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2 Target Audience 
This document is intended for the following audiences: 

•  CRM Administrators 

•  CRM QA 

3 Overview 
SCRs (Service Center Representatives) will use a softphone to handle all incoming and outgoing phone 
calls. A softphone is an application installed on the agent’s desktop that allows the agent to register 
their physical desktop phone with the router and receive calls transferred from the IVR.  

Information about the call will be stored in RightNow with an association to the Incident that the phone 
call was regarding, the contact who called in and the agent that handled the call. Additional statistics 
about the call will be stored once the call ends. Agent status information will also be sent to the 
softphone from RightNow to allow agents to quickly change their status without switching to the 
softphone application. 

A .NET add‐in will be created to manage the transfer of information between RightNow and the 
softphone. This add‐in will be implemented as a status bar add‐in and will listen for events from the 
softphone to initiate actions in RightNow. 
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3.1 Process Flow 

 

Figure 1 ‐ Call Management Flow 
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4 Call Detail 
 Call detail information, received from the softphone, will be stored in a set of RightNow Custom 
Business Objects (CBOs). A relationship to the associated incident, contact and agent will be stored to 
track historical changes. This information will be available via standard reporting and analytics. 

5 User Interfaces 
All agent interactions like associating a contact or creating an incident will be handled by workflow in 
RightNow. A status bar add‐in will be created to handle the message transfer between RightNow and 
the softphone, but will not display much beyond status information. However, it will also be responsible 
for creating and populating the CallDetail objects and opening the correct workspace/workflow. 

5.1 CallDetail Workflow 
Below is a representation of the workflow agents will traverse when receiving a phone call. 

 

Figure 2 ‐ CallDetail Workflow & Workspaces 

 If the incident ID is populated they will be sent directly to the Incident Workspace 
 The contact search workspace will allow the agent to search for the appropriate contact and 

verify their identity (this will be pre‐populated in the case that there is a contact with a matching 
ANI). The agent can create a new contact if the contact cannot be found. 

 Once a contact has been associated a list of incidents associated with the contact will be shown. 
Only open incidents or those closed within the re‐open window will be displayed. The agent can 
create a new incident if the contact is not calling about an existing one. 
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 The agent is redirected to the incident workspace where they will work the incident and 
eventually end the call 

5.2 Call Interaction Interface 
The majority of call interactions will be handled by the softphone on the agent’s desktop: 
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Figure 3: Contact Information Gathering Script Page 

Any information captured in the “Issue” field prior to identifying or creating the Contact is included in the 
Incident once it is created. 

Contact Quick Search 

The ability to perform a Contact Quick Search is restricted by a staff user’s profile. Contact Quick Search is 
available in the left hand navigation window of the workspace for staff users with profile access.  Staff users 
with Quick Search access can conduct case insensitive1 searches for Contacts by: 

 First Name 

 Last Name 

 Phone 

 Email 

 Postal Code 

                                                      
1 The System shall allow case insensitive search on Last Name, First Name, alphanumeric IDs, and Company Name. 
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Figure 4: Contact Quick Search Filter 

Full Search 

Contact Full Search is available for all staff users to perform searches within RightNow. The System allows 
case insensitive searches for contacts in RightNow by combination of2:  

 Last Name and First Name 

 Last Name, First Name, Phone Number 

 Last Name, First Name, and DOB (R2 for DOB) 

 Last Name, First Name, Phone Number and Zip Code 

 Last Name, Middle Initial, First Name 

 Range for date of last contact (pertinent for all contact types) 

 Phone Number Only 

                                                      
2 The System shall display search results for the purpose of identification including (Refer to R1 Business 
Requirements) 
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 Email Address 

 

Figure 6: Contact Search Results 

2.2.3 Authenticate Caller 
SCRs are presented with a Script5 to read to assist in ensuring the caller is appropriately identified prior to 
proceeding with issue resolution. Scripts are in the Knowledge Management Functional Design and are part 
of the Build Phase of the project. Contacts are identified using any combination of the fields from the display 
of search results in section 2.2.2. 

2.3 Contact Workspace 
The Contact Workspace is used to view, create, or modify information associated with the Contact Record. 
The ability to make changes to the Contact Workspace is restricted by staff user profile. Upon authentication 
of a Contact (if the Contact exists in RightNow at the time of the interaction), the system shall display the 
Contact Workspace to the SCR. 

