial State
_~ Routing SHOP
-.__ Routing Individual
+. @ 002 Routing: SHOP

" 003 Routing: Individual >

B Individual: Spanis| Add Options |

dividual: English

individuak Transiion insh e ___ |

099 Finish Incident Interface

Rule Name Hotes

(ndwvidual- Sp

I Delete Condition
coveredca_es
. @ Functions 1 D
& Variables cnveredca_asp_nadj
Then
Assign Chat Queue
[1Delete Action
] -
o« | »
HESIOTE
‘ 11l b
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P&l el 4 g

Login Chat Logged Out  Request Chat CancelRequest No Chats Connectivity

|l Reports Explorer | S Accounts | %’ Rules 4P

_Search | View Chat Rule

— @ States Viewing Rule in State: 003 Routing: Individual
& 001 Initial Stato
.- _ Routng SHOP
" Routing Individual
4@ 002Routing: SHOP
Z. e 003 Roufing: Individual
“ " Individual Spanish Add Options

B Individual: Englis

{ . _Indmdual Transton Finish

i @ 099 Finish Incident.Interface |=o= v a []Delete Condition
coveredea_cs
_. @ Functions coveredcn_ecep  —)
.. @ Vanables CORfeics map_ bacl 19)

Then
Assign Chat Queue

Rule Name Notes
|ncivideal Englis nd

o

1

["]Delete Action

4.3 Chat Session Queues
When used with profiles and business rules, chat session queues enable automatic sorting of incoming
chats based on contact, organization, product, category, and custom field information.

The following chat queues will be created:

SCR English
SCR Spanish

4.4 Chat Agent Status
An agent’s status describes his or her availability to chat with customers as well as assist supervisors
and other agents with their chats. Although Service Cloud Chat contains default chat agent statuses,
you can create custom agent statuses and associate them with either the Available or Unavailable status
type. While working in Service Cloud Chat, agents can change their status as necessary.

Default on Login

Agent Statuses  Chat Status Types Description Per Profile

Available Available The Unrestricted status indicates
that there are no restrictions to an

agent’s availability to chat.

Unavailable Unavailable The Unqualified status indicates Default
that the agent did not specify a
reason for being unavailable to
chat.
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The agent is logged out of Service
Cloud Chat. This chat status does
not display to staff on the Agent

Logged Out Logged Out Status dropdown menu.

Default

4.5 Chat Workspace

The configuration of the content pane when working in Chat. Standard workspaces exist for each type

of workspace, and custom workspaces can be created. The workspaces staff members use depend on

the workspaces selected in their profile. Chat workspace will include the following fields:

Label Notes

First Name Contact’s First Name

Last Name Contact’s Last Name

Question The question that customer submitted with the chat
request

Email Contact’s Email Address

Queue Chat Queue

Role Contact’s Role

Type Incident Call Type

Resolution Incident Disposition

Callback Contact’s callback number

Number

4.6 Chat Workspace Ribbon

The chat ribbon bar will allow the agent to Terminate, Wrap-up, Leave a conference, Transfer chat to
another agent, Conference another agent, Change the Assignment of the chat to another agent, Join a
conference when invited.

4.7 Chat Session Alerts

Service Cloud Chat has configurable service level requirements that allow you to set realistic service
goals for your agents and reasonable expectations for your customers. Default value is 30 seconds

before tab turns yellow and another 30 seconds before tab turns red.
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4.8 Chat Wrap-up Time

Wrap—up mode allows agents to complete any post-chat tasks before automatically receiving the next

chat request. Wrap-up time will be 45 seconds.

4.9 Creating Incident from Chat Sessions

Service Cloud Service can capture chat sessions as incidents, allowing you to track all chat

correspondence. By default, agents are prompted to create an incident when a chat sessions ends, but

this functionality is configurable so that an incident can be created when a chat session begins

Option Description

Create/associate related incident
at the beginning of a chat?

Select from the following radio buttons.
* Yes
* No
* Prompt the agent to decide at runtime

Note: This option to set to Yes by default.

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

15



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

Incoming Chat (%]
MWarme Walue
Question
First Mame Minnie
Last Mame Mouse
Ernail judy . Frohman@rightnow,
Interface rfcuems

Accept Decline Time to Close: 12"
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411 Profiles

A profile is the mechanism for controlling access to administration functions and for assigning staff
member’s specific permissions, default workspaces, a default navigation set, and report access. The following

profiles will be created:
Assigned Queues to pull = Pull Policy Description
Profile Name incidents
SCR - English Chat Push — English Access to Incident and
SCR Chat — English Selection Chat Management
SCR — Spanish Chat Push — Spanish Access to Incident and
SCR Chat — Spanish Selection Chat Management

12=]) Profile Intertaces - tdit

*Name

| SCR Chat - Spanish

Interfaces

Interface Language
coveredca English (US)
coveredca_esp_bad English (US)
coveredca_es Spanish
coveredca_esp Spanish

[C] Customize Navigation Sets

* Label Access | Navigation Set

SCR Chat - Spanish SCRChat 4
SCR Chat - Spanish Q
SCR Chat -Spanish [ Q

SCR Chat -Spanish SCR Chat (4) 4

17




|Live Megia Bar

H;l? we - Gl =

) 14

Login Chat Logged Dut | Request Chat CancelRequest ‘No Chats | Connectivity

Z|Profiles L3} Interfaces | % SCR Chat - Spanish

Chat

) Chat Agent Permissions [l Select Al

Chat

Supervisor

[] Monitor

Conference/Transfer to Other Groups
Pull Chat

[E] Allow Decline

[E] Auto Decline

E Set Max Sessions

[T Set Delay Between Chats

[ Asset [F] Select All

[C] Read
Add
[F] Edit
Delete

More Options [@l] Select All

Co-browse
LA - Add / Disable / Delete
[C] Guided Assistance - Add / Edit

*Max Sessions *Delay Between Chats

[z ERE

Virtual Assistant Profile @

Chat Queues

*Pull Policy
| Strict Priority '|

SCR - Spanish
| SCR - English

Chat Agent Statuses

Available

Unavailable - In Meeting
Unavailable - On Break

(O Available - Unrestricted
® Unavailable - Unqualified
(0 Logged Out - Unspecified

Default: Unavailsble - Ungualified

Profile Interfaces - Edit

*Name

| SCR Chat - English

Interfaces Customize Mavigation Sets
Interface Language * Label Access | Mavigation Set
coveredea English (US)  5CR Chat - English SCR Chat

coveredca_esp_bad | English (US)
coveredca_es Spanish

coveredca_esp Spanish

SCR Chat - English
SCR Chat - English
SCR Chat - English

PP P
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Live Media Bar

G 0O 5 i _d
uE - % ] ~ B
Login Chat Logged Out RequestChat CancelRegquest No Chats Connectivity
{Profiles |} Interfaces |  SCR Chat - English

Asset [[] Select All

Chat [T] Read
N Add
_J Chat Agent Permissions @ Select All [F] Edit
@) Chat [7] Delete
[T Supervisor
[7] Monitor
[¥] Conference/Transfer to Other Groups More Options @] Select All
7] Pull Chat .
7] Allow Decline S el
[ Auto Decline [T] SLA - Add / Disable / Delete

[E] Set Max Sessions [7] Guided Assistance - Add / Edit

[7] Set Delay Between Chats

*Max Sessions *Delay Between Chats
[3 < [30 |

Virtual Assistant Profile @

*Pull Policy
Chat Queues | FirstDue |

| =

Dk o
[+]
[+]

Chat Agent Statuses

Available Assigned
(=]

Unavailable - In Meeting © Available - Unrestricted
Unavailable - On Break © Unavailable - Unqualified
©) Logged Out - Unspecified

Default: Unavailable - Unqualfied

4.12 Staff Accounts

A staff member authorized to access an Oracle Service Cloud application, including user name, password,
profile, group assignment, and email information. The below table indicates all of the SCR Spanish Chat users
and the profiles that they will be assigned to.
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4.13 SCR Chat - English & Spanish Navigation Set

Role
SCR
Chat

Navigation Button
Home

Item Name
My Inbox

Item Description
All Incidents currently assigned to
login user.

Notifications

A list of all system generated
notifications created for the logged in
user.

Communication Center

Chat Agent Real-Time
Dashboard

Dashboard displaying three separate
real-time chat statistic reports for chat
support representatives.

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.
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4.14 Workspaces

Spanish and English chat agents uses the same workspace

Live Media Bar .
lf us - % i
Login Chat Logged Out Request Chat Cancel Request Ne Chats Connectivity
2 Profiles | 3 SCR Chet - Spanish s Werkspaces/Workflows Explrer |[£SCR Chat a0
Chat /" Engagement |_Inciderts
Fret Nams @
Last Nam=
Gueston
Conact SmartSense
Cortact |
Email ‘
Queo=  [No Value]
End-Ugar 05
End-Usar Browser
Eng-Usar Device I
lincident |
Sunect [
Aciigred | Mo Valic) T || Acery Satus inacstor Durztien: 000000
Stotus”  |[Open = [ Conedoc ; ]
fice E] 3 istant L Search K = Seandaord Tet |
R E] @ ;l:-;:ruHYML
Colback Number () sttt _ Leave aspion text
Interaction 2p Send J
4.15 Chat Reports
Report Report ID  Description
WFM Chat 101932 Displays statistics about the number of chat requests received and
Summary - handled by agents during the date range. You can also view the average
Combined handle time, average waiting time, and Average Speed of Answer for
WEFM Chat 106930 chat requests
Summary -
English Average Wait Time — Average amount of time end-users spent in the
WFM Chat 106933 queue before their requests were accepted by an agent
Summary - Average Speed of Answer — Average amount of time end-users spent
Spanish in the queue before their requests were accepted by an agent

Note: Report requested by WFM (Help Desk ticket 14675)

Chat Concurrency | 106927
Factor -
Combined

Chat Concurrency | 106928
Factor - English

Chat Concurrency | 106929
Factor - Spanish

This report will provide statistics on the total time spent in chats and
the total time engaged to determine concurrency factor. Concurrency
Factor is defined as the sum of the individual chat times divided by the
total time engaged (i.e. time spent chatting.) It can provide an overview
of the number of chats being handled at once. The user will choose to
group the data by Agent or Group at the time the report is generated.

Note: Report requested by WFM (Help Desk ticket 14675)

21



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.

1D

Description

Date Identified

Assigned To

Status

TBD
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Covered CA — CRT Service Cloud Service Implementation Solution Definition

1 INTRODUCTION

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.

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:

e Incident/Email Management
e Service Analytics

2 REQUIREMENTS

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
gueue 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

CRT Analyst

Answers Identifies need

. . Creates new
incoming call o for CRT
o incident .
@] from Customer assistance
(%]
Provides CRT
Calls into CRT with Incident Completes SCR
phone queue Reference process
Number
Searches for Fills in required
Answer SCR call Incident by Finds a'nd opens Answers.SCR’s fielf:ls on Saves Incident
Reference Incident question Incident
Number workspace
'_
o
(@)
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2.1.1.2 Use Case 2 - CRT (Assigned to CRT Queue)
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CRT Incident Management Process — Assigned to CRT Queue

SCR Supervisor

CRT

CRT Supervisor

Answers
incoming call
from Customer

Creates new
incident

Calls into CRT
phone queue

Provides CRT
with Incident
Reference
Number

Notifies
Customer that

they will receive

a call back

Assigns Incident
to SCR
Supervisor

Solution Definition

CRT Analyst / Supervisor

Completes SCR

process

Assigns Inc dent to
CRT Queue

Answer SCR call

Researches
answer to
customer

quesiton/issue

Searches for
Incident by
Reference
Number

Calls Customer
back with
resolution

Finds and opens

Can Resolve?

Fills in required
fields on

Answers SCR s
question

Incident
workspace

Saves Incident

Reviews CRT

Supervisor

Dashboard for
Unassigned
Incidents

Assigns Incident

to CRT Analyst
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2.1.2 Channels
CRT will handles incidents incoming and outgoing via the phone channel only.

2.1.3 Internal Transfer
When appropriate, SCR Supervisors will assigns incidents to the CRT Queue. From there, CRT Supervisors will assign the incident to the CRT
Representative for further investigation.

From To

CRT Supervisor CRT Representative or Other
Queues

CRT Representative CRT Supervisor or Other
Queues

2.1.4 New Incident by CRT
At times, the CRT Team will need to create new incidents. New incidents will be created from either

1. The CRT My Inbox view by using the “New” button located in the ribbon bar:

o

File » Home Page Setup

@ D &iPrint ~ KDelete ~
Open N

h[hCopy v (g Forward

ew

v  AaAssign - [ Email
Record

w31 New
Add a record.

2. Orthe File Menu
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= corbisimages - Oracle Service Cloud

Community

@) Incident b

New Incident (Ctrl+Shift+1)
Links

Help

Add-In Logging

Options

Exit

2.1.5 Incident Queues
A sequence of unassigned, unresolved incidents. When an incident queue is added, it can be defined as the default queue. Incidents are added
to queues automatically by business rules or manually by re-queuing and are handled in a first-in, first-out manner.

Queue Name
CRT

2.1.6 Incident Routing Rules
CRT Reps will be able to see the assigned queue from their dashboards. No auto-routing rules will be configured. SCR Supervisors will manually
assign incidents to the CRT Queue. Once incidents arrive in the CRT Queue then CRT Supervisors will manually assign them to CRT

Representatives.

2.1.7 Incident Statuses
The status of an incident as it moves through the system. Below are the statuses that Covered CA — CRT will utilize for tracking purposes.
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Statuses Status Definition Profile/Role

Closed Solved CRT Representative, CRT Supervisor, CRT Manager
Open Unresolved CRT Representative, CRT Supervisor, CRT Manager
Updated Unresolved (This status is automatically selected CRT Representative, CRT Supervisor, CRT Manager

when an incident has been updated by the contact via
an email reply). Does not apply for phase 1 or until
CRT begins using email communication from CRM.
CRT —In Progress Open (Incident in-progress) CRT Representative, CRT Supervisor, CRT Manager

Transferred Incident transferred outside of CRT queue CRT Supervisor, CRT Manager, CRT Representative

2.1.8 Standard Text
Text prepared in advance that can be sent to contacts when responding to incidents, appended to responses by a business rule, or sent by a
representative during a chat session. Covered CA — CRT Representatives will have access to the following standard text as a default template.

CRT Private Notes Template 1. Reason for Call:
2. Actions Taken:

2.1.9 Response Requirements
The response requirements are used to measure individual performance in responding to and solving incidents and can also be used for SLAs
that do not have customized response requirements. Covered CA — CRT incidents must be addressed within 72 of hours from queue escalation.

Create Incident Workspace
Workspace screens define the fields and layout that staff use when adding or editing records. The sections below define the incident workspace
requirements. Below is a sample illustration of an incident workspace.
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1. The top half of the workspace is commonly referred to as the summary or header section of the workspace. This is where staff members
typically capture/review summary level information about the incident.

2. The bottom half is where tabs are located, which contain additional information about the Incident record.

3. The Messages tab contains the message thread, where all correspondence between the contact and staff is tracked. Staff will send and receive
emails directly from the Messages tab on the incident workspace.

2.1.9.1 Incident Workspace Summary Level
The table below defines the fields on the incident workspace summary level.

Description DI ENS CRM Field Behavior
Assigned The name of the | Menu (OOTB Assigned field) Incident.assigned Optional

rep working the

incident
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Date
Closed

Description
Date the incident
was closed

Details
System Generated

CRM Field
Incident.closed

Solution Definition

Behavior
Read-Only

Case #

This is the
CalHEERS
assigned number
associated with
the Contact.

Text Area

Contacts.HBX_CaselD
(SSOSHBX_CaselD

Optional

CalHEERS
Ticket#

When you
encounter a
CalHEERS issue
when attempting
to complete the
documented
process (RAC,
Term, Term/re-
enroll, reinstate,
etc.), you need
to submit a
CalHEERS ticket.

Text Field

Incident.cSch_ticket_no

Optional

Ticket
Submitted
Date

Enter the date
you submitted
the CalHEERS
ticket

Date Field

Incident.cS
ch_ticket_sub_date

Optional

Ticket
Closed
Date

This is the date
you get a closure
date from
CalHEERS, if you
reopen then
SAME CASE enter
another entry.

Date Field

Incident.c$ ch_ticket_closed

Optional

Page 12 of 47



Covered CA — CRT Service Cloud Service Implementation

Solution Definition

Label Description Details CRM Field Behavior
Status Currentincident | ¢ Menu Incident.status e Required
status o Open e  Only Supervisors can
o Closed Transfer
o Transfer
o CRT—In Progress
Contact Primary Contact | Lookup Incident.c_id Required
record
associated to the
incident
Subject Incident Subject | Text Field Incident.subject Required
Queue Incident Queue e Menu Incident.queue e Required
e Queue value will be set to e Defaultto CRT
“CRT” if incident is brand Queue for new
new incidents
Category/ | SCRincident Menu Incident.CatID Read-Only
Type categories
CRT - Custom CRT e Menu Incident.cScrt_call_type Required
Incident incident types o Cold Transfer
Type o Consult
o Warm Transfer
o New - Aged
o New by CRT
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CRT —Call
Reason

Custom CRT
Incident Call
Reason

Menu

OO0 00000000000 O0OO0OCO0OOo

o

O O OO0 O

O O O0OO0OO0OO0o0O0o

1095 Not Received
1095 Discrepancy

1095 General

ACA Question
Appeal/Complaint
Application Assistance
APTC

Authentication Issue
Back Office Escalation
Billing Questions/ Issues
Change Effective Date
Choose a Plan

CIA/CEC
Citizenship/Immigration
Eligibility Results
Enroliment Status
Escalated/Request for
Supervisor

Income
Requirements/Reporting
Manual Verification
Medi-Cal

Password Reset

Plan Question

Premium
Questions/Issue

Report a Change
Retro-Termination

RIDP

SCR Not Prepared
Special Enrollment
System Errors

User Account Assistance

Incident.cScrt_call_reason

Required
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Label Description Details CRM Field Behavior
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CRT — Call
Resolution

Custom CRT
Incident
Resolution Type

Menu

O 1095 Dispute Form

O 1095 RAC Added

0 1095 Guidance Added
Feb 3

0 Advise SCR to Create
Help Desk Ticket

0 APTC Added

0 Data Entry Correction

0 ECReferral

0 Effective Date Change

O Eligibility Results

O Escalated Call to
Supervisor

0 Health Plan Hotline
Referral

0 Hold Time Exceeded

0 Manual Verification
Completed

0 Not Eligible for Effective
Date Change

0 Not Resolved-Call
Dropped

O Re-determined Eligibility

O Redirected to CEC/CIA

0 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.cScrt_call_resolution

Required
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Description Details CRM Field Behavior

o RIDP

o SCR Not Prepared

o Special Enrollment - Not
Eligible

o Special Enrollment -
Request Submitted

o Submitted Help Desk

Ticket
o Used Approved
Resources
O User Account Assistance
Phone Contact Phone Contact record’s home/primary | Contact.ph_home Required (may become
Number Number phone number optional)
Date Date in which an | Date/Time Field Incident.cScrt_date_escalated | Read-Only
Escalated | incident entered
to CRT to CRT Queue
Date Date CRT Date/Time Field Incident.cScrt_date_resolved | Read-Only

Resolved resolved issue —
Workspace rule
will set this field
automatically.

CRT - Date for Contact | Date/Time Field Incident.cScrt_follow_up_date | Optional
Follow-Up | follow-up by rep

2.1.9.2 Incident Workspace Messages Tab
The messages tab contains functionality that enables staff members to document details about the incident, send an email response to the contact
related to the incident, or add a private note for internal use only. The image below is a sample illustration of the messages tab.
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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.

Page 18 of 47



Covered CA — CRT Service Cloud Service Implementation

Solution Definition

Q) F
Dl supa Tearow
_’3 Befeerce 2 10624000001 gz Cam
W heg' | Unmecheed = rowramon Yare
Mewgad Gy Amerearme = Do : s
Wt livter ] | dadann j
Dot |t —] Canomn | e vm —_J
| Vessagy” Comecm | Cvuwts | Tove Sins® | Toshs @ | Orgaricwsorn | vive vt | scmcrererms | dust top |
Pramary Cartact éarmatuon
it Nama® Asen Lt Nwvw®  Came
G (=] come@roskt rakd com I CO
Ofice Phove [»] 02585001 e 1200 Dver. Sowet
Orcago L 6622 Urted Shutes 1US) x
/ Comtuc () |_Cortnt et | e rioncry (1) |
(D284 = Open 5 vt [1Copy X Ocbere 3 Ovtons =
Py e 1 Ol Mo g atar Yowe Offex Phore T Ao
® st Case Kaveguebd inakd com e e N ao G

e ———————————————_

The table below defines the fields on the incident workspace contacts tab.

Label Notes Behavior
First Name The first name of the primary contact on the e Read-only
incident e Optional
Last Name The last name of the primary contact on the e Read-only
incident e Optional
Email Address The email address for the contact e Read-only
e Optional
Phone Numbers All Phone numbers e Optional
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2.1.9.4 Incident Workspace Details Tab
Below is a sample illustration of the incident workspace details tab.
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The table below defines the fields on the incident workspace details tab.

Label Notes Behavior
Date Created Date and time incident was created
Date Initial Solution Date and time the initial solved response was
Response sent to the contact
Date Last Responded Date and time of CRT’s last email response to the
contact
Date Last Updated Date and time the incident was last updated
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Behavior

Date Closed Date and time the incident status was set to
Solved

2.1.9.5 Incident Workspace Attachments Tab
Enables staff members to attach files to the incident. All out of the box functionality will remain for this incident workspace tab.

2.1.9.6 Incident Workspace Audit Log Tab
Displays the history of transactions that have taken place on the incident record. All out of the box functionality will remain for this incident
workspace tab.

2.2 Contact Management
A contact is any individual with a contact record in the database. Contact records can be added by staff members on the Service Console or
automatically by the system when contacts submit an incoming email.

2.2.1 Create Contact Workspace
Workspace screens define the fields and layout that staff use when adding or editing records. The sections below define the contact workspace
requirements. Below is a sample illustration of a contact workspace and does not represent the to-be configured solution.
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Solution Definition
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2.2.1.1 Contact Workspace Summary Level

The following fields will be configured in the summary level of the incident workspace.
Label Notes Behavior
First Name Contact’s First Name Required
Last Name Contact’s Last Name Required
Email Not required on analyst workspace. Optional
Phone Contact Phone Numbers Optional
Case ID Contact’s Case ID Optional
Address Contact’s Address Optional
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2.2.1.2 Contact Workspace Incidents Tab

Solution Definition

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.

N - - < |
>
‘

First Name™ Tille
Last Nam=™ Login
Emal ' =] SLA |
Office Phone z Contact Tywpe [[No Value)
Address Global Optin [[hb Value]

A, e | Notes | Tesks | Surveys | OuirenchActviy | Attachments | Auditlog |

[ Add New (¥ Open &4iPrint |7 Copy € Delete (i Forward g Propose

atus Response Inktarval| Recolton Inzerval | Source Raference &

| action

4 Options »

There zr2 noitems to show in the view.

2.2.1.3 Contact Workspace Notes Tab

Enables staff members to create notes. All out of the box functionality will remain for this contact workspace tab.
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2.2.1.4 Contact Workspace Attachments Tab

Enables staff members to attach files to the contact record. All out of the box functionality will remain for this contact workspace tab.
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2.2.1.5 Contact Workspace Audit Log Tab

Displays the history of transactions that have taken place on the contact record. All out of the box functionality will remain for this contact

workspace tab.
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2.3 Profiles

A profile is the mechanism for controlling access to administration functions and for assigning staff member’s specific permissions, default
workspaces, a default navigation set, and report access. The following profiles will be created by

Profile Name

Assigned Queues to pull incidents

Pull Policy
- Manual Assighment by
Supervisor
- Can self-assign incident
while on phone with SCR

Description
Access to Incident Management

Manual Assignment to self or CRT

Access to Incident Management

CRT
CRT Representative

CRT
CRT Supervisor
CRT Manager CRT

Manual Assignment to self or CRT

Access to Incident Management
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A staff member authorized to access an Oracle Service Cloud application, including user name, password, profile, group assignment, and email
information. The below table indicates all of the CRT CRM users and the profiles that they will be assigned to.

| IF
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2.5 Reports & Dashboards

2.5.1 CRT-Manager Navigation Set
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Role

Manager

Navigation Button
Home

Item Name
Manager Dashboard

Solution Definition

Item Description
This dashboard displays all open incidents assigned to
each queue. Reps will use this dashboard to find and
work on incidents. Incidents will be color coded red after
open and unassigned for more 3+ calendar days day.
- Dashboard Includes:

o All Unassigned Incidents by Queue

o All Assigned Incidents by Queue

o My Inbox

Notifications

A list of all system generated notifications created for
the logged in user.

Analytics

All Incidents touched by CRT

A list of all incidents that were assigned to the CRT
queue through time.

Incident Aging Report

A list of all incidents currently assigned to CRT sorted by
Age. Row text will turn red when incident age exceeds 3
calendar days after incidents assigned AND in Open
status.
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Solution Definition

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 | Same as Agent Performance only this shows incidents
not touched 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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Role

Supervisor

Navigation Button
Home

Item Name

Supervisor Dashboard

Solution Definition

Item Description
This dashboard displays all open incidents assigned to
each queue. Reps will use this dashboard to find and
work on incidents. Incidents will be color coded red after
open and unassigned for more 3+ calendar days day.
- Dashboard Includes:

o All Unassigned Incidents by Queue

o All Assigned Incidents by Queue

o My Inbox

Notifications

A list of all system generated notifications created for
the logged in user.

Analytics

All Incidents touched by CRT

A list of all incidents that were assigned to the EC queue
through time.

Incident Aging Report

A list of all incidents currently assigned to CRT sorted by
Age. Row text will turn red when incident age exceeds 3
calendar days after incidents assigned AND in Open
status.
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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 | Same as Agent Performance only this shows incidents
not touched 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.
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Navigation Button Item Name Item Description
Home My Inbox All Incidents currently assigned to logged in user.
Notifications A list of all system generated notifications created for
the logged in user.

