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Customer Service User Guide Overview

The Customer Service System provides the ability to record, maintain and action any requests or
complaints that are received by Council. These requests can be received from existing Council
customers, customers outside of the Council area or from internal staff. A request is considered to be a
request for information only, a request for action, a complaint about Council services or a complaint about
action taken on a previous request.

The Customer Service System is integrated to Name and Address, Property, Street/Suburb,
Infringements, Applications, Licensing, Animals, Rates, Registers and Work Flow.
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Parameters
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Parameters

This section details the setting up of parameters to be used within the Customer Service Application.

The following topics are covered in this chapter:

Customer Service Parameters

Multi Request Maintenance Parameters
Secured Functions

Secured Functions Maintenance
Assets Management Interface
DynaRep Call Manager Interface

GIS Interface

Request Status Maintenance

Reguest Type Maintenance

Contact Type Maintenance

Reguestor Type Maintenance

Role Type Filter

Merge Type Parameters

Extract Type Parameters

User Defined Labels

User Action Parameters

Policy and Procedure Documents
Reguest Summary — Secured Function Codes
History Log Action Parameters
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Customer Service Parameters

Customer Service System Parameters Form

The Customer Service System Parameters are designed to set up a Request Number Range, New
Request Messages, Additional Notes and Reminder Messages.

g Customer Service System Parameters =]

Last Reguest Mumber I12Ii1ﬂ

Dite Received [Modification to any date - | Link Ward From Property v
Override Priority v Link vard From StreetiSuburk v
Requestor Type Mandatory [ E-mail History [+
Prompt to Motes an Mew Request [v Keep Message Body v
History Laog Merge Type [HISTLOG | [History Log |
— Hew Request Defaults
Default Cortact Type Code  |C ;}I Counter Encuiry
Default Reguestor Type Code  |P il Pubilic
Default Reference Type 1 [KEYWORD ;}I W eyvard
Default Reference Type 2 |[HAME ;}I Mame Details
Default Reference Type 3 |ADDRESS il Acdrezz Details
Default Reference Type 4 [PHOME ;}I Phione Mumber
Default Merge Type [COVER | [Cover Sheet
—Hansen Asset Management Interface
Hanzen Product Code  |[AMASTR il Azzethaster Aszet Management System
Hanzen Reference Type |ASSETHUM ;}I Lzzethdaster Asset Mumber
E-mail Matifications Recipient  [KAJ E Kelly Jamieson | |ke||3-'.jamiesan@infur.cam
15 Mata Publishing Cannectar [
Deta Bulfisting User [0 [Pathway | Deta Bublisting Passsyord [
Data Publishing Database [PthRel030F

— Options
I Request Maintenance Messages I Priority Escalation/Hold Parameters
| Print Job Card Parameters | Multi Reque=st Maintenance Parameters

oK Cancel

Customer Service System Parameters Form

Last Request Number

The Next Request Number is designed to display the Number that the Requests are at. As a Request is
entered the Number will increment by 1. If a Request is begun and then deleted, prior to saving the
Request, this number is then lost from the Range. It is not recommended that a User modify this number
once created.

Date Received
This field allows you to nominate whether or not the Date Received on the Request may be modified.

The Date Received is automatically entered by the system and uses the system date/time function.
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Three options are available:-
= Modification to an earlier date
On Request Entry the user may modify the Date Received to any date prior to the system date.

= No Modification
On Request Entry the user may not modify the Date Received.

= Modification to any date
On Request Entry the user may assign any date to the Date Received field.

Override Priority
Turning this flag on allows the User to modify the Priority set against a Request Type. If the box is left
unchecked, then the User may not modify the Priority of the Request.

The Request Type determines the priority of the request. Priority overrides may be set at the Requestor
level.

Requestor Type Mandatory
If this field is checked on, then the User is forced to enter a Requestor when adding a Request Type. A
Requestor is the Person that requires some action to be taken by Council.

Prompt to Notes on New Request

Check this flag on to activate the functionality of prompting to the Notes field upon entering a new
Request. The next field that will be prompted to, after selecting the ‘Tab’ key will be the Request Type. If
this flag is set to ‘Off’, then the normal prompting will be performed, i.e. the first field prompted to on the
Customer Service Request Entry screen will be the Request Type field. The Notes field will still be
maintainable and allow entry by the user.

Note: This is a secured function. Authority is required for access to this field.

History Log Merge Type

This field allows the user to specify a default Merge Type to be used when the ‘Print’ button is pressed on
the History Log Enquiry form. This is part of the Authorised Function “Customer Service History Logging”
and as such will not be visible on this form if the user does not have access to this function.

Note: This is a secured function. Authority is required for access to this field.

Link Ward from Property

If this option is checked on, then when a Property is linked to the Customer Service Request, the Ward in
which the Property resides will automatically be linked to the Customer Service Request. This depends
on the Ward module link being selected for the associated Request Type. If the Ward module link is not
available for the selected Request Type then the Ward details are not created. This flag will be set on as
the default.

Link Ward from Street/Suburb

If this option is checked on, then when a Street/Suburb location is linked to the Customer Service
Request, the Ward in which the Street/Suburb resides will automatically be linked to the Customer
Service Request. This depends on the Ward module link being selected for the associated Request
Type. If the Ward module link is not available for the selected Request Type then the Ward details are
not created. This flag will be set on as the default.