2.3.1 Creating a New Contact 
If a Contact does not exist in the RightNow database at the time of the interaction, the system shall populate 
the information utilized when searching for the Contact to into the Contact Workspace to assist the staff user 
in creating a new Contact Record 

2.3.2 Anonymous Contacts 
Oracle RightNow requires a Contact for every interaction however the Service Center needs to be able to 
address inquiries from customers who do not wish to provide any personal information. When a customer 
declines to provide their personal information, SCRs can create an Anonymous Contact for the incident that 
is associated only with the information obtained by the system (the ANI and DNIS associated with the call) 
and process the customer’s inquiry using a Contact that does not have any of the customer’s personal 
information6. 

                                                      
5 The System shall provide a dialogue script to authenticate the contact based on predefined business rules (i.e. 
provide a dialogue script by contact type). 
6 The System shall ensure all incidents will be tied to a contact. If contact does not exist, provide SCRs with the ability to 
associate the incident to a dummy Contact record. 
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1.0 Overview 
As a part of the Patient Protection and Affordable Care Act (Affordable Care Act) 
implementation, the State of California established the Covered California Service Center. The 
Covered California Service Center (Service Center) addresses customer inquiries regarding 
healthcare policy changes, insurance eligibility, as well as the application, processing and 
appeals of customer healthcare options. The Oracle RightNow Customer Relationship 
Management (CRM) solution is selected to track Service Center interactions, including customer 
inquiries (Service) and Marketing/Outreach Initiatives (Sales).  

Capabilities in Release 2 include: 
 Campaign Management* 
 Contact Management & 360 Degree View 
 Lead & Opportunity Management 
 Customer Interaction Management 
 Eligibility, Enrollment and Implementation 
 Fulfillment Request Management 
 Quick Sort (this document) 
 Reporting 
NOTE: *There are no additional Campaign Management requirements in Release 2.  
 
Each capability applicable to Release 2 has a separate Functional Design Document.  
 
Technical Interfaces in Release 2 include: 
 I&AM / OAM Security 
 Cisco Computer Telephony Integration (CTI)  
 Pitney Bowes Fulfillment Processing 
 CalHEERS 
 CalHEERS Task List- Business Process Management (BPM) 
 Quick Sort Rules Engine 

1.1 Purpose 
The purpose of this Functional Design Document is to:  

 Address the design solution for each requirement and process flow provided by the 
Accenture Plan and Analyze team for CRM Release 2 (10/1 – 12/31)  in the 
Requirements Document/Solution Blueprint and Quick Sort Requirements Blueprint 
(SCR 19) 

 Provide a foundation for the Configuration Team to configure and build the RightNow 
Workspaces for Covered California Service Center  
 

As a reference tool for configuration, this document serves as the basis for communication 
between the Client Service Center Team, Accenture Project Team, and the RightNow 
Application Owner, and its content should be comprehensive but easily understandable. 

1.2 Terminology 
The following terminology is used in this document:  
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Based on the Language and County of Residence identified by the Customer, the Oracle 
RightNow add-in will display to the SCR the County Code and County Phone Number.  To 
perform the transfer, the SCR puts the Customer on-hold and initiates an outbound call to the 
County of Residence (phone number is available in Quick Dial List of Softphone). The County 
IVR/Phone System prompts the SCR for County Code, Language Code, and the Tracer ID. The 
SCR will manually input the information, and the call is routed to the county worker.  

If a redirect is required due to no available agents or if the Customer wishes to place the call at 
a later time, the SCR will provide the Customer the Tracer ID number, and instruct the 
Customer to provide the number to the agent.  

2.2.2.2 Storage	of	Quick	Sort	Data		
Oracle RightNow stores the Tracer ID, information entered into the Quick Sort calculator, and 
the Outcome of the Calculation in a separate table for reporting.  Information stored in this table 
is available through a ‘Quick Sort Data Report’ to the Command Center and Administrative 
Profiles. 

The Custom Fields with record of Quick Sort use, Date, and Outcome listed in Table 5 will be 
added to the initial CRM Incident. These values, in addition to the Incident Number and 
Disposition, are included in the ‘Quick Sort Incident Report’ noted in Section 2.2.1.2 above.  

2.3 Quick Sort Management and Updates  
The OPA Rules Engine stores the set of roles and profiles allowed to update the Quick Sort 
outcomes. These updates occur on an ad-hoc basis. When a rule or question is updated in the 
Rules Engine, a CRM administrator must be manually notified to update the applicable Private 
Note templates or Calculator values. Oracle RightNow stores the ‘Quick Sort Data Report’ and 
‘Quick Sort Incident Report’, as defined in this document. A continuous review of referral metrics 
will be held by Service Center management to determine the need for Quicksort cut off point 
adjustments.  
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