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.
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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 HQIL.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

e Agent calls 800#
e SCRsearches for Agent’s Contact record and creates Incident on the most appropriate contact
record
0 If no contact exists, then SCR creates a new contact record
e Agent asks questions about clients application, enroliment, eligibility
e SCR answers questions
e C(Callends
e SCR wraps up incident notes
e Incident closed

Transfer to Individual Support Line

e Consumer calls 800#
e SCRidentifies 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

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
0 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
0 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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e Agent calls 800#
e SCRsearches for Agent’s Contact record and creates Incident on the most appropriate contact
record
0 If no contact exists, then SCR creates a new contact record
e Agent asks about error messages
e SCR creates inciden, opens a help desk ticket with CalHEERSs, and selects call type “Help Desk
Ticket Submitted”
e Callends
e SCR wraps up incident private notes
e Incident remains open and assigned to SCR
e SCRfollows up with the Agent once there is a help desk resolution
0 The resolution is typically emailed from CRM message Send on Save
e 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 | Profiles
SHOP — COBRA Rep
SHOP — E&E Rep SHOP / Agent Tier 1

SHOP — Financial Mgmt. Rep
SHOP / Agent Tier 2

SHOP — E&E Mgr
SHOP - Financial Mgmt. Mgr j——b SHOP — Manager
SHOP — Director

SHOP — Knowledgebase Admin
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3.3 Navigation Sets
SHOP Mgr Navigation Set

@) New Incident
B New Contact
#5 New Opportunity

Ei Opportunity Dashboard 2.5

(2}, MASTER Opportunity Report
(), Assigned SCR Opportunities

(), .SCR Opportunities with No SCR
(2}, Opportunities Won SCR

(, Opportunities Lost SCR

(2}, SHOP My Inbox

23 SHOP My Incidents

& Notifications

), SHOP Agent Emails

(), SHOP Tier 2 Escalation

(2}, SHOP Agent Certification

(), SHOP COBRA

(4, SHOP Eiigibiliy

(), SHOP Financial Management
(), SHOP LMS

“23 SHOP Call Center

“23 All Chats - SHOP

25 Active Chat List Per Queue -
|| Chat Activity - Agent - SHOP

(2}, SHOP Knowledgebase

Solution Design v1.0

Incident Search
(), SHOP Incident Search
24 Incidents Created by Queue
25 Incidents by Queue's
25 Incidents with Call Types
[ Advanced Search
[ Chat
=) Comments & Questions
[ Pefformance
[=5) Outstanding Incidents
= IVR
3 Misc

%, SHOP Incident Quick Search
{5, Opportunity Quick Search

f5d, SHOP Contact QuickSearch
{54 SHOP Answer Quick Search

(}, SHOP Contacts Search

;23 Employer — Employee Search
Duplicate Contacts

25 Pending Contact Merge

25 Contact Management

Supervisor Dashboard
Accounts Logged In*
Reports Explorer

Staff Accounts by Profile

SHOP Tier 1 Navigation Set

(7, SHOP My Inbox

SHOP Incident Search - SCR

Employer — Employee Search

@) New Incident
[B= New Contact

SHOP Contact QuickSearch

{54, SHOP Incident Quick Search
{54, SHOP Answer Quick Search

25 SHOP My Incidents

(7}, SHOP COBRA

(), SHOP Hligibility

(), SHOP Financial Management
(), SHOP LMS

(2}, SHOP Contacts Search
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SHOP Tier 2 Navigation Set
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Application Menu

Home

Incidents

Contacts

@ New Incident
8= New Contact

& SHOP My Inbox
s SHOP My Incidents
& Notifications
SHOP Agent Certification
{, SHOP COBRA
., SHOP Hligibility
& SHOP Financial Management
, SHOP LMS
& SHOP Agent Emails
, SHOP Tier 2 Escalation

L, SHOP Incident Search - SCR

.=z Employer - Employee Search
L, SHOP Contacts Search

Quick Search

5y, SHOP Contact QuickSearch
5, SHOP Incident Quick Search
5. SHOP Answer Quick Search

3.4 Staff Accounts

Last Name First Name

Email

lIlIllllllllIlll'llll
@
g
o
~N

®
o
>
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3.5 Workspaces

3.5.1 Workspace layouts

Contact Workspace

Contact Ratus | [No Value]

t Emal |v

" Office Phone | v

First Name

Midde Name

Last Name

Emgloyer ELainess Name

. ; . ) :
" Details | Incidents | Atachments | OutieachActiviy | Sudit [ Hidden

~

Address

Cetification No.
Agent License

Emgloyer Group Number

m

CalHEERS Ca2s ID

CalHEERS Aoplication ID

Global Opt4n ‘ [No Value]

Outrszch Opt n” ‘[\c Value)

CECID
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¥}
Detsil>”| Incidents | Attschments | OutreachActiviyy | Audit | Hidden |
Previous Incidents
Open j Add New Print Copy Assign Delete Forward  Options -
Reference # T Subject Status Action
There are no items to show in this view,
-
Detsils | Incid Attact | OutreachActivity | udit | Hidden |
Add Files Open Download Properties Delete Options
Mame Size | Created Updated Description Action
There are no items to show in this view,
.
Detsils | Incidents | Atiachments” OutreachActivity | Aucit | Hidden |
L% Options -
Date Created = Type Description Mame Document
There are no ikems to show in this view,
Details l. Incidents I Attachments I Clutreach,&ctiviy/ Audit I Hidden l
L% Options -

wihen™ | Who | Wehat | Description

There are noitems ko show in this wvisw,
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Subjec  Yode yada yada

Reference #  150430-500000

Call Type™ | Appication Assistance
Employer

EI Assigned | Sondel Femer =]

Program Type | [No Vakic]

- Queue [SHOP / Agent Tier 1 =)

Primary Contaci™ | Sondel Fermer

| Q Besalution [No Value] H

El Croatod By | [No Value]

Rele | Individual Marketplace
Individual
Stzus™ [[No Vakse]

¥] Incidert Cass D° 1234567830

Messages | Desils | Cortacts | Atiach | OtherIncidenss | Audit Loa |
[)Send On Save JAdd' 14 SmartAssistant A Search Knowiledgebase = Standard Text '“1Options ONCHN.=]
% [ 9 0 |[SystemDefauit ~|[ ~||B £ T we AW o (= =[S = e @e[EE = 1 2 |lhalPlainText
Private Note 2, Phone ~ (2 X
.

,’%’nﬁ?fcm[m[ommm[m'mm

. CaNDetis -

Channe! {No Volue) =) @ Open - [} AddNew {)Print ~ [} Copy ~ 3 Assign = X Delete - L Options ~

Sevedy [movdnl | NI/ VR Langu [DNI | Cal Ty | Router Call key | Agen:Lican  Appiication lu | Case um Rautrg Prefe |SC =
Cotbock Norber (B8 558 £ There are no kams to soom in this view,

CaeslD

Number of KB Aticiee Lozc |0

Interaction Zp
Incuiry Rezscn

| OtherInciderts | Audit oo || Closed ncidentAdktn )

Messoges | Delsil” Contacts |_Altach

Detalls | AssociatedContacts | Agent Information |

First Name
L3zt Name
Email (] &
Office Fhone [+
County | Q
Date Created |No Vave
Prefored Language | [No ahue] ".
" Wessoges | Dosis | Cotecy”| Aacmems | O e | vt oy | Cled eeidemadein]
~ Options -

[¥] Add Files » [ Open . Download

Properties ¢ Delete

nam= size | Creabed

There are noitems ba show in this view,

Lpcdat=d © | Description Private accin

/% Open |7 Copy

|3 Options ~

" Options v (2] Add » (¥ Open | Copy { Delete

Reference # T | Incident Type

Saurce

| stabss Frst Neme Last Name | Emal nedress CIA OpE-In? | Larguage

There ar= no Items to show n this view.

Ther= are no Fems to o In this vew .
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3.6 Workspace Rules

SHOP Contact WS Rules

Solution Design v1.0

Name When

If Then

Role
(Product)
Exclusions

The editor loads

Set Role to exclude Individual Marketplace, Other menu items

Outreach
Opt-in equal
No

The editor loads

Set Outreach Opt In to No

SHOP Incident WS Rules

Name

When

If

Then

Else

set logged in analyst

The editor loads

A new record is being
created

Set Assigned to Logged in account

Default Queue to Tier 1

The editor loads

A new record is being
created

Set Queue to SHOP / Agent Tier 1

Status to Open

The editor loads

A new record is being
created

Set Status to Open

Resolution (Disposition)
Exclusions

The editor loads

Set Disposition to exclude Provided
Knowledge Solution, Quick Sort Result-
External Referral, Provided Non-Knowledge
Solution, Closed Due to Customer Inactivity,
Email Delivery Failed, Knowledge Missing,
Knowledge Improvement/Recommendation,
1/1/14 Date Requested, Create an
Opportunity, Incident Resolved, Referred by
OCP menu items

Assigned Required

The editor loads

Make Assigned required

makes assigned read
only for SHOP SCR

The editor loads

The logged in
account's profile
equals SHOP Tier 1

Make Assigned read only

Role (Product) Exclusions

The editor loads

Set Role to include No Value, SHOP
Marketplace, CEC Program, Other menu items

Status Exclusions

The editor loads

Set Status to include No Value, Open,
Transferred, Escalated, Updated, Closed
menu items

Call Type (Categories) -
Exclusions

The editor loads

Set Category to include No Value, Agent,
Eligibility, General Information, LMS,
Misrouted Call/Transferred To, SHOP Phone,
System Issues, CEC Assist, Application
Assistance, Financial Management, COBRA
menu items

Assigned To - Exclusions

The editor loads

Set Assigned to include No Value, Logged in
account, Pinnacle - SC, Pinnacle - BO menu
items

12
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Name When If Then Else
Queues - Exclusions The editor loads Set Queue to include No Value, SHOP Agent
Certification, SHOP / Agent Tier 1, SHOP /
Agent Tier 2, SHOP / Agent Email, SHOP /
Agent LMS, SHOP COBRA, SHOP Eligibility,
SHOP Financial Management, SHOP Manager,
CEC General English, CEC General Spanish,
CEC Manager, CEC Team Lead menu items
Transferred Status Status changes Status in list Set Assigned to No Value
Transferred, Escalated
Escalated Status Status changes Status equals Set Queue to SHOP / Agent Tier 2
Escalated
Closed Status Rule Status changes Status equals Closed | Make Disposition required Make Disposition
optional
Set Queue - COBRA Category Category in list Set Queue to SHOP COBRA AND Set Assigned
changes COBRA to No Value
Set Queue - Financial Category Category in list Set Queue to SHOP Financial Management
Mgmt changes Financial Management | AND Set Assigned to No Value
Set Eligibility Queue Category Category in list Set Queue to SHOP Eligibility AND Set
changes Eligibility, Enrollment, | Assigned to No Value
Carrier, Renewal
Set Queue Agent Category Category in list Agent | Set Queue to SHOP Agent Certification AND
Certification changes Certification, Set Assigned to No Value
Documents, Payment
Portal, Delegation,
Termination
Set Queue Agent LMS Category Category in list LMS Set Queue to SHOP / Agent LMS AND Set
changes Assigned to No Value
Quick Sort = Show The editor loads | QuickSort Used?
LastRun equals Yes
QuickSort = Complete QuickSortTransf Set Disposition to Quick Sort Result- External
erComplete Referral AND Set Status to Closed
named event
fires
QuickSort = Transfer QuickSortCounty Add standard text 'QuickSortCountyTransfer'
Transfer named as Private Note to thread AND Set QuickSort
event fires Used? to Yes AND Set QuickSort Outcome to
External Transfer AND Display a message box
Quicksort = No Transfer | QuickSortNoTra Add standard text 'QuickSortNoTransfer' as
nsfer named Private Note to thread AND Set QuickSort
event fires Used? to Yes AND Set QuickSort Outcome to
Covered California Service Center AND
Display a message box
New Rule The editor loads | The logged in Show Rules Hit By Incident tab
account's profile in list
1 CoveredCA Full

Admin, Full Admin -
katie
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3.7 SHOP Reports

=5 CEC Helpline Search

;== Employer — Employee Search
25 Incidents by Queue's

222 Incidents with Call Types

L, SHOP Agert Certfication

), SHOP Agent Emails

—d SHOP Agent Performance
5 SHOP Call Center

}, SHOP COBRA

{5l SHOP Contact Quick Search
"}, SHOP Cortacts Search

), SHOP Bigibility

% SHOP Financial Management
{5l SHOP Incident QuickSearch
4, SHOP Incident Search

G}, SHOP LMS

L, SHOP My Inbax

=2l SHOP My Incidents

L, SHOP Tier 2 Escalation
IUnassigned (Mot Closed) Incidents by Queue

4 SITE-WIDE CONFIGURATION

4.1

4.1.1

41.2

Products, Categories and Dispositions

SHOP Specific Products (GUI label: Role)

= SHOP Marketplace
Employes
Employer
E-----Agent
General Agent
Dependents
L COBRA
I'::'\‘"C_EC Program
Enrollment Counselor
L Entity

SHOP Program Types

SHOP
Agent
CEC

CAC

CEE

CAE

FEE
Mavigator
MMCP

14
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4.1.3

4.1.4

Status

Transferred

0 allows for SHOP Queue Selection
Escalated

0 send to Tier 2 for resolution
Updated
Open
Closed

O Require disposition/resolution

Categories (GUI label: Call Types)

e Agent

0 Agent Delegation
Book of Business
Certification Inquiry
Commission Inquiry
DocuSign Assistance

O O 0O 0O o

Password Reset / Account Unlock
0 Profile Update / Correction
o Eligibility
0 Application Assistance
0 Enrollment
0 Mixed Household
0 Other
O Premium Assistance
e General Information
0 Current Issue
Other (Uncategorized)
Plan Information
Program Information

O O O ©O

Renewal Inquiry

e LMS

Active Agent- log in issues

Agent Showing in R1- add to LMS
Inactive Agents- Reinstate

Other

Profile Corrections

O O O O O o

Payment Portal Questions

O Registration Process / Status
e Misrouted Call / Transferred to

0 Agent Support

15
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0 Individual Support
O SHOP Support
0 CEC Support (revised requirements, item added)
e SHOP Phone
0 Agent Commission Inquiry
0 Application Assistance
0 COBRA
0 Eligibility- General Questions
0 Employee Inquiries
0 Employer Inquiries
e System Issues
0 System Error Message
0 Other
o—Premium-Assistanee (revised requirements, remove this item)
e  CECAssist
o 1095
O Access Code / Delegation
0 Application Assist

=  New
= RAC
= Eligibility

0 Certification
= Background
Dashboard
Immigration
Medi-Cal
Password Reset / Account Unlock
Payment

O O O O O o

Program Info
O Roster
e Application Assistance
0 Employer
= Eligibility
e Documentation
e Appeal
= Enrollment
e  Employer
0 Term
0 Change
0 General Inquiry (revised requirements, item added)
e Employee

0 Add
0 Term
0 Change

0 General Inquiry (revised requirements, item added)
e  Return Mail

16
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= Carrier
e Eligibility
e Correspondence
e Accessto Care
=  Renewal
e General Inquiry
e Documentation
e Plan Change
0 Employee
0 Employer
0 Agent
= Agent Certification
e Documents
e LMS
e Payment Portal
= Delegation
= Termination
e  Financial Management
0 Agent Commissions
0 Billing Inquiry
0 Delinquency
0 Invoice Error
0 Payment Status

e COBRA
0 Enrollment
= Add
= Term
=  Change

4.1.5 Dispositions (GUI label: Resolution)

e Response Provided

e Request Complete

e Fulfillment Complete

e Redirect/External Transfer
e Incident Resolved

17
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4.1.6 Queues

SHOP Agent Certification
SHOP / Agent Tier1

SHOP / Agent Tier 2

SHOP / Agent LMS

SHOP / Agent Email
shop@covered.ca.gov

SHOP COBRA

SHOP Eligibility

SHOP Financial Management
SHOP Manager

4.2 Site Configuration

4.21 Mailboxes & Standard Text Auto-Responders

e shopelig@pinnacletpa.com

o Used by BackOffice

o forwards to coveredcal@mailps.custhelp.com

o assign to SHOP Eligibility queue

o Standard Text Auto-responder:
Thank you for your request, a representative from SHOP Enrollment Department. Your
reference number is Sincidents.ref_no. Please allow for two business days for the
Specialist to respond to your request.

*Name

| SHOP: shopelig@pinnacletpa.com

Outgoing Email Enable Incoming Email Enable  [C] Default

Outgoing Email
*Envelope From / Bounce Address

‘ coveredcal @mailps.custhelp.com \

Friendly From / Branded Address

‘ shopelig@pinnacletpa.com

Reply-To Address

‘ shopelig@pinnacletpa.com \

Display Name

| Covered California ‘

18
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*Name

[ Eligibility Autoresponder

Hotkey *Type
‘ [¥] Rule Text [¥] Incident Text
[] Chat Text [C] Chat URL

) Value
@ Tet ) HTML | $

Thank vou for contacting the SHOP Enrollment Department.
Your reference number is Sincidents ref no. Please allow for two
business days for the Specialist to respond to vour request.

Interface Visibility

Interface | Language Visibility Select All

coveredca | English (US)
Rule Name Notes
F170 shops etp: Al
Add Options

Incident. Mailbox | equals v

[[] Delete Condition

Then

Assign Queue

1 I — e
Set Status to
2 [Ope v
Append Response Template to Response Field
3 Pinnacle
Eligib Autoresponder..
4 Send Email Response to Sender
[[JInclude question []Include incident details
Transition State and continue

SH G v

5 -
E
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e shopcobra@pinnacletpa.com
o Used by BackOffice
o forwards to coveredcaS@mailps.custhelp.com
o assign to SHOP COBRA queue
o Standard Text Auto-responder:
Thank you for your request, a representative from SHOP COBRA Department. Your
reference number is Sincidents.ref_no. Please allow for two business days for the

Specialist to respond to your request.

*Name

| SHOP: shopcobra@pinnacletpa.com ‘

Qutgoing Email Enable Incoming Email Enable [[] Default

Outgoing Email
*Envelope From / Bounce Address

| coveredca5@mailps.custhelp.com ‘

Friendly From / Branded Address

| shopcobra@pinnacletpa.com ‘

Reply-To Address

| shopcobra@pinnacletpa.com ‘

Display Name

| Covered California ‘

*Name
[ 'Cobra Autoresponder ]
Hotkey *Type
’ ’ Rule Text [¥] Incident Text
[[] Chat Text [C] Chat URL
" Value
@ Text () HTML ‘ Jariables ‘ S

Thank you for contacting the SHOP COBRA Department. Your
reference number is Sincidents ref no. Please allow for two
business days for the Specialist to respond to vour request.

Interface Visibility
Interface | Language Visibility Select All
coveredca | English (US)
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Rule Name Notes

l.

Add Options

Incident.Mailbox | ! v

[]Delete Condition

1
Then
1 Assign Queue
| SHOP COBF v
2 Set Status to
[ v
Append Response Template to Response Field
3 =
4 Send Email Response to Sender
[[linclude question []Include incident details
5 Transition State and continue
| v

shopfinance@pinnacletpa.com

o Used by BackOffice

o forwards to coveredca3@mailps.custhelp.com

o assign to SHOP Financial Management queue

o Standard Text Auto-responder:
Thank you for your request, a representative from SHOP Financial Management
Department. Your reference number is Sincidents.ref_no. Please allow for two business
days for the Specialist to respond to your request.
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*Name

‘ SHOP: shopfinance@pinnacletpa.com ‘

Outgoing Email Enable Incoming Email Enable Default

Outgoing Email
*Envelope From / Bounce Address

‘ coveredca3@mailps.custhelp.com |

Friendly From / Branded Address

‘ shopfinance@pinnacletpa.com |

Reply-To Address
[ shopfinance@pinnacletpa.corﬂ ]

Display Name

‘ Covered California |

*Name

[ Financial Management Autoresponder

Hotkey *Type
‘A ' Rule Text [ Incident Text
Chat Text Chat URL

* Value

|@ Ta(t (:) HTML ‘ Variables ‘ ‘i{
Thank vou for contacting the SHOP Financial Management
Department. Your reference number is Sincidents ref no. Please
allow for two business days for the Specialist to respond to your
request.

Interface Visibility

Interface | Language Visibility  [¥] Select All
coveredca | English (US)

Solution Design v1.0
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Rule Name Notes

Add Options

[ Delete Condition

Incident. Mailbox I—v

1

Then
Assign Queue
| P Financia eme v
Set Status to

v

2
|

Append Response Template to Response Field

'Y v
| d |

Send Email Response to Sender
[Include question []Include incident details

Transition State and continue
I ] 0 v

e agents@covered.ca.gov
o Used by SHOP / Agent Tier 1 & 2
o forwards to coveredca2 @mailps.custhelp.com
o assign to SHOP / Agent Email queue
o Standard Text Auto-responder:

Thank you for contacting the Covered California Agent Service Center. This message is to confirm
that we have received your submission to agents@covered.ca.gov.

Our goal is to respond within 2 business days. Please be advised that we will respond to all
emails, there is no need to send multiple requests for the same issue.

Please ensure that you are encrypting any email that includes PIl (Personally Identifiable
Information) or PHI (Protected Health Information). This is information that can be used to
distinguish or trace an individual’s identity, either alone or when combined with other personal
or identifying information that is linked or linkable to a specific individual.

If you are requesting an Agent of Record change:

All requests MUST be made directly through the carrier. Each carrier has their own procedures
for establishing or updating an Agent of Record. If you have any questions or concerns regarding
Agent of Record changes, please contact the carrier where you submitted business.
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Please note the Agent Delegation email contact information for the carriers of each health plan:

*Name

lEHDF‘: agents@ & shop@ |

¥| Outgoing Email Enable  [¥] Incoming Email Enable Default

Outgoing Email

*Envelope From / Bounce Address
coveredca2@mailps.custhelp.com

Friendly From / Branded Address
coveredca2@mailps.custhelp.com

Reply-To Address
coveredca2@mailps.custhelp.com

Display Name

Covered California
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*Name

[ hgents Autoresponder

Hotkey *Type
v Rule Text Incident Text
[[] Chat Text [[] Chat URL
-
Value
@ Text ) HTML

submission to agents(@covered.ca.gov.

advised that we will respond to all emails,
send multiple requests for the same issue.

Interface Visibility

Interface | Language Visibility

coveredca | English (US)

Thank you for contacting the Covered California Agent Service
Center. This message is to confirm that we have received your

Our goal is to respond within 2 business days. Please be

Please ensure that vou are encrypting any email that inchades PII

M aovecnnally TAdantfialhla Tafrcmmatine Ae DLIT Mentantad TTaalsl

[Variabies ] (3]

there is no need to

Select All

Editing Rule in Function: F170 Parse Forwarded Emails

Rule Name Notes

F170 agents@covered.ca.go

autoforwards to coveredca2@mailps.custhelp.com

Add Options
| AddIF Condition Based On v |

Add Action - Else ¥

1 Incident. Email Header |contains
Then
1 Assign Queue
|sHOP 1 Agent Email
2 Set Status to
Open v
Append Response Template to Response Field
3 Pinnacle -
4 Send Email Response to Sender
[Include question []Include incident details
5 Transition State and continue

|210-sHOP Routing

V]

|agents@covered,ca.gov [[] Delete Condition
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e shop@covered.ca.gov

o Used by SHOP / Agent Tier 1 & 2

o forwards to coveredca2 @mailps.custhelp.com

o assign to “shop@covered.ca.gov” queue

o Standard Text Auto-responder:
Thank you for contacting the Covered California Small Business Health Options Program
(SHOP) Service Center. Your reference number is Sincidents.ref_no. Please allow for two
business days for the Specialist to respond to your request.

*Name

[lSHOP: agents@ & shop@ ]

Outgoing Email Enable Incoming Email Enable [ Default

Outgoing Email
*Envelope From / Bounce Address

‘ coveredca2@mailps.custhelp.com ‘

Friendly From / Branded Address

‘ coveredca2@mailps.custhelp.com ‘

Reply-To Address

‘ coveredca2@mailps.custhelp.com ‘

Display Name

‘ Covered California ‘
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Thank you for contacting the Covered California Small Business
Health Options Program (SHOP) Service Center. Your
reference number is Sincidents ref no. Please allow for two
business days for the Specialist to respond to vour request.

Interface Visibility

*Name
[ lSHOP@covered.ca.gov ]
Hotkey *Type
" Rule Tedt [ Incident Text
Chat Text Chat URL
) Value
@ Text ©) HTML ‘ Variables ’ ‘i‘

Interface | Language Visibility Select All
coveredca | English (US)
Rule Name Notes

F170 shop@covered.ca.go

autoforwards to coveredca2@mailps.custhelp.com

Add Options
| Add IF Condition Based On v |

Add Action - Else ¥

1 Incident. Email Header Icontains . Ishop@covered_ca_gov

Then
Assign Queue
Ishop@coveredea.gov

Set Status to
Open

Append Response Template to Response Field

3 Pinnacle
SHOP, red.ca.

Send Email Response to Sender
[JInclude question []include incident details

Transition State and continue
|210-SHOP Routing v|

[]Delete Condition

Configurtion > Service > Standard Text
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E} Standard Text - Edit

*Name
[ lSHOP@covered.ca.gov ]
Hotkey *Type
’ ‘ Rule Text [] Incident Text
[[] Chat Text [[] Chat URL

-

Value

©® Tedt ©) HTML | Variables | ‘i’

Thank you for contacting the Covered California Small Business
Health Options Program (SHOP) Service Center. We have
received your message and you can expect a response within 2
business days.

Interface Visibility

Interface  Language Visibility  [¥] Select All
coveredca | English (US)

Mailboxes Sample format:

5 APPENDIX A - WORKSPACES

5.1 Incident Workspace Screenshots
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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:

O Provide a foundation for the KB Configuration Team to configure KB and address the
following*:

= Keyword search for articles leveraging Knowledge search engine
= Article templates
=  Knowledge Categories
= Article security and access profiles
o 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

000000 O

. 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

_ Knowledge Base Solution Design v0.1 — 2/4/15 Page 6 of 50
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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 th 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

ToprIC SUBJECT MATTER EXPERTS ATTENDEES

I < oledge Base Solution Design v0.1 — 2/4/15
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SUBJECT MATTER EXPERTS ATTENDEES

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.

Agreement 14-C-020: Knowledge Base Solution Design v0.1 — 2/4/15 Page 8 of 50



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 Base configuration in this SDD, except

Existing to New Answers 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 KB Best Practices

Practices

Appendix C: Larger Larger Process figures for figures: SCR

Process Figures Propose Answer Workflow, Content

Management Team Create New Answer,
Review Answer Process Flow, and
Published Answer Review

I < o\ledge Base Solution Design v0.1 — 2/4/15 Page 9 of 50



(. ) COVERED
l:: CALIFORMIA

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

7| Home | ¢TI
| 19 ' % X v Y o

Propose

Save Actions Proofing Related Activities Links and Info

2.1 PROCESS DISCOVERY

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

I < o\ledge Base Solution Design v0.1 — 2/4/15 Page 10 of 50
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Figure 2: SCR Propose Answer Workflow

Covered California: KB Requirements; New Answer Process Flow

Status: Proposed

SCR
@

1
™ Proposes 2
y an Answer Setfields: Type
via Incident

Research Analyst

Report in their
Mavigation Set

4
S i Communicates
o with SME

(F___‘:f:‘: ‘NS i Assess armwer for

Version 0.1 Draft

Research Program
Specialist

7
Sets review Dates.

Reviews for
Grammar/$tructure

Staff Services Manager

S Public? -

“S—Internale

Reviews
and Publishes.

Public Review Team

Assigns

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

I < o\ledge Base Solution Design v0.1 — 2/4/15
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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:

Draft Review Coaching
Draft Review Complete
Pending Public Review
Published

Published Temporary

a0 oCP

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).

I < o\ledge Base Solution Design v0.1 — 2/4/15 Page 12 of 50
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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

Covered California: KB Requirements; New Answer Process Flow

Version 0.1 Draft

Start I

Content
Management Team

3 1 5
2 Accessvia: | Set custom Feld: Communicates Assiss answer for Heviau “Coaching
Set fields: Type Report in their Yes/No with Standardization; 3
Navigation Set (internal Only) | SME on content Ready for review "

Research Analyst

[

Sets review Dates.

E]
Assigns to:
Staff Svs. Manager

Reviews for
Grammar/Structure

Research Program
Specialist

and Publishes

Satus: Publisnad
A - E] Reviewr
ntert S
% S—internalel  Reviews |l Answer
ic? g 7

e

10 Assigns
Reviews/Approves
for Publishing

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

Staff Services Manager

Public Review Team
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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:

Draft Review Coaching
Draft Review Complete
Pending Public Review
Published

Published Temporary

CHES TN

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:

O Review public answers and keep them public while still in review
O Determine which answers need to be archived and set to a status type of private
O Review the most pressing answers first

4.1 PROCESS DISCOVERY

Figure 4: Review Answer Process Flow

Covered California: KB Requirements; Review Answer Process Flow

Version 0.1 Draft|

Review

J Scheduled Answer Review
Answer

Assigns RA Owner

Changa Status: Published “In-Review™

“KB Manager”
Staff Services Manager

Published |
< Edits ™ Updated Needed: | Review

i - L - “Yes- -+ - g - J
" Review Answer . Needed? _~ Start Published Review Process Process
m
=
=
K= No
&
T L
&
& - -
Reset: | » End h
Review Date .,"I

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:

apow

Published SME:
Published SME:
Published SME:
Published SME:

E&E
Marketing
Policy
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’.

Covered California: KB Requirements; Published Answer Review

Figure 5: Published Answer Review
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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:

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

Q Learn best practices when creating answers and apply them to updates
O Bring new KB live and create excitement and buy-in for a revitalized KB.
O 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

" Messages

4Search Knowledgebase

B I U \ ¥ = =

il
I
[
‘|
|
B
£
{
T

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

Search KnowledgeBase ?

&

Search for answers to add to the cument thread. Fill in a test fiter to additionally search Extemal documents and Topic words. Click on
add as link or add as text to insert the answer, extemal document or web link into the cument thread. Multiple entries may be added.

Filters I

Type Product Hierarchy  Category Hierarchy

Public  |v| | Al vl A v

Date Updated Access Level Reset

Mo Walue | to |Mo Value 7| | User Access v

[] Relative [] Relative
Phrases Similar Phrases Exact Search Complex Expression
test
r
Answers (12) | Search Priority Words (0) |

SUmmary Date Lpdaked Access Level Ackion
Articlz: Emplover-Spon 0871572014 09:03 AM End User Add as Link | Add as Text | Yiew
Calheers Swskem Perfor 0371572014 09:06 AM End User Add as Link | Add as Text | Yiew
Metwork Outage - Mulki 0371572014 09:06 AM End Liser Add as Link | Add as Text | Yiew
CRM Jukage Multiple U 050202014 03:45 PM End User add as Link | &dd as Text Yiew
Provider Directory Talki 0371572014 09:06 AM End User Add as Link | Add as Text | Yiew
CIT # 0096-13 CalHEE  08/15/2014 09:06 AM End User Add &= Link |, Add as Text | Yiew
CIT # 0110-13 - Cover  03/15/2014 09:06 AM End Liser Add as Link | Add as Text | Yiew
Account Linking Funcki 0371572014 09:03 &M End User add as Link, . Add as Text | Yiew
What services will Cove 0371572014 09:08 AM End User Add as Link | Add as Text | Yiew
Identity Proofing, Answ 0372172014 12:56 PM End User Add as Link, | Add as Text | Yiew
Call Center Scripts for " 04)2902014 12:32 PM End User Add as Link, | Add as Text  Yiew
CaoveredCh.com Funcki 090092014 02:27 PM End Usar Add as Link | Add as Text | Yiew

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, |
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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Filters I

Type

Figure 8: Knowledge Base Filters

In Review
Private
Public
CCA ...

[[] Transition Status

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.

STe@ o oo0T

Internal HR Process — Shift Change, Evacuation Process
CIT/CalHEERS System Updates

Task Guides/Job Aids

Training (includes PPTSs)

Consumer Notices

Press Releases

Market Collateral

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

Identify answers used most by the internal staff and fix those first

Review and refine answers by testing search with supportive change agents
Define Go-live plan

Provide train the trainer session

Train teams on new KB and easy to use answers

Go-live

R e
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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

O KB Admin searches Knowledge Base for existing answer.
O If no answer exists, KB Admin, creates new answer in Share Point.
Q 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 |JJj and Covered California

6.3 SHARE POINT NEw ANSWER

Component anticipated at a future date determined by [JJj 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

Answer Search - | Answer

My Answers 2.0 | Incidents Search | Contacts Search | KB Worker QuickSearch

Proposed Incident

Answers Hot Answers QuickSearch
...Keyword

Draft Review Search

Published Search Priority

Review Words

Notifications

Answer
Stopwords

New Answers

Answers Utilized
by Agents

Table 4: R.25 Knowledge Manager Navigation Set

HoME INCIDENTS CONTACTS ANSWERS QUICK SEARCH

Answer Search - | Answer

My Answers 2.0 | Incidents Search | Contacts Search | KB Worker QuickSearch

Proposed Incident

Answers Hot Answers QuickSearch
...Keyword

Draft Review Search

Published Search Priority

Review 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

77) Propose Incident for Answer ?

General T Products and/or Categories [ Files ]

Proposed Answer

Summary testing propose

Question . <

AISERENENE=

Interface: coveredca

Answer b

2 ENENE S

Notes CaselD:

Appeal:
Courty:
Date of Quick Sort: 02/02/2015 01:50 PM

Cancel
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 Set Status to In Review
being created AND Set Access Level to
Unspecified
Status = Public The editor loads Status equals Set Access Level to End
OR Status changes | Public User AND Make Access
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NAME

WHEN

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,

Set Access Level to
Unspecified AND Display a
message box

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

7.5 ANSWER STATUSES

Table 6: Answer Statuses

STATUS ID STATUS DEFINITION
TYPE

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

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

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

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

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

RA sets this status when an answer needs review by the RPS for
Draft Review Private | standardization and to set a review date
Draft Review Set by the RPS when an answer has been reviewed and is still in
Coaching Private | need of editing by the RA

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

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

Set by the RPS when the Draft Review stage is complete and
Pending Public the answer needs a final review for public consumption. (Note:
Review Private | this team and business process is still yet to be identified)
Published SME: Set by the RA when an answer comes up for review and needs a
E&E Public | SME review by an E&E team member
Published SME: Set by the RA when an answer comes up for review and needs a
Marketing Public SME review by a Marketing team member
Published SME: Set by the RA when an answer comes up for review and needs a
Policy Public | SME review by Policy team member
Published SME: Set by the RA when an answer comes up for review and needs a
Legal Public SME review by a Legal team member
Published In Set by the RPS when assigning out answers to the KB team that
Review Public | are in need of review
Published In Set by the RPS when an answer has been reviewed and is still
Review Coaching Public in need of editing by the RA
Published Review Set by the RPS when an answer has been reviewed and is ready
Complete Public | for consumption by the end user

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

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

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

7.6 PRobDuUCT, CATEGORIES, AND DISPOSITIONS

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

I < oledge Base Solution Design v0.1 — 2/4/15 Page 27 of 50



ﬁﬁ’f‘} COVERED
“: 14 CAL ANIA

APPENDIX A — TAXONOMY

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

O 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.

O 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.

Q 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.

O 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.

O 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.

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

O 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.

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

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

Q 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.

O 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.

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

Q 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.

Q 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.

O 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.

O 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.

O 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.

O 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.

O 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.

Q 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.

O 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.

O 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.

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

O 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.

Q 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.

O 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.

QO 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

Knowledgebase

Getting Started: Covered California
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Website Support Goals

* Measuring Success

* Call Deflection/Reduce Operating Costs
* End User Adoption

* Ease of Use

* Customer Satisfaction

* Important for HOW success is measured
* maximizing the interaction vs call deflection
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Internal KB Success

* Majority of answers will be self-serve, not a lot of answers created
through “Ask A Question”

* Success Measures: Questions Avoided Report

* Internal Adoption (volume of self service is increasing over time)
* Success Measures: Page Turns, Session Data, SCR Verbal Feedback

* Single Source of Truth — Consistency of answers, increased visibility in
to questions being asked

* Success Measures: Answer Feedback, All Knowledgebase Reports
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Internal Knowledgebase

1. Limit Access by IP range
* Settings>common>SEC_VALID ENDUSER_HOSTS
* A bit more cumbersome to manage IP addresses (working from home etc)

2. Single Sign-On
* Notin scope

 Usually involves a 3" party
* Once set up, is simple and easy to use

3. SLAs and Access Levels
* |nvolves the set up of conditional answers
* All agents will need to create username and password
* Can be used in combinationwith 1 & 2
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External Knowledgebase

* Home Page

* Who will be accessing?
* SCR, Covered California Staff (licensed)
* Covered California Staff (non-licensed staff)
* Consumers
* External Partners
* Where will Customers come from?
* Where is the support page link?
* Who is responsible for creating those links?

* Who is responsible for look and feel mockups?
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Answer Page Overview

» Static vs Dynamic Language — language that leads to a list of FAQs
* Online Support

* Need Help?
* Knowledge Help
* Customer Service
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Creating Effective Answers

* Simple, Action Oriented, Short (5 words or less in the subject)
* Create Shorter Answers that link to other answers

* Use stop words to skip common words from being indexed

» Keywords - Use sparingly

 Aliases - Handles industry jargon, common word variations (email, e-
mail)

* Use Consistent Formatting
* Create/Use a pre-defined style guide for answers
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Answer Content Strategies

 Start with 10-12 answers and take advantage of ongoing questions,
internal conversations to capture real-world issues
* Places to get started: Most important category/product, upcoming events,
FAQ's
 Allow SCRs to propose answers — publish new answers every week
(provide incentive to agents to submit?)

* As you search recently solved incidents, view session logs to see if
customers searched or viewed answers before submitting incident

» Before creating a new answer, search for existing answers that may
already cover your topic. You may be able to avoid duplication by
updating an existing answer
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Answer Visibility

* Answer Status: Private, proposed, public and review (can create additional
statuses

* Products/Categories: can be 6 deep, these are core to the product, small
changes impact everyone (note: less than 5% of customers will use
dropdowns due to fatigue)

* Answer Access: Allows you to control visibility to different end user groups
(agents vs customers vs business)

* Review: Use review to pull time sensitive info off your site on a specific day
(this is I’él)n at night so the answer will be pulled the night of the day to be
remove

* Publish: Set up content in advance

* Display Position: determines the position of the new answer relative to
other answers
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Searching for Answers

* A little extra detail
* Service Cloud search engine is internal (intranet/KB search only)

* Most search engines use AND — Service Cloud uses OR and heavy weighting
on words. You can change this in config settings: ANS_AND_SEARCH

* Contentis indexed in the following order
* Products and Categories
* Keywords
* Summary
* Question
* Answer
* File Attachments
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Searching for Answers Cont’d

50

SRCH_KEY_WEIGHT Keywords

SRCH_PROD_WEIGHT Product Words 50
SRCH_CAT_WEIGHT Category Words 50
SRCH_SUBJ_WEIGHT Summary/Subject/Title Words 45
SRCH_DESC_WEIGHT Question Words 30
SRCH_BODY_WEIGHT Answer Words 4

SRCH_ATTACH_WEIGHT File Attachment Words 4
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Answer Publishing Process

e Start with structure but allow for the people who use the KB to
improve it as they use it

* To Do:
* Define Approval Review Process: who is the final publisher? Manager, KB
Admin, SME for technical accuracy

* Define Agent Answer Creation Process:

* Agent modifies incident, creates answer and selects propose

* KB team reviews, edits and formats the proposed answer and publishes it for public view
* Define review dates, roles, and KB team

* Who develops content, how often are answers reviewed
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KB Roles Defined

* KB Manager — reviews KB reports for success measurements,
standardization

* Content Owner/SME — the subject matter expert, usually found
across the organization in a specific department or business, authors
new answers

» Technical/Grammar Review — the one previewing the answer for
punctuation, spelling, grammar before publishing answer to public

« KB Admin — Initial point of contact for proposed incidents, aged out
answers, setting reviews, maintain approvals and answer feedback
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Content Ownership

Content o

* Determines who owns

bt Site Help Web Master
* Ownership can be Careers HR
determined based on . )
categories etc Business Process Operations
* Owners are responsible Promotions Marketing
for ensuring that
content is accurate TIpS SM E’S
Account Info Accounting
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Answer Feedback

* Letting the technology do the work and evolve your content based on
demand and usage

* Define process for answer feedback (Set up rule to send low scoring
answers for improvement as well as reports for managers and KB
admin. Answer feedback is a link below answer that has a source of
Answer Feedback)
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Ongoing Success

* KB Tuning every 6 months
* First time, outsource this for best practices

* Ongoing, KB Manager owns
* |dentify most used search terms
* Find/create answersto match search terms
* Perform a search
* Evaluate results
* Areyou gettingresults
* Review reports (GAP, keyword, KB Performance Dashboard
* Evaluateresults for all answer types (file attachments, URLs, Web)
* Repeat steps above
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APPENDIX C — LARGER KB BUSINESS WORKFLOWS

Figure 11: SCR Propose Answer Workflow

Covered California: KB Requirements; New Answer Process Flow
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Figure 12:

Content Management Team, Create New Answer

Covered California: KB Requirements; New Answer Process Flow
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Figure 13: Review Answer Process Flow

Covered California: KB Requirements; Review Answer Process Flow
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Figure 14: Published Answer Review

Covered California: KB Requirements; Published Answer Review

Version 0.1 Draft
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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:

O Provide a foundation for the KB Configuration Team to configure KB and address the
following?:
= Keyword search for articles leveraging Knowledge search engine
= Article templates
= Knowledge Categories
= Article security and access profiles
s 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

O0O0O0O0COD

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- 20 Jan,
Requirements 2015
Meeting
KB Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 21 Jan,
Requirements | Gloria Simas (Covered CA), Rene Cooper (Covered CA), 2015
Meeting Kathleen Newman (Covered CA), Brenda O'Brien (Covered

CA), Tracey Ruport (CoveredCA), Brett Bruderer

Team), Katie Hamaker (J)j Team). Nancy Kvale, Cade

Gorman (Oracle)
KB Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 23 Jan,
Requirements | Gloria Simas (Covered CA), Rene Cooper (Covered CA), 2015
Meeting 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)
KB Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 27 Jan,
Requirements | Gloria Simas (Covered CA), Rene Cooper (Covered CA), 2015
Meeting 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)
KB Sondel Fermer (Covered CA), Helen Hejek (Covered CA), 28 Jan,
Requirements | Gloria Simas (Covered CA), Rene Cooper (Covered CA), 2015
Meeting 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
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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 Base configuration in this SDD, except

Existing to New Answers 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 KB Best Practices

Practices

Appendix C: Larger Larger Process figures for figures: SCR

Process Figures 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

‘ * B AV Q9 -’"

~

Propose

Save Actions Proofing Related Activities Links and Info

2.1 PROCESS DISCOVERY

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

Figure 2: SCR Propose Answer Workflow

Covered California: KB Requirements; New Answer Process Flow
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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

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

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.

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.

-. 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

_ 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.

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

The'SSMWill'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

Covered California: KB Requirements; New Answer Process Flow
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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

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:

O Review public answers and keep them public while still in review
QO Determine which answers need to be archived and set to a status type of private
O Review the most pressing answers first
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4.1 PROCESS DISCOVERY

Figure 4: Review Answer Process Flow

Covered California: KB Requirements; Review Answer Process Flow

ersion 0.1 Draft|

Scheduled Answer Review
> Assigns RA Owner

Review
Answer

Changa Status: Published “In-Review™

“KB Manager”
Staff Services Manager

Published |
T Edits i 5 Updated Needed: Review
. Needed? -~ Start Published Review Process Process

‘ Review Answer  E—

No

¥

Research Analyst

Reset: ™
Review Date \ /

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

4.2 USER STORY STEPS

e 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.

e SSM accesses Answer Review Report in Navigation Set.

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

o RA team member logs in to access report of answers assigned to the logged in user and
have a status of Published — In Review.

o 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

Covered California: KB Requirements; Published Answer Review

Published In Review
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i ~ Review ‘
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iy imtemabe Reviews . )
S o and Publishes )
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Public Review Team

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

flow.

L]
_. 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:

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

Q Learn best practices when creating answers and apply them to updates
O Bring new KB live and create excitement and buy-in for a revitalized KB.
O 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

/" Messages -

4Search Knowledgebase

B [ U A = =

il
i
I
m
Il
bl
£
{
T

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

Search KnowledgeBase

» I

Search for answers to add to the cument thread. Fill in a test fiter to additionally search Extemal documents and Topic words. Click on
add as link or add as text to insert the answer, extemal document or web link into the cument thread. Multiple entries may be added.

Filters I

Type Product Hierarchy  Category Hierarchy

Public  |v| | Al vl A v

Date Updated Access Level Reset

Mo Walue | to |Mo Value T | User Access W

[] Relative [] Relative
Phrases Similar Phrases Exact Search Complex Expression
test
r
Answers (12) | Search Priority Words (0) |

SUmmary Date Lpdaked Access Level Ackion
Articlz: Emplover-Spon 0871572014 09:03 AM End User Add as Link | Add as Text | Yiew
Calheers Swskem Perfor 0371572014 09:06 AM End User Add as Link | Add as Text | Yiew
Metwork Outage - Mulki 0371572014 09:06 AM End Liser Add as Link | Add as Text | Yiew
CRM Jukage Multiple U 050202014 03:45 PM End User add as Link | &dd as Text Yiew
Provider Directory Talki 0371572014 09:06 AM End User Add as Link | Add as Text | Yiew
CIT # 0096-13 CalHEE  08/15/2014 09:06 AM End User Add &= Link |, Add as Text | Yiew
CIT # 0110-13 - Cover  03/15/2014 09:06 AM End Liser Add as Link | Add as Text | Yiew
Account Linking Funcki 0371572014 09:03 &M End User add as Link, . Add as Text | Yiew
What services will Cove 0371572014 09:08 AM End User Add as Link | Add as Text | Yiew
Identity Proofing, Answ 0372172014 12:56 PM End User Add as Link, | Add as Text | Yiew
Call Center Scripts for " 04)2902014 12:32 PM End User Add as Link, | Add as Text  Yiew
CaoveredCh.com Funcki 090092014 02:27 PM End Usar Add as Link | Add as Text | Yiew

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, |
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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Filters I

Type

Figure 8: Knowledge Base Filters

In Review
Private
Public
CCA ...

[[] Transition Status

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.

Se@ -0 oo0C

Internal HR Process — Shift Change, Evacuation Process
CIT/CalHEERS System Updates

Task Guides/Job Aids

Training (includes PPTSs)

Consumer Notices

Press Releases

Market Collateral

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 [JJij and Covered california
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5.4 BRING KB LIVE — CHANGE MANAGEMENT PROCESS

Identify all answers used by the internal staff and fix those prior to implementation
Review and refine answers by testing search with supportive change agents
Define Go-live plan

Provide train the trainer session

Train teams on new KB, search best practices, and easy to use answers

Go-live

ogkhwbdPE
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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

O KB Team searches Knowledge Base for existing answer.

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

O 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 |JJj and Covered California

6.3 SHARE POINT NEwW ANSWER

Component anticipated at a future date determined by [JJj 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

Answer Search - | Answer

My Answers 2.0 | Incidents Search | Contacts Search | KB Worker QuickSearch

Proposed Incident

Answers Hot Answers QuickSearch
...Keyword

Draft Review Search

Published Search Priority

Review Words

Notifications

Answer
Stopwords

New Answers

Answers Utilized
by Agents

Table 4: R.25 Knowledge Manager Navigation Set

HoME INCIDENTS CONTACTS ANSWERS QUICK SEARCH

Answer Search - | Answer

My Answers 2.0 | Incidents Search | Contacts Search | KB Worker QuickSearch

Proposed Incident

Answers Hot Answers QuickSearch
...Keyword

Draft Review Search

Published Search Priority

Review 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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e L T e W R -—j@ceneralnnswerwsm.s' 4
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Pubish On | No Value @ ReviewOn |NoValue W Bucket |[NoValue] v|  DateCreated NoVale )

Date Last Updated | No Value
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Keywords " | Notes

( Answer Type @ HIML (O URL () File Attachment
[ Question | Answer | Quick Preview
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Normal = Times New Roman * 12pt v ';A.".V B I I AYZX
Toolbox [y
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I < oledge Base Solution Design v0.1 — 2/5/15 Page 23 of 60



7.3 SCR PROPOSE WORKSPACE

Figure 10: SCR Propose Workspace

77) Propose Incident for Answer ?

General T Products and/or Categories [ Files ]

Proposed Answer

Summary testing propose

Question . <

AISERENENE=

Interface: coveredca

Answer b

2 ENENE S

Notes CaselD:

Appeal:
Courty:
Date of Quick Sort: 02/02/2015 01:50 PM

Cancel
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 Set Status to In Review
being created AND Set Access Level to
Unspecified
Status = Public The editor loads Status equals Set Access Level to End
OR Status changes | Public User AND Make Access
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WHEN

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 DEFINITION
TYPE

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

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

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

RA sets this status when an answer needs review by the RPS for
Draft Review Private | standardization and to set a review date
Draft Review Set by the RPS when an answer has been reviewed and is still in
Coaching Private | need of editing by the RA
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STATUS ID STATUS DEFINITION
TYPE
Draft Review Set by the RPS when an answer has been reviewed and
Complete Private | updated, and is ready for publication.
Set by the SSM when the Draft Review or Published Review
stage is complete and then answer is ready for consumption by
Published Public | the end user
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
Published be updated by. (Articles placed in Published Temporary Status
Temporary Public | will not be visible to SCRs until go-live.)
Set by the SSM when the Draft Review stage is complete and
Pending Public the answer needs a final review for public consumption. (Note:
Review Private | this team and business process is still yet to be identified)
Set by the RA when an answer comes up for review and the
article needs input or review by another team in Covered
Published SME: California. The CCU Content Development Team is responsible
Content for creating or updating content and partnering with SMEs to
Development Public | support this process.
Published In Set by the SSM when assigning out answers to the KB team that
Review Public are in need of review
Published In Set by the RPS when an answer has been reviewed and is still in
Review Coaching Public need of editing by the RA
Published Review Set by the RPS when an answer has been reviewed and is ready
Complete Public | 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 / All KB content should be available to visitors of the
Not Available 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.

Advanced Search

Find the answer to your question

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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Advanced Search »

Search terms

Limit by product

Limit by category

Sort by
Direction

Label
Limit by category

Search Tips

Select a product

Select a category

Default

Ascending

Custom Label

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

topics that have end-user visibility enabled will appear in this list.

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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Featured Support Categories

Ordering Personalization
Turnaround Time Colar
Order Status Fants
Cancellation/Returns Photos
Shipping Proofs
My Account Special Requests
Special Troubleshooting
Matching Stationery Account [ssues
Envelope Frinting Shopping Cart
Just One FPersonalization
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.

Most Popular Answers

Can you print my wedding guest addresses on my How long will my order take?
envelopes?

How much does shipping cost?

What is your return policy? Can | see just one of my design in person._before | place
the full order online?

What is the ordering process? Can | provide my own design?

Which countries do you ship to? Can you rush my order?

What is yvour cancellation policy?

See all popular answers

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

Search

Browse by Topic
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=

Footer

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.

Advancad Search

Find the answer to your guestion

Results 1 - 10 of 62

Can you print my wedding guest addresses on my envelopes?
‘fes! Forwedding stationery, we offer guest address imprinting for an additional charge. This semvice is not available
online, but if you w:-uk:l like to request this service, simply mention it in.

Db Lipdated T4T04

How long will my order take?
Total turmaround time (production and shipping) will depend on the product you ordered and the shipping methad you
chose during .,heuk:-ut Production Time Production typically takes 3—B business days...

Cuabe: Uipdated: 100032014

How much does shipping cost?
Shipping cost is based on UPS published rates and is determined by the package weight and your address. You will
be able to estimate shipping and tax in your shopping cart prior to checking out.

Cuabe: Uipdated: 52020

What is vour return policy?
100% Quality Guarantee Ve want you to be head over heels happy with your r.ﬂagnEtStrEEt products and that's why
we stand I:-Ehlnd a 100% quality guarantee on products, printing and semvices. If we've..

Dt Uipdated: oM 2014

Can | see just one of my design in person. before | place the full order online?
‘Yes! Through our Just One & program, you can order a fully pers,:unalized and printed sample of your design. (Up to
10 different desrgns can be ordered.) To order just one, select a..

Cuabe Uipdated: 12022014

What is the ordering process?
Proofing Most of the time, you can approve a digital proof of your design right from your cart. If you added & special
design request, 1:.r:-ur proof will be emailed 2—3 days after checkout. Ordering...

Db Uipdated: 07 0

Can | provide my own design?
‘Yes! You are more than welcome to use your own custom design on our products. To leam how to format your files,
view our Graphic Standards Each department has products available for custom design. ..

Db Lipdated OEZ014

Which countries do you ship fo?
At this time, we ship to the United States (Hawsii, Alaska, and the 4B contiguous states) and Canada . All customers
are ..,harged in LI S dollars. U.5. orders are shipped either UPS or USPS. Canadian..

Cuabe: Uipdated: OZST0

What is vour cancellation policy?
e offer a no-fee cancellation on any order that has not gone into production yet, and has not been worked on by a
MagnetStreet desrgner If & designer has worked on your order, there is a §35..

Cuabe Uipdated: OZST014

Can you rush my order?
To maximize quality and faimess for all customers, we are unable to rush pr:udu"tinn on your order. However, we offer
severalexpedrted shipping options during checkout. You can also view a map of..

Cuate Updated: CSVZST014

1T 2 3 4 5 6 Mext>
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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.

Advanced Search

Find the answer to your question

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.

Advanced Search b 4
Search Tips
Search terms
Limit by product Select a product |v
Limit by category Select a category |v

Sort by Default v
Direction " Ascending =
Lo
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.

Can you print my wedding guest addresses on my envelopes?
FPublished 05/27/2014 12:08 PM | Updated 11/24/2014 02:50 PM

Yes! For wedding stationery, we offer guest address imprinting for an additional charge. This service is not available online, but if you
would like to request this service, simply mention it in the Special Design Request box inside Design Studio when personalizing your
design. (You can also mention your request in the Additional Order Notes box during checkout )

After placing your order, we will contact you to receive additional payment and your guest address file, as well as your font style and color
selection.

For pricing and font'color options, see our pricing and formatting quide.

Was this answer helpful?
o

Answers others found helpful

s Canlseejustone of my desian in person. before | place the full order online?

+ How much does shipping cost?

» Whatis the ordering process?

+ Whatis your return policy?

» Canvou rush my order?

[g5] Share (= Print Email this page

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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Was this answer helpful?

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.

Answers others found helpful

+« Whatis the ordering process?

« Canvourush my order?

« How much does shipping cost?

+ Which countries do you ship to?

« Canlsee justone of my design in person. before [ place the full order anling?

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.

Previously viewed answers

« Canvou print my wedding guest addresses on my envelopes?

9 CusTOM FIELDS

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

Q 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

Q 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:

a

a

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.

a

a

a

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:

a

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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O 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?)

O 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.

O Isthere 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:

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

a 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

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

O 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.

O 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.

Q 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.

O 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.

O 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.

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

O 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.

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

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

Q 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.

O 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.

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

Q 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.

Q 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.

O 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.

O 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.

O 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.

O 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.

O 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.

Q 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.

O 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.

O 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.

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

O 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.

Q 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.

O 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.

QO 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

Knowledgebase

Getting Started: Covered California
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Website Support Goals

* Measuring Success

* Call Deflection/Reduce Operating Costs
* End User Adoption

* Ease of Use

* Customer Satisfaction

* Important for HOW success is measured
* maximizing the interaction vs call deflection
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Internal KB Success

* Majority of answers will be self-serve, not a lot of answers created
through “Ask A Question”

* Success Measures: Questions Avoided Report

* Internal Adoption (volume of self service is increasing over time)
* Success Measures: Page Turns, Session Data, SCR Verbal Feedback

* Single Source of Truth — Consistency of answers, increased visibility in
to questions being asked

* Success Measures: Answer Feedback, All Knowledgebase Reports
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Internal Knowledgebase

1. Limit Access by IP range
* Settings>common>SEC_VALID ENDUSER_HOSTS
* A bit more cumbersome to manage IP addresses (working from home etc)

2. Single Sign-On
* Notin scope

 Usually involves a 3" party
* Once set up, is simple and easy to use

3. SLAs and Access Levels
* |nvolves the set up of conditional answers
* All agents will need to create username and password
* Can be used in combinationwith 1 & 2
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External Knowledgebase

* Home Page

* Who will be accessing?
* SCR, Covered California Staff (licensed)
* Covered California Staff (non-licensed staff)
* Consumers
* External Partners
* Where will Customers come from?
* Where is the support page link?
* Who is responsible for creating those links?

* Who is responsible for look and feel mockups?
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Answer Page Overview

» Static vs Dynamic Language — language that leads to a list of FAQs
* Online Support

* Need Help?
* Knowledge Help
* Customer Service
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Creating Effective Answers

* Simple, Action Oriented, Short (5 words or less in the subject)
* Create Shorter Answers that link to other answers

* Use stop words to skip common words from being indexed

» Keywords - Use sparingly

 Aliases - Handles industry jargon, common word variations (email, e-
mail)

* Use Consistent Formatting
* Create/Use a pre-defined style guide for answers
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Answer Content Strategies

 Start with 10-12 answers and take advantage of ongoing questions,
internal conversations to capture real-world issues
* Places to get started: Most important category/product, upcoming events,
FAQ's
 Allow SCRs to propose answers — publish new answers every week
(provide incentive to agents to submit?)

* As you search recently solved incidents, view session logs to see if
customers searched or viewed answers before submitting incident

» Before creating a new answer, search for existing answers that may
already cover your topic. You may be able to avoid duplication by
updating an existing answer
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Answer Visibility

* Answer Status: Private, proposed, public and review (can create additional
statuses

* Products/Categories: can be 6 deep, these are core to the product, small
changes impact everyone (note: less than 5% of customers will use
dropdowns due to fatigue)

* Answer Access: Allows you to control visibility to different end user groups
(agents vs customers vs business)

* Review: Use review to pull time sensitive info off your site on a specific day
(this is I’él)n at night so the answer will be pulled the night of the day to be
remove

* Publish: Set up content in advance

* Display Position: determines the position of the new answer relative to
other answers
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Searching for Answers

* A little extra detail
* Service Cloud search engine is internal (intranet/KB search only)

* Most search engines use AND — Service Cloud uses OR and heavy weighting
on words. You can change this in config settings: ANS_AND_SEARCH

* Contentis indexed in the following order
* Products and Categories
* Keywords
* Summary
* Question
* Answer
* File Attachments
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Searching for Answers Cont’d

50

SRCH_KEY_WEIGHT Keywords

SRCH_PROD_WEIGHT Product Words 50
SRCH_CAT_WEIGHT Category Words 50
SRCH_SUBJ_WEIGHT Summary/Subject/Title Words 45
SRCH_DESC_WEIGHT Question Words 30
SRCH_BODY_WEIGHT Answer Words 4

SRCH_ATTACH_WEIGHT File Attachment Words 4

_ Knowledge Base Solution Design v0.1 — 2/5/15 Page 51 of 60



(o ,) COVERED
“l CALIFORNIA

Answer Publishing Process

e Start with structure but allow for the people who use the KB to
improve it as they use it

* To Do:
* Define Approval Review Process: who is the final publisher? Manager, KB
Admin, SME for technical accuracy

* Define Agent Answer Creation Process:

* Agent modifies incident, creates answer and selects propose

* KB team reviews, edits and formats the proposed answer and publishes it for public view
* Define review dates, roles, and KB team

* Who develops content, how often are answers reviewed
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KB Roles Defined

* KB Manager — reviews KB reports for success measurements,
standardization

* Content Owner/SME — the subject matter expert, usually found
across the organization in a specific department or business, authors
new answers

» Technical/Grammar Review — the one previewing the answer for
punctuation, spelling, grammar before publishing answer to public

« KB Admin — Initial point of contact for proposed incidents, aged out
answers, setting reviews, maintain approvals and answer feedback
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Content o

* Determines who owns

bt Site Help Web Master
* Ownership can be Careers HR
determined based on ) )
categories etc Business Process Operations
* Owners are responsible Promotions Marketing
for ensuring that
content is accurate T|ps SM E’S
Account Info Accounting
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Answer Feedback

* Letting the technology do the work and evolve your content based on
demand and usage

* Define process for answer feedback (Set up rule to send low scoring
answers for improvement as well as reports for managers and KB
admin. Answer feedback is a link below answer that has a source of
Answer Feedback)
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Ongoing Success

* KB Tuning every 6 months
* First time, outsource this for best practices

* Ongoing, KB Manager owns
* |dentify most used search terms
* Find/create answersto match search terms
* Perform a search
* Evaluate results
* Areyou gettingresults
* Review reports (GAP, keyword, KB Performance Dashboard
* Evaluateresults for all answer types (file attachments, URLs, Web)
* Repeat steps above
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APPENDIX C — LARGER KB BUSINESS WORKFLOWS

Figure 11: SCR Propose Answer Workflow -

Covered California: KB Requirements; New Answer Process Flow
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Figure 12: Content Management Team, Create New Answer

Covered California: KB Requirements; New Answer Process Flow
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Figure 13: Review Answer Process Flow

Covered California: KB Requirements; Review Answer Process Flow
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Review

Answer

“KB Manager”
Staff Services Manager

Scheduled Answer Review
Assigns RA Owner

Change Status: Published “In-Review”

Research Analyst

Review Answer

k 4

Edits
Needed?

No

.

Yes

Status: Published “In Review"”

Reset:
Review Date

Updated Needed:

"| Start Published Review Process

Published

Review
Process

v

N

End >

_ Knowledge Base Solution Design v0.1 — 2/4/15

Page 59 of 60



w .1} COVERED
lz ] CALIFORNIA

Figure 14: Published Answer Review

Covered California: KB Requirements; Published Answer Review

Version 0.1 Draft
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1 OVERVIEW

1.1 Purpose

1.2 Intended Audience

External Affairs Team and I'T 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 31rd 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

e 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

“External AffairsCont" 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

COS$ExternalAffairs table links the requestor to an incident opened for a specific constituent.

e  External Affairs analyst researches issue and forwards incident to appropriate area for further

investigation/resolution, if needed.

>

YV V

External Coordination

Department of Health Care Service (DHCS)
Department of Managed Health Care (DMHC)
Qualified Health Plan (QHP)

e External Coordination team researches and resolved the issues and sends the resolution back to

External Affairs analyst.

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

Actions

External Coordination

Has CRM access

e EA analyst determines that incident needs to be forwarded to
External Coordination for resolution
e EA analyst sets Issue Referred to —> External Coordination and
save incident
CRM workspace rules set:
¢  Queue -> EC-EA
e Date Escalated to -> now
e EC analyst sees and opens incident sent to EC-EA queue by
External Affairs
CRM workspace rules set:
e EA Status of Issue -> In progress
(Status change provides EA analysts visibility that EC is
working on the issue)
e EC analyst resolves incident and transfer incident back to EA by
setting:
e Status -> solved by EC for EA
CRM workspace rules set:
e Date Resolved by EC -> now
e 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:

e  Status -> closed

Department of Health Care
Service (DHCS)

No CRM access

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

e EA determines resolution and updates incident and emails Contact
with resolution and closes incident
CRM workspace rules set:
e Issue Referred Date -> now
e EA Status of issue -> completed

e  Status -> closed
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Groups

Actions

Department of Managed
Health Care (DMHC)

No CRM access

e EA analyst emails or calls the QHP for resolution. Updates private

notes in incident while determining resolution

e EA determines resolution and updates incident and emails Contact

with resolution and closes incident

CRM workspace rules set:
e Issue Referred Date -> now
e EA Status of issue -> completed

e  Status -> closed

Qualified Health Plan (QHP)

No CRM access

e EA analyst emails or calls the QHP for resolution. Updates private

notes in incident while determining resolution

e EA determines resolution and updates incident and emails Contact

with resolution and closes incident

CRM workspace rules set:
e Issue Referred Date -> now
e EA Status of issue -> completed

e Status -> closed
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2.2 Profiles

External Affairs team has one profile named External Affairs Analyst.

*Name

External Affairs Anaylst

Interfaces
Interface | Language

coveredca English (US)

* Label
External Affairs Anaylst

[[] Customize Navigation Sets

Access | Mavigation Set

External Affairs Analyst

Editor Wotkspaces/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
Enrollment Period
Incident
ExtenralAffairsCont
Incident Multi-Edit
LanguageRelationship
Opportunity
Opportunity Multi-Edit
Organization

Zip Code

General Contact Multi-Edit WS R2.5

Enrollment Period WS R2.5

External Affars Incident

External AffairsCont

General SCR Incident Multi Edit WS R2.5

Language Relationship

General Opportunity WS R2.5 360

Opportunity Multi-Edit R2.5 Admin

Organization 2.5

CC_Zip codes
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2.3 Navigation Set

Location Report ID Report Name Report Folder

Navigation Set: External Affairs Analyst: (DEFAULT) (15 items)

Analytics 101744 1095 report /Public Reports/Global

Analytics 101750 EA incidents by Calltype /Public Reports/External Affairs/Nav Set Reports

Analytics 101751 EA incidents Referred To /Public Reports/External Affairs/Nav Set Reports

Analytics 106974 EA Incidetns by Requestor /Public Reports/External Affairs/Nav Set Reports
Type

Analytics 106980 Incidents by Status /Public Reports/External Affairs/Nav Set Reports

Contacts 106981 EA Contact Quick Search /Public Reports/External Affairs/Nav Set Reports

Home 100292 .My Incidents 2.0 /Public Reports/.CalHEERS (Current Release)/.Common/Home

Reports

Home 107078 EA Constituent Status of /Public Reports/External Affairs/Nav Set Reports
Incidents

Home 101457 EA Number of incidents by /Public Reports/External Affairs/Nav Set Reports
type

Home 107084 EA Requestor Opt-in Report /Public Reports/External Affairs/Nav Set Reports

Home 106979 EA Status of Incidents /Public Reports/External Affairs/Nav Set Reports

Home 101912 Incident IssueType by count /Public Reports/External Affairs/Nav Set Reports

Incidents 107022 EA Incident Search /Public Reports/External Affairs/Nav Set Reports

Quick 106981 EA Contact Quick Search /Public Reports/External Affairs/Nav Set Reports

Search

Quick 107022 EA Incident Search /Public Reports/External Affairs/Nav Set Reports

Search

2.4 Staff Accounts
Name

Profile
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2.5 Workspaces

2.5.1 External Affairs Incident Workspace layouts

EIEY*: o B

@ = x

23 Accounts-Active
23 Accourts by Profile
23 Accounts by Group
[ ] Loggedin Staff Accounts
(7] Disabled Accounts
[ Locked Accounts
23] Profiles
{25 Accounts
23 Profile-Nav-WS
|| Navigation Set with Repoi
[ Applcation Appearance
i T
[ Scripts Bxplorer
[B<] Client Woridlow Images
[ Navigation Sets
i= Customizable Menus
(31 Site Configuration
(51 Intemationalization
Senvice
| Opportunity Tracking
(1 Outreach
() Database
| Customer Portal
Reports Explorer
Report Managemert
3l Data Dictionary
[ Workspaces / Workflows
AP M

£ vome

m

Constituent™
Case ID

Application D

Home | InsertField InsertControl  CTI
* 9k Required + | QAppeal 2IHEERS Ticket Neaded? [-] o= ‘Jju [ 5 "% Spell Check ~
=T . = % Hidden - 125 Application ID 5% Assigned Outside CP aIHEERS Ticket Number \ — Notes
Preview | D——_—— Read = - [abl] Application 1D 2 [H] CalHEERS Ticket Date Closed all Back [~ Ribbon Rules  Audit Ero A s I'
- === =] [EText ~ only - TabOrder ~ || Q accet [CECIHEERS Ticket Date Submitted [E% Call Back Reason Log  Compatibility [ Show Outline
Preview Label Behavior Fislds Workspace Properties
Confi i < | |Live Media Bar
Configuration 2~ 'f
Steff M it U= - - i
ianagemet Login Chat Logged Out | RequestChat CancelRequest No Chats Connectivity

nalyst [] Navigation Sets Explorer |_|Navigation Set with Report ID |:: Accounts-Active | 53 Accounts by Profile || 4 Workspaces/Workflows Explorer ([21EA Contact WS |[i# External Affairs Incident 4 b

EA Status of ssue” [INo Value]

4 Subject
Assigred | [No Value]
Issue Type

| Stets” [INe Valus]

Queve [[No Value]

= Date Received By EA [No Value

Massages | Constiuent information | Raquestor Informaton | Fies | Audi Log | Hiddanitah

Carier I[M:Value]

[=]  tssue Refered To [iNe Valus]
B Issue Refemed Date |Ne Valve
| Date Escalatedtc EC [No Value
EC Date Resolved | No Value

Requestor Off Type [[Ne Value]

oj Incidents

i Answers

£ Anaytics

ﬁ} Configuration

@ suners

@ waings

NOTE: By defautt, these emai messages wil only be sent to the Constituent,

% || Plain T

Logged in as: Helen Hajek

CTI Status: Connecting...

CC: Connected
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Home | Insertfield  Insert Cantrel

Rules  CTI

[o B CEE/CEE Raluted

Ul Appast ¥ hasigned (oB CABEERS Ticket tiwated? (s B Call Back Rasson - Individual "2 Case 10 -] | = L‘i’ i “ Spell Chack =
13y nzelicanen 10 SR assigned Outsids c2 wad LS Ticket Mumber TH] Callback Data/Time [ e 10 2 TE Channal — _N b e Notes
Preview | S Application 10 2 CElCaMiOMRS Ticket Date Cloved (v Call fack %, Callback Hember [ Canetty W Chat Queve | mibon Rules Audit  Browssr
- ) Asset [ZEICHMEERS Ticket Date Submitted s § Call Back Raasan iul Carniar ‘B caegory w8 Closed for 3 Days? = Loy  Compatibifty L) Show Duthne
Preview Falds Workspace Proparties
C o | |L
Configuration 2z - f (» _é
) Shaft Mansgement ) us - * i}
= Login Chat Logged Out  Request Chat CancelRequest No Chats Connectivity :
T8 Accourts by Prothe salyst ||| ion Set with o' 28, | Accounts by Profile | = Workspaces/Workflows Explorer | EA Contact W5 ||, Fxternal Affairs Incident 4 ¥
[ Actxuria by Groug E
Corsttumnt” s Subject Carter | e Vahowd -
| Case 1D Fasicred | [Ma V] [=]  tomsn Bedrred To (o Vsl =
Aoghcaon 1D lssus Type El lsous Fefomad Date Mo Valia =]
EA St o isun® [l Vishew] = Gty [ V] = | Dot Excotsindto B Mo Vaka [
Queve [ovakel =] Date Receved By EA [t Vakee (@ Ec Due Resoived e Ve @]
Finguestir O Type | i Vskosd |-
" Massspey’| G Raguastor ndeeraticn | Fias | Aoseicg | eddengeb |
Fra Name
Last Hame
Enal [x) =
| Ot Phone (=]
Gobal Optn | e Vaivel -
in [ ine va) -

Legged in as: Helen Hajek  CTI Status: Disconnected

CC: Connected

| Wome | InsertField  Insert Cantral

- 2 h ppeat nf Asaigred
CS 2y Apptication 1D o B Assigrad Outaide CF
Preview W Application 10 2 TRICaIMDDRS Ticket Date Clossd

Preview

Rules  CTI

+ £ CalHEERS Tkt Nwnded? ‘s § Call Back Raasan - Individual %y Case 50
484 ColHEERS Ticket Nurtmr TE]Calback Date/Tirme
SR el nmck
3 Anat SEICaINERRS Ticket Dabe Scbrmitted T8 Call Nack Rasson 5

cmem2
0, Caltack Rumber [l canein
Carrier 8 Catugory

Fialds

s f cEE/CEC Ratates
P Chaneal
E=-

Chat Quase
T Closed for % Days?

g e E ﬂ S Spell Chick =
Ribkon Rl 23 Browser e
A ~ .
" “ L‘Lg Compabibility L Show Outling

Workspacs Properties

[ 4 | |Live Mecia Bar
Canfiguration % - ? »
= -

1) St Management u
I Accourts-Active

Login Chat  Logged Dut  Request Chat Canceldequest No Chats Comnectivity

. 1

with Report 10| 25,

[ Azt by Profie Sadyst ||

T8 Acesurts by Growg &

1l Loggedin el Aeezards
l Disabied Accounts

| Locked Aecourts

| 8 Profies

[ Bexurde

28 Profie-Nav-W3

=
Case ID

Hegleanon 1D

4 Submat
Basgrmd | [Mo Vishst]
lasue Type

Haccounts by Profile | i Workspaces/Workflows Explorer (5 E4 Contact WS | [ External Affairs Incident 4 #

Comar [ Pio Vet |-
[ eove Rtered To [BoVaka z
3 lssue Refemed Date o Vaive @

l Mavigation St wih Riapes EA St of mn® o Mkl

- sana (e Vil

Queve [ Do Viakon]

= | Dot Riscesved By EA |t Vaiue

Vassages |

o7’ Maguesorinkoemasion | Fiss | s icg | tiddentab |

| Cime Excaisadio B0 No Vakie =
[l EC Dot Ressived Mo Vaiow 1]

Fsquestor OF. Tye Mo Vsl =]

[#]and = % Open X Delete
Ful e

{a} ome
B tocsdents

B contsers

§ Answers

1D anstcn
¥ Canfiguration
D sunven
@), waiings

Eegquestor Office

There are o R Lo show i Ui vy,

Legged in as: Helen Hajek  CTI Status: Disconnected

CCx Conmected
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=

Home nsert Field  Insert Control Desgn Rules <7

o
ﬁa ‘¥ Spell Check «
Notes

- (3, Appeal TTE Assigned T8 CalHEERS Ticket Needed? T8 Call Back Asason - individusl "'y Case 10 7 CEE/CEC Rislated Lx "
- T2y Agplication 1D e Assigned Outside € { CalHEERS Ticket Mumbsr [ Callbeck Data/Time 23] Cyzn 10 2 [l Chaeenl =g - |
Preview (W Application 00 2 CE]CAlMINRSG Ticket Dats Clossd  wECall Mack W, Eallback Numbar i Canalny  BE Chat Quecs Ribbon  Rules  Audit Browser =~
) Aavat T CalHEERS Tickat Date Submitted s £ Call Buck Russun (sl Catagory (o8 Clesed for 5 Days? L6y  Compatibility ) Show Oulline
Preview Warksuace Prapertes
c i st | |Love Mevta Ear
Canfiguaatian a = 'f »
us - -
[ 5 S Management Login Chat Lagged Cut | Request Chat C:
B Bermrt et .
T8 Accsuris by Profie aalyst || Mavigabon Sets Explorer | Navigation Set with Report 1D s~k JAccounts by Profile | o Explocer 5} EA Contact W |5 External Atfairs In
T Accounts by Grou I
2 Logyedin Sall Accourts .
[ Ousating Aecounes Coretiunrt® 1 Skt Corres | i Viahes] - -
Lacked Accourts 1 Case i fasgred | [P Vekve] [2]  tsoe Reined To (o Vahel -l
B Profiles . i
re—-) [, . Z| ke Refered Dt | N Vv [
EA ot of bense” | [ Vkua] - Sy |[Ne Vaue) =] Do Eacalaedtn 0. o Ve [~
Gueue [ [inVakue] =] Dte Roceved By EA [N Vakw [ EcDote Resolved |toVaive =
Requesior OF, Type | [l Vakon] zl.
ey e [re——— o I |
Piacehelder for Incident Lok add in,
This vl be ickder: whwer the woskspace
‘containg 2 record,
i Answers
D Ananptics
7 conturation
a Sarveys |
@ mssngs |
b
Juogued in as: Helen Hajek  CT1 Status: Disconnected CC: Connected 0
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2.5.2 EA incident workspace rules

Read-Onlu
Status

Set Azzigred field

Sets queLes

Hide Call Tupes

Set Global and
oUtreach opt-in to Mo

Set EA Clueue

Referral Date

Date escalated to EC

Referral

Incident Status

Referred to Call
Cetter

CLOSED_IMCIDER
T named event fires

The editor loads

The editor loads

The editor loads

The editor loads

The editor loads The logged in
account's profile
equals External
Affairs Analust
A new record is
being created

AMD The logged

The editor loads

in account's profile

equals External

Affairs Analyst
|szue Feferred To
changes imlist OHCS,
DhAHC, Carrier
|szue Feferred Ta
changes equals External
Coordination
|zzue Referred To
changes inlizt OHCS,
DhAHLC, Carrier

E & Status of lssue

changes equals Cornpleted
|szue Referred Ta | lasue Feferred To
changes equals External

Coordination

lz=zue Referred To

lzsue Referred Ta

lz=zue Referred To

E & Status of lzsue

tlake the editor read anly ARD Hide
[Unkmown Button] ribbon button

Set E A Status of [szue to exclude Mo
Yalue menu iterns

Set Azzigned to include Mo Walue,
Logged in account, External Affairs -
HOJ, External Coordination - Rancho
Cordova menu iterns

Set Clueue to include External
Affairs, EC-E & menu iterns

Set Category to exclude Agent,
Eligibility, Gereral Inforrmation, LS,
tdisrouted CallfTransferred To, SHOP
Phorne, Sustern lzsues, CEC Assist,
Application Assistance, Financial
rdanagernent, COBRA menu iterns

Set Global Opt-in to Mo AMD Set
Cutreach Opt 1k to Mo

Set Clueue to External Affairs AhlD
Set EA Status of [szue to Open

Set |zzue FReferred Date to the time of
the action plus O minute] 2]

Set Date Escalated to EC to the tirme
aof the action plus O minute] =)

Set E A Statuz of [zzue to Cornpleted
AMD Set Status to Closed

Set Status to Clozed

Set Clueue to EC-E A AND Set
Azzigned to Mo Yalue

Set lz=ue FReferred Date to Mo
Walue

Set Date Ezcalated to EC ta Ma
Walue

Set EA Statusz of lssue to Open
AhD Set Status o Open

Set Status to COpen

Set Oueue to External Affairs

AlD Set Azzigned to Logged in

account
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2.5.3 External Affairs Contact Workspace layouts

il ™~ Home | InsertField InsertControl  Design Rules  CTL B e x
[T Acgsivnd 50 Agunt Last Nare (o Albwmate Email 2 lrvalid (35 AlL_Postal_cocte ), Aggmal [ati Agaisber First Mame "2y Caven J SN ¥ Spell Check =
L ) Address (-oyApentEmall T8 Albemate Email 2 tvalid (] Alt_State 13 Appeals [atd Assister 10 ﬂocp Status _‘\ B | [,
Preview | (88 Addraisz G agareshons [ ak_cHy [ Al reet s [ ApphcationDene [ Assister Last e (5 GEC Brvallmant Grtity W [=] | eabbon  Eules  sudit  Brewsr =
[abl Agent First Name Wl Agent_License i Alt_Country [l Ale_streat_2  TEASTC Stabes [ CaselD_suvey  [HCEC Type 8] Log  Compabbility ) Shew Dutline
Preview Fields Workspace Propertes
Configurati ¢ | |Love Mecia B
Contigurstion & - j) 0O 1
u= - ! £
3 3 Soll Maragement Login Chat Logged Dut | RequestChat CancelRecusst No Chats Conneckiviby
18 Aecounia Acther _
B Accounts by Profle ohiles | g Extoenal Affaws Analyst | St Eplarer St with Report 1D 8 Accaunts-Actve |l Accounts by Profie | Workspaces/Woskilons Explores [, FA Contact WS 4
2 Accounts by Grouw _i
Il Loggedn Staff Accourts
] Dathed Accounts Fist Name™
E
___dl Loched Acvowds Last iama®
18 Aeesunts Emad (=] G
3 Profie-Nav-W5 E
| Mawigation Set wih Repor R
5 £ Apphcation Appeamnce iobel Optn |[N=\M~I =
&
[ Scripts Exiores Ouemach Opt b [[No Vake) -
] Chert Wordow Images
seator OF Typer Vo] >
| Mavgntion Seas Peay e (e
i= Customizable Merws Requestor Dificn
il £ Ste Corfiguraton
i 23 ntemationalzation
& 3 Service
¥ 0 Opperburity Tracking
| 2 curencn
5 5 O | inddenes |_Eaemalisians | vows | Suweys | Oumesch Amwiry | Anachmens | AwdaLes
(58] Customes Poend
ki Peoss B " Comtant, |_Reawssses |
d“’w‘mﬂ ¥ Open = | ) Add New &5 Print = L[y Copy = 20 Assign = % Delete = ' Forward 3 Options =
Data Dictioniary -
2, # Werkliows Reference # T Subject Status Action
—Fvapal Therr are i e b show In his e,

G Answers

£ nnalytics

f configuration
@ s
@‘ Mailings

100% (= L *

oggedin as: il CTIs

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.

@ =

\4‘? Configuration

@ surers

(@, Mailings

Home | InsertField  Insert Control Design Rules  CTI
f EHl Acquired [sbl] Agent Last Mame =% Alternate Email 1 Tnvalid [sb] Alt_Postal_code (4 Appeal [abl] Assister First Name B | [N % Spell Check +
0 @) Address [ AgentEmail 8 Alternate Email 2 Invalid [sb] Alt_State 125 Appeals [sbl] Assister 1D — A J (ol s
Preview | (2] Addressz [2b]] AgentPhone [abl] Alt_City [sbl] Alt_street_1 [ ApplicationDate [sb] Assister Last Name [sbl] CEC Enrollment Entity No H Ribbon Rules  Audit Browser A sh :
- [sb]] Agent First Name [sb] Agent_License  [sb] Alt_Country [sbl] Alt_streat_2 APTC Status CaselD_survey 1= Log  Compatibility Show Outline
Preview Fislds Workspace Properties
Configuration < ||Live Media Bar
Configuration A - = I:I;é
il [x)
L1 - X
& [ Staff Management Login Chat Logged Out  RequestChat CancelRequest No Chats Connectivity
23 Accounts-Active
5] Accounts by Profile ofiles | & External Affairs Analyst [[] Navigation Sets Explorer |__|Navigation Set with Report ID |l Accounts-Active |23 Accounts by Profile | 2 Workspaces/Workflows Explorer [(5EA Contactws 4 b
15 Accourts by Group
| Loggedin Staff Accounts
|| Disabled Accounts First Name™
7] Locked Accourts Last Name*
2 Profiles
23 Accounts Emal [=] 1
23 Profile-Nav-WS §
-] Navigation Set with Repol Office Phone (]
£ £ Applcation Appearance Qobsl Optin [[o Valoe] =
B Vorkspaces / Workflows il
51 Sorpts Bxplorer Outreach Opt In- [ [Ne Valus] -
Client Workflow images
| ° < Requestor OF. Type [[No Vakue] 2
[1 Navigation Sets
$= Customizable Menus Requestor Office
(1 Site Configuration
(1 Intemationalization
(51 Service
(=1 Opportunity Tracking
(31 Outreach
=5 Detabase Inodensy”| ExtemalAflrs | Mowes | Suweys | Outieach Activiy | Avachments | Audit Log
| Customer Portal -
Reports Explorer P Ce————
Report Managemert DoB Address Ecit
[l Data Dictionary Q
[ Workspaces / Workflows CaselD 1 fep 1 =
ELEAPI Meter o, CaselD 2 Aop2
{a} Home CoselD 3 Aop3
Cﬂ ckieals) CaselD 4 fAop 4
B3] contacts CaselD 5 SLA
g Answers Legn
2 anaiytics

Logged in as: Helen Hajek CTI Status: Connecting... CC: Connected @
2.5.4 External Affairs Contact Rules
Active MName When i Then Else
v EA - Optin The editor A new record is being created AND The Set Global Opt-in to No
equal Mo loads logged in account's profile equals External AND Set Outreach Opt

Affairs Analyst In to Mo
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2.5.5 ExternalAffairsCont Workspace layouts

=—~on ) E— ExtemalafairsCont - coveredea - Oracle service NN =

"= Mome | InsertField ImsertContral  Design Rules  CTI

L > = = ‘w sgell Check -
e o] = = ¥ o @ T~
Proview | Ll incdert =] mibea  uler  Aude  Beowse

‘ 1* Log  Compathity LI Fhow Dutine

Previee Fiads Werkspacs Propertis

oo x

% £l ]_d

it BequestChat CancelRequest Mo Chats Commectiviy

Y Workspeons | Wor

151 Serpts Explarer Cantact

! o= Chont Workllow I || paquastor O, Typa | INo Vikee]

f [ Mawgation Sels |

iZ Customizsble Ment Requestor Office
Hi Site Confguratian
3 Internationalization

Inesdant

Hi Berace o
= Opportunity Tracking
0 Oulreach

+ 2 Database

B cusstomar Partal

il Reports Explorer

[d Fapaet Manngemant

[ Dats Dictiznary

4 Warkspacas | Warklie
I PAP! Meter Lag

[ Holidmys

Customize List
Recent hems. 2

@mﬂﬂ
8l contacts
gm—n
3 Amaiptics
Y Contiguration
B s
) aiog

Looped in as: Helen HajEk 71 Stabss: Connecting... CC: Cannacted
— e —— T e

100% (=) ¥ L
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2.6 External Affairs Reports

CRM Report Name CRM Report ID

Navigation Sets

EA Constituent Status of Incidents 107078
EA incidents by Calltype 101750
EA Incidents by Requestor Type 106974
EA incidents Referred To 101751
EA Number of incidents by type 101457
EA Requestor Opt-in Report 107084
EA Status of Incidents 106979
Incident Issue Type by count 101912
Incidents by Status 106980
Search Reports

EA Contact Quick Search 106981
EA Incident Search 107022
Workspace Reports

EA Incidents by Contact 107028
EA Incidents by Requestor 107029
Contact Search - EA Requestor 106947
ExternalAffairsCont by Incident EA 106944
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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)

S —
Configuration A . ’f
- | ! ue - 4 1]
M I
g l‘? i::ﬁl- I'\:nag:pment Login Chat Logged Out RequestChat CancelRequest No Chats Co
= = Application Appearance = B —
Ly Workspaces / Workdlows| i= Customizable Menus
E-T_'I Scripts Explorer )
[B] Client Workdlow Images ) Customizable Menus o—
[l Navigation Sets j o
i || v e v
[ | Site Configuration  Answer Access Levels i
c2] fj Intemationalization & Answer Statuses a
o %4 Billable Tasks peane
[# |5 Opportunity Tracking -
® [ Outreach * Channel Types RER Appeals
# [ Databass _0_ Chat Agent Statuses EC-INT
_i%_! (éustorrtner Polrta\ 4 Chat Queues EC-EA
il Heports Bxorer a Competitors =
[l Data Dictionary - EC-EXT
'_-. Workspaces / Wordlows B2 Contact Roles EC-DMHC
. i [BZ Contact Status
Vustrmize List
""""" . Incident Queues EC-5HOP
ﬁ Homs i)j Incident Severities EC-RA
cﬂ Incidents @ Incident Statuses EC-MGR
it stry :
B contacts %,Indudr} Types External Affairs
P Lead Rejection Types
4 Answers ] Opportunity Statuses
. & Organization Address Types

3.1.2 Post CRM upgrade Issues and Fixes

Incident Queue - Edit

* Queue Type
| Standard
| Standard

| Standard

[‘standard
| standard
| Standard

| Standard

[‘Standard
| Standard
| Standard

Default L]

EEEODE@E

]

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 (COS$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 COS$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 COS$incident attribute was removed and the CO$External AffaisCont 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

T e e 5
=2 vome | 89 x
S e \ g e & g,
HEBH e EEER TR =
Save Saveh | New Refresh Su POt RS cadn. o | G| Bl Goam G G
s z FUndelete
. Save || Actions Il Show 1 Custom Objects |
c ¢ | Live Mesia B
Configuration E - ) &j ] w
85 St Managenent ? LT - ’) d
b Login Chat Logged Out | Request Chat CancelRequest No Chats Connectivity
B 3 Se Confiowaton ||| obsect pesigner | 45
Q Custom Objects D Object Relationships - Edit
- (Status: Deployed|
P Cases
»cc Parents of Contact Object (2) [¢] Ada
»Qcca Main Type & Parent Object Parent Field Child Field |E{uud.ﬁm., Delete |
> cre ® ™  OrsclaSenvicaCl 1iid Incident Edit X_
» ) chat & B Association CO.requestor_off type 1D requestor_off_type £t X
~Eico
[ requestor_off_type
8: Comtact
>
_j;"‘""’“ Children of Contact Object () 5] Add
» Bl verts e & Child Object Child Feld Parent Field Edit Relationship Delete
=L
) HEX
P HB MDY
» ) Leads
»ClLeg
D Anaiytes S mkt
* [ OracleServiceCleud
H Configuration »las
O suvers >sso
» ) T™P
©), Maiings B N
[ | se
|Logoed in 8s: Helen Hajek CC:Connected 1005 @ 0——@ |

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

i .
Hame
H B0 | ] & § 4 8
g S = e, E H
Save Saveh  New Summary Fields Tndices Relsbonships  Extrs  Audit  Deploy Rollbadk  Export  Import
Close - optiors  Log
Save Actions Shiow Clistom Objects
Configuration 4 | |Live Media Bar
Configuration ran ]
5 Siaff Maragemert us - i i)
Login Chat Raguest Chat Recuest o Chats Connaetivity
= I3 Applcation Appeanince
2 Worapaces / Woddows| || 3 Accounts-Actve | || Object Designer
}] Sanpy Exphrer
ustom Objects . . . "
el Clert Werdiow images & Qmem et | Object Relatianships - Edit
Havigation Sets L
iS Customiraisie Merus + 3 Coses
# 2 Ste Configuration *Ecc Parents of ExternalAffairsCont Object (2) &) Add
2 Irtomatonakzation *Eoca Main Type ub | Parert Object Barent Field Child Field
zzelion 2 oo @  HiAssociation OracleSenviceCloud Incident i id Incident
# 23 Opperurdy Tracking A . H _
B £ Oureech P chat @  [Hi Association CnacleServiceCloud Contact ¢_id Contact
% Deishese S co
[ Do Dcsonary ) ExternalafisinCont
Custors Felds
"I I I 82 Contact
S5 lncdent Themad Type Con Children of ExternaléffairsCont Object () ) Add
) Data import Tempiates ) complaints
3 Dota kvt Wizaed +Ben Type ) Child Object Child Field Parent Field Edit Relstionship | Delete
3 Emad Addet * Events
8] Customer Podal +B
il Feperts Expiorer {
il Fieport Management HEBX
[§ Data Dictiorary P R DY
L Viokzpaces / Woddiows + ) Leads
I PAP| Meter Log >
[t
] Hokdayn %l
=T
Customize Ui .
e *+ & OracleServiceCioud
Recent Hema = . | » as
) 1| (*&sso
Home
ol * ™F
) pesseun
8 contacts
i Answen
f) Anabytics
¥ connguration
& sorvers
(@), mssings
| v sewcn
ogped in as: Helen Hajek  CC: Connected

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”.
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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:

following reports are created for the ExternalAffairsCont custom object.

External AffairsCont by Contact
External AffairsCont by Incident

New reports will be created by the system automatically when new custom objects

are created. The
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7) Update incident and contact workspace
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8) Create a new contact workspace with type=External AffairsCont
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Logged in as: Helen Hajek | CC: Connacted
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10) Update EA contact workspace to include new Requestor tab
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Logged in as: bslen Hajek  CT] Status: Comnecting

Known risk: incidents created ptior to the fix on 10/23/2015 did not have the correct requestot’s

information attached to the incident, the incidents only have the requestor’s office and office type.

IT reviewed the new process and risk wit- (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 External AffairsCont 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 External AffairsCont object.
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Add delete relationship option to External Affairs Analyst profile.
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Select the delete option

T —

. Please select the record commands you would like to be available for the current report when run in a standard
reporting context. If the user has the proper permissions, these commands will be available at runtime. For each level,
you can specify the default record type for any action links, and also the default action for when the user double clicks

on & report row.
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i Please select the record commands you would like to be available for the current report when run in a standard
reporting context. If the user has the proper permissions, these commands will be available at runtime. For each level,
you can specify the default record type for any action links, and also the default action for when the user double clicks
on a report row.
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Right click action to add delete function to the report.
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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
Click the search button to find the constituent
i. The contact search dialog box opens

a.

Constituent®

Case ID

]

3) Enter the constituent’s last name and first name in the search dialog box.

a.

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

If constituent is found - select the appropriate constituent from the search result and the

constituent information will be added to the new incident.
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If constituent is not found — click the new contact button to add the constituent

i. Add the constituent information and click ok.
il. The constituent information will be added to the new incident.

e e D G

33



External Affairs Solution Design Document

& m " & —
‘@ ?] oL| @

5 New Opportunity :
Spell Guided  Propose Links | Info || Quick

fete || Check || Assistance = EAppointment M Sert
Proofing Related Activities Links and Info || Quicksort

<« ||@)151217-000000

=
Constituent™ : |
Case ID

Application ID

EA Status of lssue® |Open
Queue |External Afiairs

Messages [ Constituent [nformatig
NOTE: By default, these email

CISend OnSave | |Add~| &

1

& G 4 || System Defaf

No Channel +|

Private Note

,rE\ OHE New Contact - coveredca_dev - Oracle Service Cloud =
K/ Home berc
jnam Al )

v 9 0 H v o0
OK  Cancel || Mew Appointment Spell Links | Info
Check -
Editar Actions Proofing || Links and Info
>
First Name™
Last Name*
Email E [=]
Office Phone [+ | (###) ##é-#ii#
Global Opt-in {NU 'l
Qutreach Opt In [No 'l
R Off Type ‘[NuValue] VI
Requestor Office
ncidents [ External Affairs m Surveys | OQutreach Activi Attachments | Audit Log
-
Constituent (0) |_Requestor r
Open - |1 Add New @8 Print - L Copy - #a Assign - J Delete - ‘= Forward - Options ~
Reference & + Subject Status Action
There are no items to show in this view.
Logged in as: Admin _AdminTest2 | Editing 2 ohjects (2 modified) SeERo [

Issue Referred Date

Date Escalated to EC

EC Date Resolved

Carrier |[NoValue]
Issue Referred To | [No Value]

No Value

No Value

No Value

L

| Editing 2 ebjects (2

34



External Affairs Solution Design Document

& _.:-f.'.?.

a. Click Add- Add new

b. The requestor information dialog box opens

4)  Click the requestor tab to add the requestor information to the new incident.

Lo e B i1 T Cameibad
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5

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

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

Click “save and close” from ribbon to complete the update and close out of the incident.

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

1) Click the “delete” button under Options.
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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.
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5) The duplicate entry is now removed.
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5 DESIGN ISSUES

Bdtng 3 sbjects (3

ashed!

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.

ID Description

Date Identified

Assigned To

Status
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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 propetly.

1.2 Intended Audience
The intended audience for this is the R&R Appeals team and I'T CRM Admin team.

1.3 Sign Off Approval
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2 EOUNDATIONAL 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:

The analyst opens a new incident

Workflow forces the analyst to select a contact from the Oracle Service Cloud application (CRM)
Once a contact is selected a new incident opens with the contact prepopulated

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

b

practices

Covered California: (Create Incident: New)

Version 0.2 Draft

Start New or Existing > New Incident
Contact

SCR, CRT, Hotline

> New Appeal > Sets Fields

R&R Appeals, HQ
Appeals
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3 R&RAPPEALS
3.1 SCRto Appeals Use Case
R&R Appeals
Phase
o
E ‘5 Analyst receives call Incident created and
o = from customer that workspace rules set
- bel ————1 queue to Back Office
o ongs to R&R TiR hcl
QO o Appeals Team esearch, clear
v s assigned field
L
R&R Appeals Analyst
searchesreport in Analyst adjusts Analyst sets
navigation set and [~ Type, Assignsand ] required fieldsin
opens this existing Creates Appeal appeal workspace.
incident
]
Analyst updates
- Is Appeal Yes—P»{ notes and closes
173 solved? .
> appeal & incident
‘©
<
o No
od
o Analyst continues to
Can it be rocess and closes
resolved by R&R PR
N s T incident & appeal
Rpeals Teamp when solved
No
A 4
Forward on to
appropriate
business unit (HQ
Appeals)
3.1.1 Appeal forwarded from SCR or CRT

An incident gets created within another Covered California business unit (SCR or CRT)
The analyst sets field Type to Appeals: General Information, Request Question, or Status
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Type™ | [No Value]

|(\ Triggers | j‘) Conditios )/ ThenActions ) Else Actions

Step 1: Add trigger(z) that determine when this nule should be applied.
Add  The edtor loads
Add  The record ig saved without closing
Add  Afield changes
The Guide finished
A named event fires

Step 2: Edit the Rule Description (click an underdined value)
™y Apply this rule when
the editor loads
(2 But only
The logged in account's profile egusls SCR Supervisor
&) Then this rule wil

set Queuve to include Back Office - T1 Research, Hotline, EC-INT, CRT, CRT Supervisor, SCR, SCR Lead, SCR Supervisor menu items
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3.1.2 Complaint forwarded from SCR or CRT

R&R Appeals — Complaints Flow
Phase
o~
E ‘5 Analyst receives call lncndkent cre:t:ed an:j
(@] 2 from customer that workspace rules s.e
-~ . . —P» queue to Back Office
o is identified as a call
O 8_ type of Complalnt T1 Research, clear
(] w assigned field
(2]
R&R Appeals Analyst
searchesreportin . Analyst sets
navigation set and P Aot Aesigrs and P| required fields
L works
opens this existing workspace.
incident
|
. Analyst updates
IsIncident
2 solved? Yes—Pp] noteis;‘zi:\jderclltoses —
=
e
<
o No
o
o .
. Analyst continues to
Can it be rocess and closes
resolved by R&R proce —
A als Tea incident when
pe & solved
No
A 4
Forward on to
appropriate
business unit

SCR/CRT analyst will enter incident with Appeals option and have to escalate the Incident to the
SCR Supervisor. SCR Supervisor will have to determine if the Incident needs to get forwarded to the

R&R Appeals group, if so the queue will be set to Back Office T1 research queue owned by R&R
Appeals and analyst assigned field set to “no value”.
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3.2 Incident created by R&R Appeals analyst use case

R&R Appeals — Created by R&R Appeals

Phase
17 Incident created
% Analyst receives and workspace rules
c email / notification N set queue to R&R N R&R Analyst sets
< that belongs to R&R Appeals, shows assigned field
gé Appeals Team Appeals Button, and
o popsan alert
R&R Appeals Analyst
searches My Analyst sets
Incidents report in =3 Analx;t Craelates —| required fieldsin
navigation set and pe appeal workspace.
opens incident
Analyst updates
Is Appeal Yes—P| notes and closes
solved? L
appeal & incident
-
wv
Z °
©
c
<
22:5 Analyst continues to
o resolved by R&R process ar_rd c.loses
\ appeal & incident
. when solved
No
Forward on to
appropriate
business unit (what
might that be?)

To create Incident:

10
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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

Type" | [No Value] O
@--Appeals A
i General Information -—

i Status

[ a— g |

e @ A agme———

- - me A -

e frgs .,
- .

{#] My Appeals Dashboard | @ 150504-000006

Subject™  gasdfas Incident Ref. #  150504-000006

Type™ ‘ g:;z:l;_ pepeal |Z| Resolution ‘ [No Value] E|
Status” [DPEH '] Application ID 1000050663 Case D 5000021451
Contect™ | Alex Johnson | ACA Appeal # CalHEERS Ticket Closed Mo Value

Queue [R&R Appeals | CaHEERS Ticket Number CalHEERS Tickst Submitted
Assigned ‘ Appeal Test Outreach Opt In” [Y!B- Passive v]

Create Appeal
| Detaits | Contacts | Other | | Audit Log | Appeals by Contact |

[15end On Save J Addw [ SmartAssistant (| Search Knowledgebase = Standard Text [ Options ®E B8
PR N WBBI T o A EE S S|k e E=E=E 2 2 Plain Text
Private Note No Channel = |_3’ X

11
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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.

{4 My Appeals Dashboard { @) 150504-000006

Subject”  gasdfas Incident Ref. #  150504-000006
TP e Aol H Resaliion | 1o Value) B
Status™ [ODaﬂ '] Application ID 1000050663 Case D 5000021451
Contact” | Alex Johnson (l ACA Appeal # CalHEERS Ticket Closed | No Value
Queus [R&R Appeals '] CalHEERS Ticket Number CalHEERS Ticket Submitted | Mo Valus
Assigned | Appeal Test |z| Quireach Opt In* [Yes- Passive v]
| Detaits | Contacts | Other i | suditlog | Appesls by Contact |
[15end On Save J Add = 1 SmartAssistant (4 Search Knowledgebase = Standard Text ) Options CRCHN.=]
# [ [F ¥ ©||System Default B 7 U « AW E [ [E = = |k eeE %, 2 Rl Plain Text
Private Note No Channel = |j *

12
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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.

Last M& | First Ma | Email Addr | Home Pho | Office Pho | Postal Co | Do | Last 4 of 5 | HEX_Case | Ral | Action

There are nao ikems ko show in this view,

Recent Cortacts

Full Mame v |Email Addresst |Title v |Organizatinn 5 |.ﬁ.|:ti|:|n

alex Johnson Mo Yalue Mo Yalue Mo Yalue Prink

Child “Appeal” workspace:

13
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{8 My Appeals Dashboard V5L Open Incident Quick Search 1@ 150420-000046 Y82 New Contact {82 New Ccmtacﬁmnﬁun_

Subject”  new appesl et Proi. Adopt. Date | Mo Value Heatng Date® | 04/3012015 01:56 PHM
Cortact | Alex.Johnson Q Incident | 150422-000051 Q AL Decision Released | No Value
ACA Appsal #* 78451278 CassID 5000021451 SOP Complete? [No v]  Hearing Date (2) |No Vaive
Dale Recsived | 0412212015 Duc Date” |05/01/2015 SOP Mailed [No -
Expsdted Appssl? [Yes - Queue |R&R Appeals
fppeal Type® | Timeliness - Duting Benefi Year - Dusl Case [Yes -
lopeal Staius™ | Reanng Sohedule -] Appeal Dispostion |[NoVavel | Courtyof Adtion |Colusa *]  incident Staius  Open
Sourcs™ [DSS | CALHEERS Tickst Nesded? Assigned | Appecl Test [] CcaHEERS Tk Sub Mo Volue
Deseription ~ CaHEERS Tt # CalHEERS Tict Closed Mo Valus
" MNoles | Documems | Appeal Dewil | Other Appeals | Authorized Appeal Rep. | AuditLog |

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:

e R&R Appeals
e R&R Appeals_Management

14
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3.4 R&R Appeals Navigation Sets
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R&R Appeals:
Application
Menu Home Incidents Contacts Answers Quick Search Appeal
My Appeals

New Dashboard Incidents Contacts Appeal Quick Appeal Search

Incident (default) Search V2 Search TBD Search Report
Analyst: My
Open Appeals

New .My Contact Quick | by Queue,

Contact Incidents 2.0 Search Status or Type
Analyst: My

Notifications

Open Incident
Quick Search

Closed Appeals
by Disposition,
Queue or Type

ALJ Decision
Received

Closed
Incident Quick
Search

My Closed
Appeals by
Disposition,
Queue or
Type

My Open
Appeals by
Queue,
Status, or

Type

All Open
Appeals by
Queue

Hearings
Report

IR Report

Unassigned
BOT1
Research

AllBOT1
Research
Incidents

15
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R&R Appeals Management:

Solution Design v1.0

Application
Menu

Home

Incidents

Contacts

Answers

Quick Search

Appeal

New
Incident

R_RAppeals
Dashboard

Incidents
Search V2

Contacts
Search

TBD

Appeal Quick
Search

Appeal Search
Report

New
Contact

.My Inbox
2.3

Contact Quick
Search

Analyst: My
Open Appeals
by Queue,
Status or Type

.My
Incidents

Open Incident
Quick Search

Analyst: My

Closed Appeals
by Disposition,
Queue or Type

All Open
Appeals by
Analyst

Closed
Incident Quick
Search

Open
Appeals -
Mgmt

Open
Appeals by
Queue

All Open
Appeals by
Queue

All Open
Appeals by
Queue
Selectable

Open
Appeals by
Queue HQ

Open
Appeals
with
CalHEERs
ticket

Open
Appeals by
Status

All Open
Appeals by

16
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Analyst with
County

Notifications

ALJ Decision
Received

Unassigned
Appeals by
Queue

Unassigned
Incidents by
Queue or
Status

All Closed
Appeals

Appeals by
county

Hearings
Report

IR Report

AllBOT1
Research
Incidents

Unassigned
BOT1
Research

3.5 RA&R Appeals Staff Accounts

Name

Profile

17
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.6.1 R&R Workspace layouts

1. Incident — Appeal\Appeal Incident WS

&) My Appeals Dashboard\r.i::);‘ Open Incident Quick Search\{:ﬂ 150420—000046\‘*{& New CDntacN&New ContacN‘L 178451278

Subject”  asdf Incident Ref. #  150420-000046
Type™ ggziaelst e Foped |Z| Resolution [No Value] |Z|
Status™ |0Den -~ | Application 1D Case ID
Cortact® | John Doe 4 ACA Appeal #  T7777744 CalHEERS Ticket Closed | No Value [E]
Queue |R&R Appeals ~ | CalHEERS Ticket Mumber CalHEERS Tickst Submitted | No Value [
Pssigned | Appeal Test |z| Outreach Opt In™ |Yes - Active - |
M ]’ Details T Contacts T Other Incidents ]’ Attachments T Audit Log ]’ Appeals by Contact
Send On Save Add~ 2 SmartAssistant 4.Search Knowledgebase * Standard Text Options »E 2
System Default B 7 U0 wE EE|E = == bs ain Text
Private Note No Channel = Fa.S

18



Covered California: CRM

Solution Design v1.0

In

Label Description Options Required CRM Field Notes
Subject yes Incident.Subject
Type Incident Type yes
Status Incident Status yes
Contact Appeal yes
claimant
Queue Queue no
incident/appeal
assigned
Assigned Analyst no
Assigned to
incident
Incident Ref. | Incident ID no Will populate
# automatically
when incident
created
Resolution no
Application no
ID
Case ID no
ACA Appeal 7 characters, no
# numeric only
CalHEERS Date no
Ticket Closed | CalHEERs tkt
closed
CalHEERS no
Ticket
Number
Cal HEERS Date no
Ticket CalHEERs tkt
Submitted submitted
Outreach Opt yes

Additional Incident tabs:

Details

19
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Messag Details T Contacts ]’ Other Incidents I Attachments I Audit Log I Appeals by Contact

Role | [Mo Value]

Callback Number  (#HH) #HH-HHEHE

Next Callback Date/Time | No Value

ECM Paper App URL

¢ E [«

834 Resend [Tem

Label Description Options Required CRM Field Notes
Role Contacts Role - Individual
- SHOP
- CEC
- Other
Callback Contact
Number callback
number
additional
Next Time field if
Callback needed to
Date/Time manage
customer
contact
ECM Paper URL for link to
App URL scanned docs
from Novatext
834 resend Available to use
if 834 resend

tracking needed

Contacts:

Mezsages Detzils” Contacis I Other Incidents r Attachments T Audit Log r Appeals by Contact

Detzils r Associated Incidents ]

First Mame  Jackson
Last Name Doug
Email [ ~]

Office: Phone E]

County
Date Created | 04/22/2015 09:51 AM

Prefemred Language | [MNo Value]

20
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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 All CA
county of counties
residence
Date Created | Date contact
entry created
Preferred Contact
Language preferred
language
Other Incidents:
M | Detsils | Contacts”” Other Incid Audit Log | Appeals by Contact |
Incidents Appeals
% Open ([ Copy [ Options + [ Options +
\=J| Reference # % | Incident Type Subject Jource Status ACA Appeal # /| Date Crea | Skatus Type
3 Status: Dpen 22727272 04j22f201 Open Exemption
150427-000001 Request An Appesl Test appeal Incident Editor pen 34567590 04/27[201 Open Timelingss - During Benefit e
150422-000001 Mo Value test appeal Incident Editor open

Attachments:

21
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Messages [ Detzils ( Contacts [ Other Incidentp

[ Audit Log [ Appezls by Contact

Solution Design v1.0

|#] Add Files ~

Mame

Audit Log:

Download |} Properties ¢ Delete

Size | Created

There are no items ko show in this view,

Updated

5 | Descripkion

Messages I Details T Contacts T Other Incidents T Artachn'ﬁm;/ Audit Log T Appeals by Contact ]

When

04/28{2015 02:26 PM
04/22/2015 09:53 AM
04/22(2015 09:51 AM
04/22/2015 09151 AM
04222015 09:51 AM

i

‘Who What

SCR3 Edited

HQTest Appeal Edited

HGTest Appeal Changed Queue
HQTest Appeal Assigned
HGTest Appeal Created

Appeals by Contact:

Private | Action

2 Options -

Descripkion

From Incident Editar, Client IP Address: 4.31.197.2

From Custom Object Editor, Client IP Address: 169,2,30,14
HQ Hearings

To HQ E&E [ HOTest Appeal

From Incident Editor, Client IP Address: 169.2.30.14

22
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Messages [ Details [ Contacts i Other Incid: T

| Auditiop” Appeals by Contact

Solution Design v1.0

150422-000001 04222015 0M53  04/29/2015 Open

2. Contact - Appeal\Appeal Contact

|3 Options ~
ACA Appeal # | Reference # | Date Created % | Due Date | Status | Appeal Type
34567590 150427-000001  04/27/201501:58 P 05/02/2015 Open Timeliness - During Benefit Year
222222722

Exemption

oy 3 (= Print Al "
@ Q| J&E v i
. [Fycopy
oK Cancel New Refresh Spell Links Info
A Delete Check -
RO INo Vaie] B Address
Edit
First Nams™  Jackson Courty [ [No Value] -
Last Name~  Doug Email =
Middle Mame Home Phone
DoB Case ID Application 1D
S5SNlast4 1111 Outreach Opt In  Yes - Passive
Language™ [[No Value] - Global Optan [No Value]
Incidents | Appeals | | Outreachactiviy | Notes | Audit
) Add New [ Open =i Print [ Copy (2 Forward " Options -
Status Response Interval Resolution Interval | Source Reference # | Subject Action
Open OhOm OhOm Incident Editor 150427-000001 Test appeal Open, Print
Open OhOm 0h Om Incident Editor 150422-000001 test appeal Print

Label

Description

Options Required

CRM Field Notes

Role

- Individual
- Health
Plan

Yes

23
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- Agent
- Authorized
Rep
First Name First Name Yes
Last Name Last Name Yes
Middle Middle Name
Name
DoB Date of Birth
SSN Last 4 Contact last 4
SSN
Language Preferred Yes
Language
Address Residence
Address
County Residence
County
Email Email
Home Phone | Phone - Office
- Mobile
- Fax
- Assistant
- Home
Case ID CalHEERs Case
1D
Application CalHEERs
ID Application ID
Outreach Does Contact Yes
Opt In want unsolicited
communications
from
CoveredCA
Global Opt-
In

3. Appeals — Appeal WS \Workspaces and Workflows\ Appeals
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M HQ Appeals Dashboard 1&3456789“&Dpen Incident Quick Search lej 150422—UUUUUN\ENEW Cnnta:_

Solution Design v1.0

Subject”  test appeal Proj. Adopt. Date | Me Value Hearing Date | Ne Value
Contsct | Jackson Doug Q Incidert | 150427-000001 |, ALJ Decision Relessed  No Value
ACA fppeal 2 34567890 Case ID SOP Complete? [No -]
Date Received 041282015 Due Date” |05/02:2015 SOP Maied [No -
Expecied Appeal? Queus  HQ Hesrings
oo e - )

Incident Status  Open

opeal Situs® opeal Depastion Courty f Acten (1 Valuel 7]
Source” CALHEERS Ticket Neaded? pssigned | HQTest Appeal [7] CcolHEERS Tkt Sub Mo Value

+ CalHEERS Tkt #

Description CalHEERAS Tkt Closed  No Valus

Notes | Documents | AppealDetail | OtherAppesls | Autharized AppeslRep | Auditlog |

| Add

Sort | Date - Descending v

| Editing 3 objects |

Label Description | Options Requi | CRM Field Notes
red
Subject Short Desc yes Incident.Subject
of issue

Contact

ACA Appeal | DSS yes

# provided

ACA #

Date ACA File

Received Date

Expedited Expedited Yes

Appeal? Y/N No

Appeal Type Eligibility Initial yes
Eligibility During
Benefit Year
Elegibility
APTC/CSR
Elegibility Annual
Redeterminations
Timeliness Initial
Timeliness During
Benfit Year
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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 - Yes
Ticket - No
Needed?
Proj Adopt ALJ decision Field on
Date expected to ACA Case
be received form
by this date
AL) Hearing
Judge
SOP - Yes
Complete? - No
SOP Mailed - Yes
- No
SOP Sent Date SOP Does not
Date sent to appear
Judge/Consu unless SOP
mer Mailed is
“Yes”
Dual Case - Yes
- No
County of Hearing (all CA counties) Required if
Action County Dual Case is
“Yes”
Assigned Analyst
Assigned
CalHEERs CalHEERs Required if
Ticket # ESS tkt field
CalHEERS
tkt required
is “Yes”
Decision Date
Released decision
provided by
Judge
Hearing Date
Incident
Status
CalHEERS Date
Tkt Sub calHEERS
tkt submitted
CalHEERs Date
Tkt Closed calHEERS
tkt closed
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3.7 R&R Appeals Workspace Rules

28
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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

Open Appeals — Mgmt (R_R Appeals Mgmt Dashboatd)
All Open Appeals by Analyst (R_R Appeals Mgmt Dashboard)
All Closed Appeals (R_R Appeals Mgmt Dashboard)
.My Inbox 2.3
.My Incidents
All Open Appeals by Analyst
Open Appeals — Mgmt
Open Appeals by Queue
All Open Appeals by Queue

. All Open Appeals by Queue selectable

. Open Appeals by Queue HQ

Open Appeals with CalHEERS ticket

. Open Appeals by Status

AN e

—_ =
— O

—_
N

All open Appeals by Analyst with county

29
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15.
16.
17.
18.
19.
20.
21.
22,
23.
24,

Incident Workspace reports:

Solution Design v1.0

Notifications

ALJ Decision Received

Unassigned Appeals by queue
Unassigned Incidents by Queue or Status
All Closed Appeals

Appeals by County

Hearings Report

IR Report

All BO T1 Research Incidents
Unassigned BO T1 Research

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.

41.1 Products

e None added for Appeals
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4.1.2 Categories
e None added for Appeals

4.1.3 Dispositions
e None added for Appeals
414 Queues

¢ R&R Appeals
e HQ (HQ Appeals)

415 Workflows
e Incident to Case or Appeal ktesting
@ JiIncident_to_Case_or_Appeal_..

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.

ID | Description Date Identified | Assigned To | Status

Specific report requirement for Mgmt 3/17/2015
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6 APPENDIXA —FIELDS ADDED/MODIFIED

6.1 Incident
Custom Fields

- RR BOTIR 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 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

propetly.

1.2 Intended Audience
The intended audience for this is the R&R/HQ Appeals team and I'T CRM Admin team.

1.3 Sign Off Approval
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2 EOUNDATIONAL 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:

The analyst opens a new incident

Workflow forces the analyst to select a contact from the Oracle Service Cloud application (CRM)
Once a contact is selected a new incident opens with the contact prepopulated

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

b=

practices

Covered California: (Create Incident: New)

Version 1 Draft

Start New or Existing > New Incident
Contact

Appeals Analyst

—> New Appeal > Sets Fields

R&R Appeals, HQ
Appeals
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3 APPEALS ANALYST

3.1 Appeals Use Case HCA type

R&R Appeals
Phase
. Incident created and
Analyst receives call subject notes that it
or email that is HCA = i an HCA
incident ..
incident
A 4
R&R Appeals Analyst Analyst sets
searches report in required fieldsin
navigation set and fr——pp; :q alinddent
opens this existing p\s;k ace
incident space.
L
wv
=
© Is Incident Analyst updates
< solved? Yes—P| notes and closes [
;xa incident
o'
x
Canitbe Analyst continuesto
resolved by R& process and closes | |
nopeals TZa ) incident when
’ solved
No
A 4
Forward on to
appropriate
business unit

To create Incident:

Analyst selects red button in upper left corner of application and selects new incident or does a
search on contact and if no current incident found can create incident by selecting add new from

incident tab.
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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.

=2

| Home | et beo x
Save Save® New Refresh| Print Links Info
Close -
Save Actions Links and Info
£ i < | |Live Media Bar
Configuration A - = 3 -8
. i? u= | * i 2 I
Login Chat Logged Out | Request Chat CancelRequest | No Chats |Connectivity
Application Appearance
® [ Ste Corfiguration @7 151214-000001 a4k
[ Intemationalization
Service Subject”  HCA Incuiy Test Consumer Date Escalatedto SCR Sup | No Value
Opportunty Tracking Type | Inquiny/Assistance =] Case 1D Dt Creted /Tterd to SCR | No Valus
Oureach
{5 Datebase Contact” | testtest | Agplication ID 1001234455 Special Projects Calback | No Value
| Customer Portal
- [Open -] HomePn (888) 8888888 No Value
Reparts Explorer st | | bome Prone ] (638) Resalved, Transfered On
Report Management Carier | [No Value] hd Assigned | [No Value] CALHEERS Ticket Information
igr
[l Data Dictiorary e —
2 Workspaces / Workfows Reference #  151214-000001 CalHEERS Ticket Number
é Cm Meter Log Chat Gueue |[No Value] Queve [Back Office - T1 Researe = ECM Paper App URL @ CaHEERS Ticket Date Submited | No Valus
wligays
= - - No Val
Cotomie Lt gl interface CalHEERS Ticket Date Closed | No Value
Recent ltems ¥
Quick Search B Messages | Contacts | Attachments | OtherIncidents | AuditLog | Rules HitBy Incident |
Contact Guick Search - [JSend OnSave | Add~ & Sm: A Search Ki = Text ) Options
Last Name % ) 9 || system Default ‘7. B I U « AWEH %, 2 e Plain Text
Private Note % Phone Renee Cooper. 121412015 1245 PM
Fist Name
Test HCA incident
Emai Private Note % Phone Renee Cooper. 121412015 12:44 PM
1. Summary of Issue:
Case ID
2. Actions Taken:
Phone 3. Previous Applicable Incidents
Last 4of SSN fuse wih Last Name)
Date of Bith fuse with Last Name)
RN N I CR
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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:

e R&R Appeals
e 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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[ My Appeals Dashboard {5\ Open Incident Quick Search| @] 150420-000046 22 New Contact (B2 New Contact (i 7345127&?_

Subject™  asdf Incident Ref. #  150420-000046
Te® et H Reselution | o value) B
Stetus® [Open - Application 1D Case ID
Contact® | John Doe Q ACA Appeal #  TTTT7744 CalHEERS Ticket Closed | Mo Value
Queve [RER Appeals ~ | CaIHEERS Ticket Number CalHEERS Ticket Submitted | No Value
Assigned | Appeal Test [=] Outreach Opt I [ Yes - Active -
M | Details | Contacts | Otherlncidents | | uditlog | Appeals by Contact |
[]SendOnSave  |Add~ (& SmartAssistant ' LSearch Knowledgebase = Standard Text ' :Options CICN =]
# [ 9 || system Default B 7 U « AWM o oo % i b Plain Text
Private Note No Channel [FXK
Label Description Options Required CRM Field Notes
Subject yes Incident.Subject
Type Incident Type yes
Status Incident Status yes
Contact Appeal yes
claimant
Queue Queue no
incident/appeal
assigned
Assigned Analyst no
Assigned to
incident
Incident Ref. | Incident ID no Will populate
# automatically
when incident
created
Resolution no
Application no
ID
Case ID no
ACA Appeal 7 characters, no
# numetic only
CalHEERS Date no
Ticket Closed | CalHEERs tkt
closed
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CalHEERS no
Ticket
Number

Cal HEERS Date no
Ticket CalHEERsS tkt
Submitted submitted

Outreach Opt yes
In

Additional Incident tabs:

Details

Messag Details ( Contacts [ Other l l Audit Log l Appeals by Contact ]

Role | [MNo Value]
Callback Number  (FHH) HEH-HHHH Mext Callback Date/Time | Mo Value

ECM Paper App URL

¢ B [1]

834 Resend | Tem

Label Description Options Required CRM Field Notes
Role Contacts Role - Individual
- SHOP
- CEC
- Other
Callback Contact
Number callback
number
additional
Next Time field if
Callback needed to
Date/Time manage
customer
contact
ECM Paper URL for link to
App URL scanned docs
from Novatext
834 resend Available to use
if 834 resend
tracking needed

Contacts:

10
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Messages ( Detail;

Contacis I Other Incidents [ Attachments ( Ludit Log [ Appeals by Contact

Solution Design v1.0

Detzils r Associated Incidents ]

First Mame  Jackson

Last Name Doug

Email [+ 4
Office Phone [+ |
Courty |
Date Created |04/22/2015 09:51 AM
Prefemed Language | [No Value] =
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 All CA
county of counties
residence
Date Created | Date contact
entry created
Preferred Contact
Language preferred
language
Other Incidents:
Messages | Dessils | Contacty”” Other Attachments | AuditLog | Appeals by Contact |
Incidents Appeals
Open L[ Copy ; Options + 5 Options -
=I| Reference # = | Incident Type Subject Saurce Status ACA Appeal # Date Crea | Status Type
= status: Open 22222222 04j22/201 Open Exermption
150427-000001 Request An Appesl Test appeal Incident Editor pen 34567590 04/27[201 Open Timelingss - During Benefit e
150422-000001 Mo Value test appeal Incident Editor open
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Attachments:

Messages [ Detzils ( Contacts [ Other Incidentp

[ Audit Log [ Appezls by Contact

Solution Design v1.0

[#] Add Files ~ (% Open

Mame

Audit Log:

Download |} Properties ¢ Delete

Size | Created

There are no items ko show in this view,

Updated

5 | Descripkion

Messages I Details T Contacts T Other Incidents T Attachn'eni;/v Audit Log T Appeals by Contact ]

When

04/28{2015 02:26 PM
04/22{2015 09:53 AM
04/22/2015 09:51 AM
04/22/2015 09:51 AM
04222015 09:51 AM

i

‘Who What

SCR3 Edited

HQTest Appeal Edited

H&Test Appeal Changed Queus
HQTest Appeal Assigned
HGTest Appeal Created

Appeals by Contact:

Private | Action

2 Options -

Description

From Incident Editor, Client IP Address: 4,31,197.2

From Custom Object Editor, Client IP Address: 169.2.30.14
HQ Hearings

To HQ E&E [ HQTest Appeal

From Incident Editor, Client IP Address: 169.2.30.14

12

J Options =




Covered California: CRM

Messages [ Details [ Contacts i Other Incid: T

| Auditiop” Appeals by Contact

Solution Design v1.0

150422-000001 04222015 0M53  04/29/2015 Open

2. Contact - Appeal\Appeal Contact

|3 Options ~
ACA Appeal # | Reference # | Date Created % | Due Date | Status | Appeal Type
34567590 150427-000001  04/27/201501:58 P 05/02/2015 Open Timeliness - During Benefit Year
222222722

Exemption

oy 3 (= Print Al "
@ Q| J&E v i
. [Fycopy
oK Cancel New Refresh Spell Links Info
A Delete Check -
RO INo Vaie] B Address
Edit
First Nams™  Jackson Courty [ [No Value] -
Last Name~  Doug Email =
Middle Mame Home Phone
DoB Case ID Application 1D
S5SNlast4 1111 Outreach Opt In  Yes - Passive
Language™ [[No Value] - Global Optan [No Value]
Incidents | Appeals | | Outreachactiviy | Notes | Audit
) Add New [ Open =i Print [ Copy (2 Forward " Options -
Status Response Interval Resolution Interval | Source Reference # | Subject Action
Open OhOm OhOm Incident Editor 150427-000001 Test appeal Open, Print
Open OhOm 0h Om Incident Editor 150422-000001 test appeal Print

Label

Description

Options Required

CRM Field Notes

Role

- Individual
- Health
Plan

Yes

13
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- Agent
- Authorized
Rep
First Name First Name Yes
Last Name Last Name Yes
Middle Middle Name
Name
DoB Date of Birth
SSN Last 4 Contact last 4
SSN
Language Preferred Yes
Language
Address Residence
Address
County Residence
County
Email Email
Home Phone | Phone - Office
- Mobile
- Fax
- Assistant
- Home
Case ID CalHEERs Case
1D
Application CalHEERs
ID Application ID
Outreach Does Contact Yes
Opt In want unsolicited
communications
from
CoveredCA
Global Opt-
In

3.4 R&R Appeals Workspace Rules

3.7.1 Incident Workspace Rules

14
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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:

e EC-— (WS —Incident EC)
0 I —Hide queues (Took off prod 09/08/2015)
0 1I-Set BOT1 Research Date
e SCR Sup — (WS — SCR Incident)
0 I- Limit Queues — SCR Lead (Took off prod 09/08/2015)
0 I- Limit Queues — SCR Supetvisor (Took off prod 09/08/2015)
0 I - Set Date Referred to Back Office T1 Research
o CRT - (WS — CRT Incident)
0 I-CRT: Show Queues rule (Took off prod 09/08/2015)
0 I- Limit Queues- CRT Supetrvisor (Took off prod 09/08/2015)
0 I- Set Date Referred to Back Office T1 Research
e CRT Sup — (WS — CRT Incident)
0 I — CRT: Show Queues rule (Took off prod 09/08/2015)
0 I — Limit Queues — CRT Supetvisor (Took off prod 09/08/2015)
0 I —Set Date Referred to Back Office T1 Research
e Appeals
0 I-—Filter Allowed Queues for Appeals
0 I-SetQueue: Complaints to BO T1 (Inactivating rule 09/09/2015)
0 I— Queue becomes BOT1 research
e  OCP - (WS — OCP Incident WS with Appeals)
0 I- Queue Exclusions (Took off prod 09/09/2015)
0 I-Hide R+R and E+E queue if type is not appeals (Took off prod 09/09/2015)
e KB Pilot — (WS — SCR Pilot Group — Incident)
0 I- Limit Queues — SCR Lead (Took off prod 09/15/2015)
0 I- Limit Queues — SCR Supetvisor (Took off prod 09/15/2015)

15
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3.5 R&R Special Appeals Reports (BO T1 — Research specific)

R&R Analysts

Home:

e Unassigned BO T1 Research — My Appeals Dashboard

Incidents:

e Unassigned BO T1 Research
e All BO T1 Research Incidents

R&R Mgmt

Home:

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

Incidents:

16
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e All BO T1 Research Incidents (All open BO T1 Research queue incidents)
e 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

e None added for Appeals

4.1.2 Categories
e None added for Appeals

4.1.3 Dispositions
e None added for Appeals

4.1.4 Queues
e BO T1 - Research

4.1.5 Workflows

e 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.

e None applicable for this project.

17
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6 APPENDIXA —FIELDS ADDED/MODIFIED

6.1 Incident
Custom Fields

- RR BOTIR 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)

18
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1 INTRODUCTION

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.

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:

e Incident/Email Management
e Service Analytics

2 REQUIREMENTS

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

Solution Definition

External Affairs

EC Analyst

Sets appropriate EC
queue

Fills in required
fields

Clicks Save & Close

Continues working
on incident per
defined business
process

Pulls new incidents

using Fill Inbox

Incidents are
assigned and reflect
in My Inbox
Dashboard Tab

Works on incident
per training

Adds private note

CRM automatically
assignsincident
back to EA Queue

Fills in required
fields

Sets status to Solved
by EC
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2.1.1.2 Use Case 2 - External - Managers

External Coordination Incident Management Process — External Requests

Manager Process

—
(O]
?UD Incoming request Forwards email or
[ from government phone request to EC
g agency or health RAfor incident
plan creation
@]
L
< Associates new/ Assignsto Tier 3
o Creates new o
S existing contact named Analyst or
@] incident
e} record Queue
Incidents are Communicates
- Pulls new incident assigned and reflect Works on incident Adds private note Fills in required resolution to
2 using Fill Inbox in My Inbox per use-case with resolution fields government agency
© Dashboard Tab or health plan
c
<
on
—
Q
}_
@]
L
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2.1.1.3 Use Case 2 - External - Analyst

External Coordination Incident Management Process — External Requests

Incoming request Forwards email or

from government phone request to EC Views My Inbox for Works on incident

agency or health RAforincident assigned incidents per use-case
plan creation

Solution Definition

Adds private note
with resolution

Communicates
Fills in required resolution to
fields govemment agency
or health plan

EC Analyst

Associates new/
existing contact
record

Assigns to original
analyst

Creates new
incident
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2.1.1.4 Use Case 3 - External - Retired Annuitants (RA)

External Coordination Incident Management Process — External Requests

Solution Definition

Incoming Email

Forwards email or

< AssoCi new, Assigns to Tier
oc request from phone request to EC Creates new ssoc i s ssignsto Tier 3
o S existing contact named Analyst or

@) government agency RAfor incident incident record -
e or health plan creation

Incidents are Communicates
% Pulls new incidents assigned and reflect Works on incident Adds private note Fills in required resolution to
= using Fill Inbox in My Inbox per use-case with resolution fields government agency
g Dashboard Tab or health plan
<
(90]
—
Q
|_
@)
i End

2.1.1.5 Use Case 4 - External - Analyst
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External Coordination Incident Management Process — External Requests

EC Analyst

Incoming Email
request from Creates new
govemment agency incident
or health plan

Associates new/
existing contact
record

Works on indident Adds private note
per use-case with resolution

EC Analyst

Communicates
Fills in required resolution to
fields govemment agency
or health plan

2.1.2 Channels
Service Cloud handles incoming incidents from multiple channels including Email, and the Web (Contact Portal).

2.1.3 Internal Forwarding
External Coordination Analysts will be automatically assigned incidents incoming from other groups within Covered CA. Analysts will be assigned

to specific EC queues so that they only work on incidents coming from specific groups.

EC Profiles Incident Priority FROM

EC Tier 1 - Analyst - CRT

- Hotline

- SCR

- 0cp

- R&R Appeals

EC Tier 2 — Analyst - External Affairs
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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

ECTier 6 -RA

External Coordination

EC Tier 7 — Manager

External Coordination

2.1.4 New Incident by EC

Solution Definition

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:

Home Page Setup

: EiPrint - & Delete -
'I Copy - [k Forward
Open  Mew b[i; } . Search
- - Fafssign - [ Email

Record

2. Orthe File Menu
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= corbisimages - Oracle Service Cloud

File v m

Community

@) Incident b

New Incident (Ctrl+Shift+1)
Links

Help

Add-In Logging

Options

Exit

2.1.5 Incident Queues
A sequence of unassigned, unresolved incidents. When an incident queue is added, it can be defined as the default queue. Incidents are added
to queues automatically by business rules or manually by re-queuing and are handled in a first-in, first-out manner.

EC-INT
EC-EA
EC-EXT
EC-DMHC
EC-SHOP
EC-RA
EC-MGR
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2.1.6 Incident Routing Rules
Incident routing rules will be configured to route incidents to their appropriate queue based on their incoming email addresses. Analysts will be
able to see the assigned queue from their dashboards.

Routing Rule Rule Definition

Route new incident to the EC-INT Queue | Only if logged in user’s profile =
Route new incident to the EC-EA Queue
Route new incident to the EC-EXT Queue
Route new incident to the DHMC Queue
Route new incident to the EC-SHOP Queue
Route new incident to EC-RA Queue

Route new incident to EC-MGR Queue

2.1.7 Incident Statuses

The status of an incident as it moves through the system. Below are the statuses that Covered CA — External Coordination will utilize for tracking
purposes. When an Analyst responds to an Incident and clicks Send on Save a response email will be sent out to the primary contact on the
incident and the status will not be automatically changed by the system. This is a change in default functionality.

Statuses Status Definition

Closed Solved

Open Unresolved

Updated Unresolved (This status is automatically selected when an incident has been
updated by the contact via an email reply)

Solved by EC Unresolved (Used by EC when communicating to External Affairs when work

has been completed). Only display when incident queue = EC-EA.
Workspace rules will set the following when this status is selected:

- Set queue = External Affairs
- Set EA Status = Completed
EC —In Progress Open (Incident in-progress)
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2.1.8 Standard Text

Solution Definition

Text prepared in advance that can be sent to contacts when responding to incidents, appended to responses by a business rule, or sent by an

analyst during a chat session. Covered CA — External Coordination analysts will have access to the following standard texts

Name

External Coordination Auto
Responder Letter (DRAFT)

Text
Hello,

Thank you for your email. A member of the External Coordination team will research your issue
and respond back to you as quickly as possible.

Please remember when sending casework to External Coordination; we ask that you include
the

following information:

B Consumer’s Name

B Telephone Number

B Case # or Application ID #
B Consumer’s Date of Birth

We appreciate your patience while we research this issue. Once we have reached a resolution,
you will be notified.

Consumers can always call our Service Center at 1-800-300-1506 or visit us online at
www.CoveredCA.com to get answers to many frequently asked questions.
Thank you!

The External Coordination Team

HotKey
AR
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Solution Definition

to Contact Consumer by
Phone

External Coordination Follow- | Hello, (&
up to Consumer

The Covered California, External Coordination Team is currently researching the issue you

reported. We will contact you as quickly as possible with any updates and/or a resolution.

Thank you!

The External Coordination Team
External Coordination Unable | Hello, UR

You recently contacted Covered California, regarding an issue with your account.
Unfortunately, we’ve been unable to reach you at the phone number you provided.

If you still need assistance please contact the Covered California Service Center at 1-800-300-
1506.

Thank you!

The External Coordination Team

2.1.9 Email Templates

The following emails will be sent automatically to email addresses associated with an incident:

Email Name Description Custom Text

Question This message is sent to contacts confirming the receipt of No Customizations at this time

Receipt their incoming email.

Incident Solved | Sent to a contact when a staff member respond to the No Customizations at this time
incident and the incident status is SOLVED.
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2.1.10 Response Requirements
The response requirements are used to measure analyst performance in responding to and solving incidents and can also be used for SLAs that
do not have customized response requirements. Covered CA — External Coordination incidents must be addressed within X amount of hours

from queue escalation.
External Coordination to send detailed email

2.1.11 Create Incident Workspace
Workspace screens define the fields and layout that staff use when adding or editing records. The sections below define the incident workspace

requirements. Below is a sample illustration of an incident workspace.

— e -
Ol seer
| retemnce = 1062000000 e
% W Ty 7-: Orpezation e ,
Nogped  Spten Mol :] Podet | viakel -
Damostien s v ] Cavogory Pio Vaka) |=!

/" Mevouen | Gontacts | Ostots | Tero Biteh(0) | Tasko @ | Orsorasson | Wb Vint [ stachmerts | susticy |
Send OnSave Add Smartimotant LSearch Knowiedgetose Standlrd Text Optiom
LR B 7 W <~ A% oo o:icSkeFFE L 2 sl

]

Priate Now No X
| Ths is a pevate ncte that only intenal stat members can tee

Repome "2 foail ~ axX

Dear Gary,
weow 1. 0o response %0 your Inquiy.

Thaok you

Cuttomer Ertry  + . Email + %
Ceae suppont

T hawve an inginy 2000t my peoduc.

Thanks, <Gaey

1. The top half of the workspace is commonly referred to as the summary or header section of the workspace. This is where staff members

typically capture/review summary level information about the incident.
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2. The bottom half is where tabs are located, which contain additional information about the Incident record.

Solution Definition

3. The Messages tab contains the message thread, where all correspondence between the contact and staff is tracked. Staff will send and receive

emails directly from the Messages tab on the incident workspace.

2.1.11.1 Incident Workspace Summary Level
The table below defines the fields on the incident workspace summary level.

Label Description Details Required CRM Field Notes
Analyst The name of the e Menu (OOTB Assigned field) | Yes Incident.assigned | Global
analyst working the
incident
Date Closed | Date the incident was | ¢ System Generated Yes Incident.closed Global
closed
Health Plan | Choose the plan e Menu Yes Incidents.cScarrier | Shared with EA
associated with the o Anthem Blue Cross
case in error or o Blue Shield CA
inquiry. This may not o Chinese Community
be who they are o Delta Dental
currently enrolled o Guardian
with. Plan changes o Health Net
should be logged n o Kaiser
Resolution. o LACare
o Liberty
o MetlLife
o Molina
O Premiere
o Sharp
o Valley Health Plan
0 Western Health
Advantage
o Other
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Solution Definition

Label Description Details Required CRM Field Notes
Case # This is the CalHEERS e TextArea Yes Yes Incident.cScase_id
assigned number
associated with the
case. Enter all
associated case #'s
including newly
created cases.
Action Choose the action e Menu Yes —only No Incident.ccSec_action
taken to fix the case. o New when status
If no action was taken, Enrollment/Case changed to
choose No Action. o Reinstated Closed or
Enrollment Resolved
o Report a Change
o Request Denied
o Term/Re-enroll
o Terminated
Enrollment
o Multiple contacts
with the Health
Plan
o Multiple contacts
with the County
o Communication
with Member only
o Redirected
o Member
Unreachable
o CalHEERS Ticket
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Label Description Details Required CRM Field Notes
CalHEERS When you encounter | e Text Field Optional Yes Incident.cSch_ticket_no
Ticket# a CalHEERS issue

when attempting to

complete the

documented process

(RAC, Term, Term/re-

enroll, reinstate, etc.),

you need to submit a

CalHEERS ticket.
Ticket Enter the date you e Date Field Optional Yes Incident.c$
Submitted submitted the ch_ticket_sub_date
Date CalHEERS ticket
Ticket This is the date you e Date Field Optional Yes Incident.c$ ch_ticket_closed
Closed Date | get a closure date

from CalHEERS, if you

reopen then SAME

CASE enter another

entry.
Status Current incident e Menu Required Yes Incident.status

status
Contact Primary Contact e Lookup Required Yes Incident.cid

record associated to

the incident
Subject Incident Subject e Text Field Required Yes Incident.subject
Queue Incident Queue e Menu Required Yes Incident.queue

e Queue value will be set to
“No Value” if incident is
brand new

Call Back Date for analyst to e Date/Time Optional Yes Incident.c$ callback_date_time
Date call-back
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Label Description Details Required CRM Field Notes
Category/ EC-specific incident e Menu Required Yes Incident.CatID
Type categories o Urgent Access to
Care (default)
= Life
Threatening
Condition
= Life
Sustaining
Prescription
=  Urgent
Medical
Treatments
EC—Type Custom EC incident e Menu Required No Incident.cSes_escalation_type
types o Adding/Removing

O O 0O O

Household Member (not
babies)

APTC

Babies

CalHEERS Defect
Contact Changes or
Termination (Address,
Name, Etc.)

Effective Date
Enrollment Discrepancy
with Carriers

Medi-Cal

No Category
Payment/Premium
Issues with Carriers
Primary Contact
Changes or Termination
Transfer (Back to Ops,
Appeals)
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Label Description Details Required CRM Field Notes
Carrier Associated Carrier Optional Yes
Phone Contact Phone Optional Yes Contact.ph_home
Number Number
EA Status Status for EA team - Read-Only Yes Incident.cSEaStatus
Requested by EA.
Workspace rule will
set this field
automatically.
Date Date EC resolved issue Read-Only Yes Incident.cSdate_resolvedby_ec
Resolved — Requested by EA.
Workspace rule will
set this field
automatically.
EC-Follow- Date for Contact Date/Time Field Optional No
Up follow-up by Analyst
EC Follow- Description for e Menu Optional No Incident.cSec_flag
Up Type Follow-up date o Follow up with carrier

o Follow up with
consumer

o Follow up with county

o Pending Carrier

Response

o Pending Consumer
Response

o Pending Help Desk
Ticket

2.1.11.2 Incident Workspace Messages Tab
The messages tab contains functionality that enables staff members to document details about the incident, send an email response to the contact

related to the incident, or add a private note for internal use only. The image below is a sample illustration of the messages tab.
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Mensapen | Codrg | Detsts | Referst | Cortacn | Proce Survey | BrochuresPitbcssorn | Back Dats | SibCase | Toska() | seschmerss | fostiop |

Solution Definition

Send On Save JAdde LS B LSearch 7 Srandieed Text Opticns CRcR |
AN 0 ToaNexforsn v 16 e B J I = AV sisieiZZne®E L 2 MpenTe
PrsteNoe  NoChamnel v o - 2
This 1s a Private Note entry that is oaly viewable to iternal staft]
Response ™ Emad ~ 4K
Dear Justin,
This 13 12 response 10 your inquary regarding your device
The attachment(s) contams the data you requested.
Sincerely,
Arna Agent
Customer Intry <y Imad = X
Hello,
I need help syncing my device
Thanks, Justin Case
Label Description Details Required
Description Enter a brief description of the issue e OOTB thread field Yes
Resolution How this was resolved or why was it e (OOTB thread field Yes
not resolved?

2.1.11.3 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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| eseary” Comen |G | Teme et | Tote® | Orgumesien | vivo ven | sewere | Acotip |
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oo (=] come@rvsht ekt com 3 Iee CO
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st Come WasnGwe sk i whd com X e nrmsa
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The table below defines the fields on the incident workspace contacts tab.

Label Notes Behavior
First Name The first name of the primary contact on the e Read-only
incident e Optional
Last Name The last name of the primary contact on the e Read-only
incident e Optional
Email Address The email address for the contact e Read-only
e Optional

Secondary Contact View/Add/Delete Secondary Incident contact

Solution Definition
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2.1.11.4 Incident Workspace Details Tab
Below is a sample illustration of the incident workspace details tab.

e T s oty o ST RN O Clo 316 .5 g

™7 Home Insertfiel¢ InsetControl  Desige Rules o x

as

* | s Workspaces Workfiows Explorer ) 130614-000001 ' jgfosta Divonan | ¥ Copy Incdent

]

B
D Reteecen Cortact® A
W ] tumumm .
-~ ] - -
[ Messoges | Comecy” Outes | Tiretbed | Tasis | Owarisstun | vt iss | Asscwrents | Auseiop |
Mot | Pio Ve ) viwlo Db Vakal | A btence (Do Vakal -
some | [=] Language [0 Vitml o] e [Povaual ]
The table below defines the fields on the incident workspace details tab.
Label Notes Behavior
Mailbox The mailbox that incident responses will be sent Automatically set to default mailbox
from unless otherwise set by a rule
Date Created Date and time incident was created
Date Initial Solution Date and time the initial solved response was
Response sent to the contact
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Label Notes Behavior
Date Last Responded Date and time of CSA’s last email response to the
contact
Date Last Updated Date and time the incident was last updated
Date Closed Date and time the incident status was set to
Solved

2.1.11.5 Incident Workspace Attachments Tab
Enables staff members to attach files to the incident. All out of the box functionality will remain for this incident workspace tab.

2.1.11.6 Incident Workspace Audit Log Tab
Displays the history of transactions that have taken place on the incident record. All out of the box functionality will remain for this incident
workspace tab.

2.2 Contact Management
A contact is any individual with a contact record in the database. Contact records can be added by staff members on the Service Console or
automatically by the system when contacts submit an incoming email.

2.2.1 Create Contact Workspace
Workspace screens define the fields and layout that staff use when adding or editing records. The sections below define the contact workspace
requirements. Below is a sample illustration of a contact workspace and does not represent the to-be configured solution.
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B Workspaces Eplorer X
-

First Nams™ Title
Last Neme® Login
Emai F (=] st |
Offics Prone |L Contact Type [lNo Valus]
Address Giobal Optin [N Valuc]

" Organizations | Incdents | Notos | Tosts | Survers | Outroochetviy | Atochmenty”] sty |

Solution Definition

e e e e

When' Wha | (What | Description
Trers are na items ko show N this vizw,

2.2.1.1 Contact Workspace Summary Level

The following fields will be configured in the summary level of the incident workspace.
Label Notes Behavior
First Name Contact’s First Name Required
Last Name Contact’s Last Name Required
Email Not required on analyst workspace. Optional
Home Phone Contact’s Home Phone Number Optional
Case ID Contact’s Case ID Optional
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2.2.1.2 Contact Workspace Incidents Tab

Solution Definition

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.

N - - < |
>
‘

First Name™ Tille
Last Nam=™ Login
Emal ' =] SLA |
Office Phone z Contact Tywpe [[No Value) v
Address Global Optin [[hb Value] ;)

A, e | Notes | Tesks | Surveys | OuirenchActviy | Attachments | Auditlog |

[ Add New (¥ Open &4iPrint |7 Copy € Delete (i Forward g Propose

atus Response Irkerval| Resoltion Incarval | Source Reference X T Sbjgect

| action

4 Options »

There zr2 noitems to show in the view.

2.2.1.3 Contact Workspace Notes Tab

Enables staff members to create notes. All out of the box functionality will remain for this contact workspace tab.
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B Woricpaces Explorer X [§5 contact = x

I

First Name™ Tile

Last Name™ Logn
Emal [=] =) st | )
COffice Phone E Contact Type [[No Valuel -
Aidress Giobal Optan N0 Value] v

" Orgenizatiors I Incldcnb/ Nokes ] Tesks r Surveys I Quireach Activiy. [ Altachments I Audit Log

| Add View Contact Notes

B Sort | Date - Descending v

2.2.1.4 Contact Workspace Attachments Tab

Solution Definition

Enables staff members to attach files to the contact record. All out of the box functionality will remain for this contact workspace tab.
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Buesebeoe et |
B>

First Name™ Ttle
Last Name™ Login
Enal [+] @ SLA |
v)

Contact Type | {No Vale]

Office Phona T‘
Global Optin | No Vake]

Addrese
Edt

Opticns ~

~¢| Add Files ~ ¥ Open Download ] Properties J{ Delete
Mamne Size | Created Lpdated © | Description Action

There &= noitems to show in Ehis view.

2.2.1.5 Contact Workspace Audit Log Tab
Displays the history of transactions that have taken place on the contact record. All out of the box functionality will remain for this contact

workspace tab.
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B Workspaces Bxplorer X Lﬁamntan e x

I
First Name™
Laat Name™

Emal [=]

Office Phone =]

Addrees

Tile

Login

£ SLA
Contact Type
Globa Optin

Edt

(INo Vak.e]

Mo Value]

/" Orgarizatiors | Incidens | Notes | Tasks | Surveys | OursachActviy | ] mm

Whet™ |Who  What  Desarpbion

L3 Options »

There ars noitems to show in this view,

2.3 Profiles

Solution Definition

A profile is the mechanism for controlling access to administration functions and for assigning staff member’s specific permissions, default

workspaces, a default navigation set, and report access. The following profiles will be created by

Profile Name

EC-Tier 1

Assigned Queues
EC-EA

EC- DMHC
EC-INT

EC- EXT

EC - SHOP

Pull Policy
Pull 2 at a time (Fill Inbox)

Description
Access to Incident Management

EC-Tier 2

EC - DMHC
EC-EA

Manual Assignment

Access to Incident Management
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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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Role

Manager

Navigation Button
Home

Item Name
Manager Dashboard

Solution Definition

Item Description
This dashboard displays all open incidents assigned to
each queue. Analysts will use this dashboard to find and
work on incidents. Incidents will be color coded red after
open and unassigned for more 14+ calendar days day.
- Dashboard Includes:

o All Unassigned Incidents by Queue

o All Assigned Incidents by Queue

o My Inbox

Notifications

A list of all system generated notifications created for
the logged in user.

Analytics

All Incidents touched by EC

A list of all incidents that were assigned to the EC queue
through time.

Incident Aging Report

A list of all incidents currently assigned to EC sorted by
Age. Row text will turn red when incident age exceeds
14 calendar days.
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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 | Same as Agent Performance only this shows incidents
not touched 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.
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Role
Analyst

Navigation Button Item Name

Home Analyst Dashboard

Solution Definition

Item Description
This dashboard displays all open incidents assigned to
each queue. Analysts will use this dashboard to find and
work on incidents. Incidents will be color coded red after
open and unassigned for more 14+ calendar days day.
- Dashboard Includes:
o All Unassigned Incidents by Queue
o My Inbox

Notifications

A list of all system generated notifications created for
the logged in user.

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, or
Email address.

Answer Quick Search

Quickly find an Answer by phrase.

2.5.3 Scheduled Reports

Report

Unassigned
End of Day

Description

Number and details of unassigned
incidents per Queue

Details

Recipient

Excel Format jennifer.childress@covered.ca.gov
Columns mariejean.carrion@covered.ca.gov

o Subject patricia.dillon-

o Ref# howard@covered.ca.gov

o Case#

o Contact Name

o Date of Assignment
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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
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:

e Creates new incident
e Select or created contact
e Enters:
0 Complainant (will auto-populate with contact name)
0 Subject
0 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
e Save & Close
e Incident will populate on the OCP queue report

3.1.2 OCP Analyst opens existing incident from OCP queue:

e Openincident from OCP queue report list
e Determine case type, update Case Details Tab

0 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 IFISO 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
0 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:

o0 Email
0 Other
0 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:

e  From Case workspace
O Select Case Result
=  Fraud

=  Non-Fraud

0 Status = Closed
0 Save

= Case workspace will close & the Incident workspace will open

e Enter Notes as needed

e Save
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3.1.4 Analyst transfers incident:

e If analyst determine the incident does not warrant a case or was referred to OCP in error THEN
o Change Type as appropriate

Change Status to Transferred

Select Assigned

Add Private Messages as necessary

o
o
o
o Save & Close

3.2 Profiles
e OCP Analyst
e OCP Manager (same as analyst but has Analytics)

3.3 Navigation Set

OCP Analyst

OCP Dashboard Incidents | Contacts
New Incident | (default) Search Search Appeal Search Contact
My Open Appeals by
ocCpP Queue, Status or
New Contact | .My Incidents 2.0 Incidents Type Case
My Closed Appeals
by Disposition,
.My Inbox 3.5 Queue or Type Incident
Notifications Appeal

OCP Manager Navigation Set

OCP Dashboard Incidents | Contacts
New Incident | (default) Search Search Appeal Search Contact
My Open Appeals
ocp by Queue, Status or
New Contact | .My Incidents 2.0 Incidents Type Case
My Closed Appeals
by Disposition,
.My Inbox 3.5 Queue or Type Incident
Notifications Appeal
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3.4 Staff Accounts

Name

Profile

Solution Design v1.0
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3.5 Workspaces

3.5.1
OCP Incident WS with Appeals

Sample below for an OCP Case

Workspace layouts

Solution Design v1.0

©3150424-000008 b
Complainare” | Sondel Femer Q hodert Ref, # 15042400000 Nex Calback Date/Tme |NoVals ()
Subjoci=  Yadyada yada Call Back Calback Number  (F58) £ £83E
Twe™ | Consumer Protection / Fraud /__—-——-H Status™ (Open ~)
Gueue™ | Office of Consumer Protection <= -] Assgred | OCP
| Test OCP6
Creats OCP Case CalHEERS Ticket Date Submitied |No Value (] CaHEERS Ticket Dete Cosed |NoValus  [3F])
CalHEERS Ticket Number
" Mess /ueanla | 2ppeli Detail | Otherincidents | Contactinfo | Attachmerts | Audit Log |
PO Fefemal o ~| FOTcketn Type of ksue/Alegation” |[No Valie] v
150 Ficfepdl [No |~ 150 ket #
0cPCas=7 [Yes | ~IOCP Case ID Date Incident Crezted | No Value [ Datersfered byOCP | No Value &)
¥ Open [ Copy 3 Options ~
cascid| OCP Assigned Analyst Ful Name Subject Suspect(s) Victins) Cate Last Updated OCP Case Status
There are no items ko show in this view,
\
When “Create OCP Case” button clicked:
§PNew Case 1p
Subject Yad yadayada OCP Cese [Yu "]
Complanant | Sondel Femer |Q Date Received™  No Valie &)
Suspect(s) Status {Open v]
Victim(e) Referal Type  [No Value]
Type of Issue/Allegation [IDtheft/ SSN - CaselD Mot Avaiiable
Type Consumer Protection / Fraud H
OCP Assigned Aralyst | Test OCP6 [¥]  ToOCF intema" (Mo Value] v
Case Rosult | [No Value] -]
Case Investigation ]
Notes ] Complainart Details T Other Cases by Comglainant I Incident Details T Audit .og T Documents ]
~Add Sort \ Date - Descending v




Covered California: CRM Solution Design v1.0

Case WS — Complaint Details Tab

//, Notey”  Complainant Detnils I Other Cases by Complainant [ Incident Details | AuditLog Documents
Firet Name
Last Neme
Emal E]
DoB
SSN Last 4 HHEH
Case ID

Apolication 1D

Case WS — Other Cases by Complainant Tab

,- - > . -
Notes ] Corrplamaerc—tanI;/? Other Cases by Complainar f Incident Details ] Audit Log ] Documents

jAdd - Open Print Cop Delete Remove Ema ; Options ~
Compla Full Name Victim{s) Suspect(s) | Date Created Type of Iss | OCP Case Status Case Result Incident  Action

There are no items to show in this view,

Case WS — Incident Details Tab

// Notes Complainant Details ] Other Cases by Ccmplamay" Incident Details [ Audit Log ] Documents

Case WS — Audit Log Tab

Reference #  150424-000008 Status” [Open v
Incident Queue  Office of Consumer Frotection Date Creted | 04/24/2015 0147 FM @
fssigned Analyst | Test OCPG ] Dete Lasi Updated | 04/24/2015 0147 PM &
ISO Refer=l [Mo - IS0 Ticket #
PO Referal (Mo - PO Ticket #
CalHEERS Ticket Number CalHEERS Ticket Date Stbmited | No Value (7] CaHEERS Tickst Date Clcsed | No Vaiue @

p . . Py
Notes l Complainant Details ] Other Cases by Corrplamar‘.] IrcudertDetalLs/ AucithgT Documents ]

Date Created  No Value ) Date Last Updated  No Value i)

Created By v Updated By v
Closed Date No Value A Date Assigned  No Value ]

3 Options ~

‘When © who What Source

There are no items to show in this view,

Case WS — Documents Tab
Notes ] Complainant Details ] Other Cases by Complainant ] Incident Details ] Audit Lo;/, Docume _]
Add Files Open Download Properties Delete Options

Name Size ' Created Updated Description Action

There are no items to show in this view,
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OCP Incident WS with Appeals

Sample below for an Appeal

Solution Design v1.0

9)150424-000009

Jare (ce

Complzirant”

Subect”

Q Incident Ref. # | 150424-000009

Cal Back |No v

Type™ | Appeals
(General Information

qar

Next Callback Date/Time  No Value

Calback Number (###) iR

EI Setus® [Open

Queue” [ RAR Appeals

Create Appeal

-] Assigned | OCP
Tast CCPS
CaHEERS Ticke! Date Submited |No Valus (7] CalHEERS Ticket Date Closed  Ne Value @)
CalHEERS Tickst Number

~” Messages | CeseDesily” Appeal Detail |_Otffer Incig

| contact Ino | Attzchments | AuditLog |

ACA Acpeal # AL
Pppeel Type  [No Value] Appeal Setus  Open
Hearng Date | No Value ’ Date Lzet Updated |04/24/201501:43 PM
I L3 Options ~
ACA Appeal # 4 te Croated | Seatus Typa
There are no items b show i this view.
Appeals WS
7 "\‘“ \ B Y Lppeal:-103 - coveredca_tst3 - Oracle RightNow CX Cloud Service =[slE) X
_K@ Home | = X
i S — ABC =
HEBE ¢ = v & ©
Save Save® || Refresh ¢ pelet= Spel Links  Info
Close Check v
Save Actions Proofing || Links and Info
Home « | a1 ‘mAppaaI:-l.tB q4p
H Item |~
°": E - = Subjot”  Appeal Proj. Adopt. Date. |Ne Value )| Date Decision Rdeased [NoValua (7]
o Netficztors
Q My Incidarte coricct [ bridens® | 152200012 X Heaing Dafe |Ne Vlue B AU
4 Wy Inbax ACA Appeal & Case ID
{8 My Acpeals_CCP Dashboad S o
' Racent itams. Al DSS Fils Dzte”  NoVahe 3] Due Date” | No Value =)
82 Sorcel Fermer i Appeal? [No - SOP Completa? SOP Maled
150422000012 r 1
o epeolTpe [Movekel = el Case [0 . .
Quick Ssarch A fopeal Stetus® | Open v Heaing Courty | [Ne Value] > Incidert Status  Open
(Cotac ik Somet ) L Sorce” [055 -] fssgred | Tes OCP1 [+
| Last Name Help Dask Ticket Queve |Offica of Concum v
Firet Name "
Emall 2
Notes: ] Decumants I Othar Appasks I Autherized Appeal Rap I Audi Log ]
Hi
5 e e s [ Decenns <]
B3] contscts
m Incidents

NOTE: Refer to Appeals SDD for complete breakdown of the Appeals workspace and workflow.
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3.6 Workspace Rules
OCP Incident WS with Appeals

Solution Design v1.0

Name

When

If

Then

Else

Queue Exclusions

The editor loads

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 ITI Eng,
Fresno Esca - Sup Prog Tech III Spanish, Fresno Esca -
SSM 1, Fresno Esca - SSM 11, 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
11, Back Office - QAQC Analyst, Back Office - T1 Ext
Coord, Hotline, 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

Assigned To
Exclusions

The editor loads

Set Assigned to exclude Disabled Accounts,
Accenture, CalHEERS Tech Ops, Rancho
Cordova - Disabled Accounts, Rancho
Cordova - Back Office, SHOP - Disabled
Accounts, CEC - Disabled Accounts,
Eventus, Testers, Individual - Training,
Demo, Temp, SSO Test, SHOP Test, SHOP
- Training, CEC - Training, Temporay
disabled, CalHEERS, Accenture - 45n,
Amber Leaf, Covered CA HQ, HQ
Marketing, Event Management menu items

Status Exclusions

The editor loads

Set Status to exclude Pending Fulfillment,
Partial Fulfillment, Fulfillment Error,
Updated, Solved by EC for EA, EC - In
Progress menu items

Hide Create Appeal
Button

The editor loads

Hide Create Appeal Button

Hide Create Case
Button

The editor loads

Hide Create OCP Case Button

Show Create Case
Button

The editor loads
OR Category
changes OR OCP
Case changes

Category in list
Consumer
Protection /
Fraud AND OCP
Case equals Yes

Show Create OCP Case Button

Focus Case Details
tab

The editor loads
OR Category
changes

Category in list
Consumer
Protection /
Fraud

Focus Case Details tab

11
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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 Il Eng,
Fresno Esca - Sup Prog Tech Il Spanish, Fresno Esca -
SSM 1, Fresno Esca - SSM 11, Sac Esca - Sup Prog Tech 111
Eng, Sac Esca - Sup Prog Tech Il Spanish, Sac Esca -
Sup Prog Tech Il Lang, Sac Esca - SSM |, Sac Esca - SSM
11, 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

Category changes

Category in list

Show Create Appeal Button

button OR Assigned Appeals AND
changes OR The Status not in list
editor loads Closed AND ACA
Appeal # is null
Focus Appeal The editor loads Category in list Focus Appeal Detail tab
Details tab OR Category Appeals
changes
Show Appeals The editor loads An existing Show Create Appeal Button
Button record is being
edited AND
Category in list
Appeals AND
Appeal is null

12
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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 Il Eng,
Fresno Esca - Sup Prog Tech I11 Spanish, Fresno Esca -
SSM |, Fresno Esca - SSM 11, Sac Esca - Sup Prog Tech 111
Eng, Sac Esca - Sup Prog Tech Il Spanish, Sac Esca -
Sup Prog Tech Il Lang, Sac Esca - SSM |, Sac Esca - SSM
11, 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

13
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Case WS Rules
Name When If Then Else
Set OCP Case Status | The editor loads OR A new record is being | Set Status to Open
to Open Status changes created
Set OCP Queue The editor loads OR Status equals Open Set Queue to Office of Consumer Protection
Status changes
Set Assigned to The editor loads Set OCP Assigned Analyst to Logged in
Logged In account
Show Type of The editor loads OR Type of Issue equals Show Type Of Program Complaint AND Hide Type Of
Complaint Type of Issue changes | Program Complaint Make Type Of Program Complaint required Program Complaint
Make Referral Type Status changes Status equals Referred | Make Referral Type editable AND Make Make Referral Type
Required Referral Type required optional
Set Referral type to Status changes Status in list Open, Set Referral Type to No Value

No Value

Pending - AGPA,
Pending - Mgr, Closed

Referred to EC

Referral Type changes

Referral Type equals
Referred Internal: Ext
Coordination

Set Queue to EC-INT AND Set Status to
Referred by OCP AND Set Assigned to No
Value

Referred to R+R

Referral Type changes

Referral Type equals
Referred Internal: R&R

Appeals

Set Queue to R&R Appeals AND Set Status
to Referred by OCP AND Set Assigned to No
Value

Referred to E+E

Referral Type changes

Referral Type equals
Referred Internal: HQ
Appeals

Set Queue to HQ Hearings AND Set Status
to Referred by OCP AND Set Assigned to No
Value

Referred to Other:
Set Queue

Referral Type changes

Referral Type equals
Referred Internal:
Other

Set Queue to No Value AND Make Queue
editable AND Make Queue required AND
Set Status to Referred by OCP AND Set
Assigned to No Value

Referred to DHCS

Referral Type changes

Referral Type equals
Referred External:
DHCS A&I

Set Queue to Office of Consumer Protection
AND Set Status to Referred by OCP AND
Set Assigned to Logged in account

Referred to Dept. of
Ins.

Referral Type changes

Referral Type equals
Referred External:
Dept. of Insurance

Set Queue to Office of Consumer Protection
AND Set Status to Referred by OCP AND
Set Assigned to Logged in account

Referred to Other Referral Type changes Referral Type equals Set Queue to Office of Consumer Protection
Referred External: AND Set Status to Referred by OCP AND
Other Set Assigned to Logged in account

Referred to ISPO Referral Type changes Referral Type equals Set Queue to Office of Consumer Protection

Referred Internal: ISPO

AND Set Status to Referred by OCP AND
Set Assigned to Logged in account
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3.7

Reports

Open Appeals LINKED — OCP

e Report ID (tst3): 101591
e Report ID (prod):

Open Incidents by Queue - OCP

e Report ID (tst3): 101588
e Report ID (prod):

Open Incidents LINKED - OCP

e Report ID (tst3): 101589
e Report ID (prod):

Contact Search .OCP

e Report ID (tst3): 101579
e Report ID (prod):

Contact by OCP Case

e Report ID (tst3): 101564
e Report ID (prod):

15
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Incident Case - OCP

e Report ID (tst3): 101546
e Report ID (prod):

Contact Search — OCP

e Report ID (tst3): 101545
e Report ID (prod):

OCP Incidents

e Report ID (tst3): 101543
e Report ID (prod):

Incidents by Queue - OCP

e Report ID (tst3): 101541
e Report ID (prod):

Contact by OCP _Case

e Report ID (tst3): 30224
e Report ID (prod):
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4 APPENDIX A - WORKFLOW

4.1 OCP Incident to Case WF
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Version Control

Revision History

Version # Responsibility Description

(Author)
1.0 9/12/2017

1.1 11/6/2017

Executive Summary

Charter
Located on SharePoint:

Overview
Provide the Ombudsman’s Office with customer relations tool to track incoming correspondence call and

complaints trends.

Background

New office being created to support appeals and consumer complaints.

The Ombudsman is a friendly advisor to individuals with unresolved complaints and acts to ensure a fair

resolution of the situation.

The office operates independently of the consumer and program. Essentially, the Ombudsman and their

staff act as unbiased advocates to help the public resolve disputes.

The Ombudsman investigates complaints, researches and clarifies facts, and seeks mutually workable

outcomes.
Ombudsman Affairs Unit Workload:
¢+ Conducts independent investigation and resolution of complaints.
*»+ Reviews and resolves escalated complaints from the legislature and advocacy groups.
*» Provides information, answer questions, and identify staff and resources to address consumer issues.
% Assists with urgent Covered California enrollment and disenrollment issues.

*+ Advises executive leadership of complaint trends.




Appeals Fulfillment Unit Workload:
% Implements Administrative Law Judge decisions on Covered California appeal cases by:
** Interacting with consumers;

+* Working closely with health plans, program partners and Covered CA program areas; and

R/

#* Using CalHEERS to make case changes.

Both units will be cross-trained to take incoming calls and process ALl decisions

Objectives
e Track incoming correspondence
e Protect/hide Ombudsman specific correspondence from other business units
e Ability to transfer incidents to appropriate business unit
e Scheduled and Adhoc reports
0 Incoming
o Completed
o Aging
o Trends

Scope

Included in Scope
Implement communication tracking tool for Ombudsman team. Define business rules and implement
requirements. This will be rolled out in a phased approach, this document will focus on Phase I.

Excluded from Scope

Future phases.

Constraints
e |.T. Resources

e Changes that will impact other business area workspaces or global lists within the CRM.

Stakeholders

Please list and describe stakeholders who act within the business in carrying out business use cases.

Department / Internal / General Impact on Project
Position External




Business Requirements

# | Requirement Text

Value or Rule

Notes

3 | The system shall be able to

identify the type of complainant.

i.e.., consumer, advocate,
authorize rep(agent, parent) -

Will need to verify the
originator of complaints
on the behalf of the
consumer are authorized
to make the compliant.

4 | The system shall be able to track
applicants’ case information
including intake and comments.

If applicable

Public and Private

5 | The system shall be able to
generate and respond via emails
via multiple work flows

Multiple emails - acknowledge
receipt, closed, Thank you...etc.

Possible but not secure

6 | The system shall be able to
accept documents submitted
from internal and external
sources.

Will need to comply with ISO
document type

Documents sent via
secure email/regular mail
to be scanned and
submitted into CRM by
the Ombudsman Analyst -
What happens with
External

7 | The system shall be able to
uniquely generate an
identification for each individual
case.

Unique ID numbers are auto
generated in CRM

8 | The system shall be able to
handle multiple workflows.

SLA and status notification

9 | The system shall have the ability
to identify consumer preference
for communication

i.e., - email, phone, fax, postal
mail

10 | The system shall have the ability
to extract data for reporting and
escalations

15 | OMB Case details only visible to
approved OMB users

Documentation and notes will
reside in CRM.

Access to Appeals Cases in CRM
must be approved by the
Appeals Service Center
Manager.




Workspace Rules

being created

Name When If Then Else
New Record onLoad The editor loads | A new record is Set Category to Ombudsman AND
events being created Set Queue to Ombudsman AND
Set Assigned to Logged in account AND
Set Status to Ombudsman - In Progress
Set available Queues The editor loads Set Queue to include Hotline, Appeals -
2nd Level, PSU, Ombudsman, Sales
CCSB Tier 2, Office of Consumer
Protection, R&R Appeals, ER-INT
(formerly EC), SCR Lead, SCR
Supervisor menu items
Set available The editor loads Set Category to include Ombudsman
Categories (Types) menu items
Set available Assigned | The editor loads Set Assigned to include Fresno, Rancho
User Groups Cordova, Rancho Cordova - Back Office,
Rancho Cordova - Hotline, R&R
Appeals, External Resolution - Rancho
Cordova, Surge, Ombudsman menu
items
Set available Statuses | The editor loads Set Status to include Open,
Transferred, Closed, Ombudsman - In
Progress menu items
Hide OMB button on The editor loads | An existing record | Hide Create Ombudsman Case Button
edit is being edited
Show OMB button on | The editor loads | Category in list Show Create Ombudsman Case Button Hide Create
NEW OR Category Ombudsman AND Ombudsman
changes A new record is Case Button

Set Default Mailbox

The editor loads

Set Mailbox to Individual-coveredca

If status changes TO
Closed

Status changes

Status equals
Closed

Set Status to Closed

Training Requirements

The Ombudsman team will be responsible to create user procedures and training scripts.

Ombudsman team to coordinate with CCU for future training needs.




Appendix

Ombudsman Contact Workspace

BZ New Contact & »

Ombudsman Contact Workspace

Individual Marketplace

Indnidual

Role ™ Address | ##### United States (US)

First Name * ‘ County | [No Value] v

Middle Name \ Home Phone \ v [RER) IRE-mEER

Dok | | CaceD | Application ID

SSN Last 4 | sees | Outreach OptIn | Yes - Passive

| |

Last Name* | ‘ Email | ¥ ‘
| \

|

|

|

Language ] English " Global Qpt-in ‘ Yes

Incidents (0) | Appeals Cases (0) | Ombudsman Cases (0) | Attachments (0) | Outreach Activity | Notes | Audit |

|1 Add New " Options v
Refersnce ¥ |Incident Type Subject Staus  (Action |
There are no tems to show in this view.

Ombudsman Contact Workspace Default Values:

Field Label Value

Role Individual Marketplace > Individual

Language English

Outreach opt-in Yes-Passive
Global Opt-in Yes

Ombudsman Incident Workspace

Ombudsman Incident Workspace

Subject* | Incident ID | 171106-500000 CalHEERs Cas= ID | /A

T [No Veluel =
TYPE" | Ombudsman v Create Ombudsman Case Ombuds Case D | [No Velue CalHEERs App. 1D | /A

Status* | Ombudsman - n Prograss v

Contact* | [No Vakue A Cal=EERs Tkt No |
Queue | Ombudsman v CalHEERs Tkt Submitted |

|8

Assigned | CRM Adrmin (SF) - CalHEERs Tkt Closed |

Messages l Contacts | Incidents (1) | OME Cases(0) | AppealsCasec (0) | Attachments (0} | Auditlog

Private Note

Ombudsman Incident Workspace Default Values:

Field Label Value
Type Ombudsman
Queue Ombudsman




Outreach opt-in Yes-Passive

Assigned Current User

Incident ID Not Ombudsman specific, auto populated to the
next available sequential number.
Format: YYMIMDD-####H#

Ombuds Case ID This will auto-populate once a Case is created and
saved. Increments sequentially.
Format: ##

Messages I Contacts I Incidents (1) I OME Cases (D) I Appeals Cases (0) I Attachments (0) I Audit Log

Details | Authorized Reps

First Name | /A

Last Name l /A

Email Address | /A

Office Phone I N/A

County l N/A

Date Created l N/A

Pref Language l /A

[ Messages I Contacts I Incidents (1) I OMB Cases (0] I Appeals Cases {0) I Attachments (0) I Audit Log

There are no items 1o show in this view.

- Options
ACA Appeal # Subject Status HearingCounty Date Created Expedited Appeal? Type
There are no items to show in this view.
[ Messages I Contacts Incidents (1) OME Cases (0) I Appeals Cases (0) l Attachments (0) I Audit Log
Options +
Refersnce # Incident Typs Subjact Status Action
171106-500000 Ombudsman Mo Valus Ombudsman - In Progress
| Messages | Contacts | Incidents (1) | OMB Cases (0) | Appeals Cases (0) | Attachments (0) | Audit Log
L] A = g P X “ Options +
Name Size Created Updated Description Private Action




Ombudsman Case Workspace

Ombudsman CASE Workspace

Subject” Incident 1D | Q
Cortact Q Ombudsman Case D

Date Received™ |No Value Queve |WLEERS 4

Case Type™ [INo Value] - | Date Last Updated Mo Value .

Source™ [INO Value] '] Assigned | [No Value] E

Case Status™ | No Value] ~| Dusl Case [No ~|

Incident Status  &A ¥ County of Action [[Nc Value] - |
Resaldtion ~ CalHEERS Ticket Number

Notes I Attachments I Incidents ]. Appeals Cases ]. OME Cases I Audit Log 1

PLEASE NOTE: These notes can only be seen by Ombudsman user profiles.

| Add Sort | Date - Descending =

Motes": A hments E Incidents T Appeals Cases I OB Cazes r Audit Lag ]

PLEASE NOTE: These file attachments can only be seen by Ombudsman user profiles.

Add Files Open Download (] Properties Delete Options
Mame Size | Created Updated Description Action
There are no items ko show in this view,
Motes I Attachments  Incident: I Appeals Cases I OMBE Caszes ( Audit Log
Open L Options -
Reference # | Incident Type Subject Source Status
There are no items to show in this view,
Mates [ Attachments I Incidents”;  Appeals Cases E OMBE Cases ( Audit Log
Open [ ] Add New Copy Delete |5 Options -
ACA Appeal # Subject Status County of Action Date Created | Expedited Appeal? Appeal Type
There are no items to show in Ehis view,
Mates r Attachments I Incidents I Appeals Cazes: OMB Cases E Audit Log
Open 3 Options -
OMBID | Subject Status Date Created % | Case Type Action

There are noitems to show in this view,




OMB Incident Workspace

Subject™ Incident Ref. # CalHEERS Tkt Mo,
Type™ [No Value] B Case ID CalHEERS Tkt Submitted | No Value
Contact™ | | Q Application 1D CalHEERS Tkt Closed | Mo Value
Status™ [Open "] Queue” [IHD Value] ‘] ACA Appeal #
pssigned | [No Value] [=] - _ : :
: | Create OMB Case | Open OMB Case
Me [ Datails [ Contacts I Appeals by Contast [ Incidents by Contact [ Anzch [ Audit Log
% I 9 11 B 7 U « A WgE EFH|E = EiE|n o | Al Plain Test

OMB Case Workspace

Subject* ' Incident ID
Contact | L2 § Queue  [No Value] E
OMB Date Received® [No Value [E  Status Open =
OMB Case Type* [[No Vaiue] ~|  Source [MNoValse] =
OMB Case Status*  [[No Vaiue] -

Notes” Documents | Incidents / Appeals | Auditlog |

\+| Add Files = % Open Download | Properties X Delete Options -

Tame Size | Created Updated V| Description Action

There are no ikems ko show in this view,




WHEN OK Button Pressed
Incident

LG
OME Case WS

WHEMN The record is saved without dosing Ombudsman Case

WHEN Cancel Button Pressed

al
SetFields
Incident

2 logged inads

Incident

—

Connectol

Incident

Set Fields
WHEN Create_0OMB_Case named event fires Incident "
Connector
)
OME Incident WS
Incident

Set Fields
Ombudsman...

l Cannectar Connector

Set Fields

Connector

'l
)
NewNew Contact... WHEN 0K Button Pressed

Last Contact Incident

WHEN The finish script event fires



Create OMB Custom Object

Object Designer > New > Package (OMB)

Object Designer > New > Object (OMB_Case)

—| Object Designer = x -

Quick Start * B Workspaces/Workflows Explorer X [ New Workspace X
Q Custom Objects | Object Fields - Edit
! (Status: Updated Since Deploy)
* =] Cases
Pcc ~ Predefined Fields @
>
=“ CCA Created Time File Attachments
*_crg Created By Account Labels
Pl Chat Updated Time Descriptions
*=lco Updated By Account Motes
* | Complaints
>
e List of Fields in OMB_Case Object (15) [#] Add New Field
> = Events
> FF Object Lookup | Field Name Data Type Delete
> | HBX © Subject A ] Text A
> =] HEX_INDV © Incident "2y Integer A
2 Leads © Contact "2y Integer A
> @ . -
=“ Log DateReceived ;ﬁ Date Time A
| MET .
j“ Status A Menu A
¥ || OMB .
_‘l OMB_Case Source A Menu X
&) OME_Case_Type Disposition [ Menu K
B2 OMB_Disposition Case_Type A Menu X
By OMB_Source Motes | Wotes A
B OMB_Status FileAttachments &7 Files P
> [=] OracleServiceCloud UpdatedByAccount A Menu A
I .
s UpdatedTime A Date Time *
» =] sso .
CreatedByAccount A Menu F
k=] TP _ ;
CreatedTime fH Date Time F
@ D 'i Integer A

NOTE: Create Menu Objects, then “Add New Field” to the OMB_Case object and select them from menu drop-down




& Custom Objects

* || Cases

| cc

P coa

| cFG

* | Chat

| co

* | Complaints

o cm

* | Events

| FF

P | HBX

» | HBX_INDV

P || Leads

> Leg

P MKT

¥ | omB
—| OMB_Case
g | OMB_Case_Type
-/ OMB_Disposition
EJ OME_Source
E-| OMB_Status

*E OracleServiceCloud

Plas

k| sso

| TMP

Object Designer > New > Menu Only Object

1_| Object Summary - Edit

{Status: Undeployed)

*Name

|- OMB_Case_Type

(~) Menu Object Options
Menu Items ﬂ Add

| Convert to Menu with Labe|s| (This action cannot be undone)

Eligibility - Annual Redetermination i3 K
Eligibility - APTC/CSR 3 X
Eligibility - During Benefit Year t3 X
Eligibility - Initial T3 X
Exernption 3R
Other 3 X
Terminaticn 3K
Termination - Other 3R

At least one itern must be added to the menu to save this object.

(~) Custom Object Labels

Interface Language | *Label Description
coveredca English (US) | OMB_Type
coveredca_es | Spanish OME_Type
coveredca_esp | Spanish OMB_Type



Object Designer > New > Menu Only Object

I

$ Custom Objects 11_| Object Summary - Edit

(Status: Undeployed)

* =] Cases
h_J cC .*Name
=] cca | OMB_Disposition
» | cFG _
» | Chat ~) Menu Object Options
> _Jl C0 Menu [tems ﬂ Add
> | Complaints | Convert to Menu with Labels| (This action cannot be undone)
= cm
> —JI Events Case Resolved without changes 3 X
g —J FF Case Referred to Appeals 3 X
> o) Hex Case Referred to External Affairs 3 X
: j EEE::':NDV Case Referred to PSU 3 X !
= Case Referred to OCP 3 X 1
—l Leg
P MKT Case Referred to Advocate 3 X
v=|| OME Conditional Complaint Withdrawl 3 X
_l OME_Case Dnconditional Complaint Withdrawl 31X
B/ OMB_Case_Type At least one item must be added to the menu to save this object.

g | OMB_Disposition
EJ OME_Source

= (~) Custom Object Labels
OMB_Status

PE OracleServiceCloud Interface Language * Label Description
s =|| Q5 coveredca English (US) | OMB_Disposition
%
=|| 530 coveredca_es | Spanish OME_Disposition
| TMmP

coveredca_esp | Spanish OMB_Disposition




Object Designer > New > Menu Only Object

© Custom Objects 1_| Object Summary - Edit

(Status: Undeployed)

* =] Cases
» ] cc *Name
¥ =] cca | OMB_Source
P | cFG _
| Chat .~ Menu Object Options
> _Jl C0 Menu Items ﬂ Add
» || Complaints ) ) )
| Convert to Menu with Labels| (This action cannot be undone)

o cm
> ] Events Email 83X
>l FF Fax 3K
» | HBX Mail 3 X
> J HEX_INDV Phone T3 ?(
[ 3 :

| Leads Web Form 3K
>

— Log Other £ 1K
P MKT
¥ | omB

—| OMB_Case
g/ OMB_Case_Type At least one item must be added to the menu to save this object.

-/ OMB_Disposition
EJ OME_Source

= (~) Custom Object Labels
OMEB_Status

PE OracleServiceCloud Interface Language * Label Description
> =|| Qs coveredca English (U5) | OMB_Source
>
J 550 coveredca_es | Spanish OMEB_Source
b= TMmP

coveredca_esp | Spanish OMB_Source



—| Object Designer = x

) Custom Objects

> J Cases
o cc
o cca
| cFa
* || Chat
=] co
»|_| Complaints
o cm
> J Events
b FF
P | Hex
» | HEX_INDV
> J Leads
=) Log
P MK
¥ | omB
—| OMB_Case
B OMB_Case_Type
g/ OME_Disposition
EJ OME_Source
g | OMB_Status
PE OracleServiceCloud
g =fe
*=] ss0
b= TP

Object Designer > New > Menu Only Object

1_’ Object Summary - Edit

(Status: Undeployed)

*Name

| OMB_Status

(~) Menu Object Options
Menu Items ﬂ Add

| Convert to Menu with Labels| (This action cannot be undone)

Open 3R
Closed T3 ?C
Informal Resolution i1 K

At least one itermn must be added to the menu to save this object.

(~) Custom Object Labels

Interface Language | *Label Description

coveredca English (US) | OMEB_Status
coveredca_es | Spanish OMEB_Status

coveredca_esp | Spanish OMB_Status



Now, add Menu’s to OMB_Case object

Object Designer =& x

) Custom Objects

* Cases

*cc

*=) cca

d=fez

* | Chat

*=l co

* Complaints

> CTI

» Events

» | FF

=] Hex

=] HeX_INDY

* Leads

* =] Log

P MKT

| omB
OME_Cose @
E OMB_Case_Type
&/ OMB_Disposition
E‘ OMB_Source
g OMB_Status

* OracleServiceCloud

*las

] ss0

* =] TP

o

Obiject Fields - Edit
(Status: Undeployed)

() Predefined Fields

List of Fields in OMB_Case Object (14)

[¥] Created Tirme
[#] Created By Account
[¥] Updated Time
[#] Updated By Account

[#] File Attachments
Labels

Descriptions
[#] Motes

Object Lockup | Field Name

Data Type Delete

O [0 Menu
© D ‘_?;' Integer
o CreatedTime @ Date Time
O CreatedByAccount UH Menu
o UpdatedTime @ Date Time
O UpdatedByAccount Menu

o FileAttachments y Files

O MNotes J Motes

o Case_Type Menu

O Status Menu

o Disposition Menu

© Subject A Tet

o Source U Menu

O DateReceived @ Date Time

3 DM MM MM M M M X

Field Details

*Name

[

Field Options &
Is Auto Update
Is Mullable
Is Read Only
I=In Single Field Index

Menu Field Settings &)
*Menu

/

OMB.OMB_Status

= -]

Choose either o dynamic default or define a constant default.

Dynamic Default

Mone

Interface Label

Interface | Language

Constant Default

* Label | Description

coveredca
coveredca_es | Spanish

coveredca_esp | Spanish

English (US)

e
e
)



|=| Object Designer = x

&) Custom Objects

Object Relationships - Edit
(Status: Updated Since Deploy)

> @ Caszes
»)cc Parents of OMB_Case Object (8) [+] Add
* CCA ‘ Main | Type \ﬂ| Parent Object Parent Field Child Field Edit Relationship | Delete
* | CFG @ [ Association OracleServiceCloud.Incident i_id Incident Edit p !
* | Chat @  [H Association OracleServiceCloud.Contact c_id Contact Edit *
*E co @ [ Association OMB.OMB_Status D Status Edit P9
’ Complaints @ HAssoci_ati_on DMB.DMB_S?urce_ _ ]} S:?urce_ _ @ K
* o @ HASSOC-IE‘I.IOH OMB.OMB_Disposition (] Disposition @ P9
@ [l Association OMB.OMB_Case_Type D Caze Type Edit *

* | Events () [Hi Association OracleServiceCloud.Accoun acct_id UpdatedByAccount Edit A
* FF @ [ Association OracleServiceCloud. Accoun acct_id CreatedByAccount Edit x
] HBX
[ HBX_INDV Children of OMB_Case Object (3) [+] Add
=l Leads Type lﬂ Child Object Child Field Parent Field Edit Relationship | Delete
’ Log HI Association OracleServiceCloud.Accoun OMB_Case ] Edit H
# MET HI Association CracleServiceCloud.Contact OMB_Case i Edit K
.,. OME IHI Association OracleServiceCloud.Incident OMB_Case D Edit !

- OMB_Case

B, OMB_Case_Type

.} OMB_Disposition

5.y OMB_Source

B} OMB_Status

m Account

[BE Contact

ﬁ Incident
’ OracleServiceCloud




ADD Icon to Custom Object

IIEEE—E

Start x B W
& Custom Objects D Object Extra Options - Edit
— (Status: Updated Since Deploy)
" Cases
* cc [con Set 9
» ] cea !
»5) cre @ (16x16) Browse. /X Remove 3? 3
|| Chat
# o 9 {24 x24) Browse.. X Remove
* Complaints
» e (32x32) Browse.. J Remove
* Events
=]z .
* (~) Permissions
— || HBX.
# HEX_INDV OMB_Case Permissions [l Select All
* Leads Profile Create  Delete  Read ‘ Update  Personal Notes | All Motes
> _
Log —_CoveredCA Full Admin
P MKT
b_Covere ul min - Enhance
ill ~>>_CoveredCA Full Admin - Enhanced ] ¥
v | OMB
EI'_ OMEB Case _CoveredCA Help Desk
B} OMB_Case_Type Amberleaf Full Admin
B} OMB_Disposition CRT Manager
1
Ev OMB_Source CRT Representative
|
OMB_Stat
. _EJ e CRT Supervisor




ADD Custom field to Incident Object

Configuration > Database > Custom Fields > Incident

1. Create new folder called OMB or Ombudsman

2. Create new field:
&) Custom Fields

*m Staff Account
MBS Contact
Tﬂj Incident
¥i= omB
s OMB_Case
A Callback Number
fH Callback Date/Time
[0 Mumber of KB Articles Used
& | Inquiry Reason
% Disclaimer Read?
* (=) Pitney Bowes
% Closed for 5 Days?
igm| Language
TA carrier
igm| Program Type
& | Interaction Zip
% RequestResponse

s Call Back

[ call Back Reason
% cobrowse
% Created by Chat

ﬁ Call Back Reason - Individual
Fit= mcaliC e

[ Custom Fields - Edit

*Name

| OMB_Case

*Data Type

| Data Details

Default Value

|. Yes/Mo

-] | [No Value]

*Column Name

| omb_case

Indexed
[C] Required on Accessibility Interface
[ Required for Customer Portal

Hint

. Is this an Ombudsman Case?

Motes

Interface Visibility

Interface Language | *Label

coveredca English (US) | OMEB_Case

Hint

Is this an Ombudsman Case?

Admin

End-user

Display Display

Edit

Edit



Create/Import Workspaces

[ OMB Incident WS = x

Subject™ . Incident Ref. &
Type™ [No Valug] B Case ID
Contact™ [ \'l} Application 1D
Status™ [Open 'l Queue” I[No Walue] Vl ACA Appeal H
resared oVl i

[ Create OMB Case l

CalHEERS Tkt No.

CalHEERS Tkt Submited | No Vs ()

CalHEERS Tkt Closed | No V= ()

Messages [ Datails I Contacts I A.ppealshyCumzc:tI Incidents by Contact [

Attachments [ Audit Log | Closad

1 ~|

dIEEE=

i@ OMB Case WS = X

Subject* Incident 1D
Contact | |Q Queue -
OMB Date Received® [No Vaius. @  Status T= -

OMB Case Type* |[No Value]

5

Source |[Ne Value]

OMB Case Status® [[No Value]

z

Notes | Documents | Incidents / Appeals | Audit Log

| Add

Sort | Date - Descending «




Create Script for workload selection

| seriet Pages J
% H Select Workload

fo load appropriate Incident workspace

‘ Escalation Resolution ‘

‘ Appeals ‘

‘ Ombudsman ‘

5. Apply this rule when

E zalation Resolution Button iz clicked
%) Then this nle wil

fire ER Button Click named event

5, Apply this nule when
Appeals Button is clicked
%) Then this rle wil

fire Appeals Button Click named event

5. Apply this rule when

Ombudsman Button iz chcked

%) Then this nle wil
fire Ombudsrnan Button Click, named ewvent

My, Apphy this rule when
page Loaded

(?) But only f
The logged in account's profile equals Mulktw'orkload ER APL OB
% Then this nle wil

ghaw Ombudzman Button

w Cthenwise, this rile wil
hide Ombudsrman Buttan




Create Workflow

WHEM ER Button Click named event fires

Fa
Incident_ER
L‘?@_l Incident

Multiwarkload >

_— ; —
Connectar Lncdent
WHEMN Appeals Button Click named event fires
#
WHEM Ormbudsman Button Click named event fires > Appeal Incident WS

Incident

9
OMB Incident WS

Incident

Assign workflow to default Incident workspace in profile settings

Incident MultiWorkload WF
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