Email History

The ‘Email History’ flag allows the user to determine whether a history of all emails that are sent on behalf
of a Customer Request are recorded against the Request. When this option is checked on all emails that
are sent on behalf of a Request will be recorded and available for viewing from Request Maintenance.

To access this function, from within Request Entry/Enquiry, click on the Options pull down menu and
select the ‘Email History’ option. This will display a selection form ‘Email Log Selection’ of all emails sent
for the current Request. Individual emails may then be displayed showing the originating user, the Date
and Time the email was sent, all recipients of the email, the message text and a list of any attachments
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included in the email. Note that the attachments are the links to the original attached objects, not the
objects themselves. In the case of a failure to send an email, an additional error code field will be
displayed along with the user details etc. The user can double-click on this field to better view the error
text associated with the failure.

Keep Message Body

The ‘Keep Message Body’ flag allows the user to determine whether the ‘Message Body’ of the email that
is sent by a Request is also kept as part of the Email History. When the ‘Email History’ flag is checked
off, the ‘Keep Message Body’ option will not be available.

Default Contact Type Code

These fields are used to set up a default Contact Type for Customer Service. The Contact Type is a
default code used to assign to each Request Type. The Contact Type is usually how the Request was
received. For example this may be by Phone, Mail, E-mail etc. The user may simply key the code they
know is assigned to the default Contact Type, or Use the Pop Up Button to select from the list of
Predefined Contact Types. Contact Types are established using Contact Type Maintenance. This is a
mandatory field.

Default Requestor Type Code

These fields can be used to set up a default Requestor Type for Customer Service. The default
Requestor Type allows the establishment of a default Requestor Type that may make a Customer
Request to the Council. The user may simply key the code, or Use the Pop Up Button to select from the
list of Predefined Requestor Types. Requestor Types are established within Requestor Type
Maintenance under Parameters.

Default Reference Type 1

Up to four default Reference Types can be defined. Reference fields of these Types will then be
displayed on the Request Entry/Maintenance screen for all Request Types. If only one Reference Type is
defined at the Parameter level, then only one Reference field will appear on the Request
Entry/Maintenance screen. Enter a Default Reference Type or make a selection from the Reference
Type Pop Up.

Note: This is a secured function. Authority is required for access to this field.

Default Reference Type 2

Up to four default Reference Types can be defined. Reference fields of these Types will then be
displayed on the Request Entry/Maintenance screen for all Request Types. If only one Reference Type is
defined at the Parameter level, then only one Reference field will appear on the Request
Entry/Maintenance screen. Enter a Default Reference Type or make a selection from the Reference
Type Pop Up.

Note: This is a secured function. Authority is required for access to this field.

Default Reference Type 3

Up to four default Reference Types can be defined. Reference fields of these Types will then be
displayed on the Request Entry/Maintenance screen for all Request Types. If only one Reference Type is
defined at the Parameter level, then only one Reference field will appear on the Request
Entry/Maintenance screen. Enter a Default Reference Type or make a selection from the Reference
Type Pop Up.

Note: This is a secured function. Authority is required for access to this field.

Default Reference Type 4

Up to four default Reference Types can be defined. Reference fields of these Types will then be
displayed on the Request Entry/Maintenance screen for all Request Types. If only one Reference Type is
defined at the Parameter level, then only one Reference field will appear on the Request
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Entry/Maintenance screen. Enter a Default Reference Type or make a selection from the Reference
Type Pop Up.

Note: This is a secured function. Authority is required for access to this field.

Default Merge Type

Enter a Default Merge Type or make a selection from the Merge Type Pop Up. This Merge Type will be
defaulted into ‘Print Maintenance’, which is accessed when the Print Button is selected in Customer
Service Request Entry/Maintenance, only if the Request Type does not have a default Merge Type
defined.

Note: This is a secured function. Authority is required for access to this field.

Assets Management Interface

Assets Product Code

This field allows the user to enter or select an Assets Maintenance product. Enter an Assets Product
Code or make a selection from the Assets Pop Up.

Note: This is a secured function. Authority is required for access to this field.

Assets Reference Type

This field allows the user to enter or select an associated Assets Reference Type. Enter an Assets
Reference Type or make a selection from the Reference Type Pop Up. (This Reference Type must firstly
be set up within References.)

Note: This is a secured function. Authority is required for access to this field.

E-mail Notifications Recipient

The Asset Management Interface area frame now contains a new field (as of Release 3.05) labelled E-
mail Notifications Recipient. The associated pop-up button provides access to the standard User Pop-up
form to allow the selection of the nominated User. (Note that the pop-up form will only display Pathway
Users that have an e-mail address defined.)

This field allows the Pathway User to whom e-mail notifications from the Asset Management interface
should be sent, to be nominated:-

Use Data Publishing Connector

The Use Data Publishing Connector field is available when the selected Asset Product is the Hansen
Asset Management System. This field governs whether the Hansen Data Publishing interface should be
used in supporting integration with the Hansen Asset Management System.

Note: This is a secured function. Authority is required for access to this field.

Data Publishing User ID

The Data Publishing User ID field is available when the Use Data Publishing Connector field is activated.
This field enables Council to specify the User ID that may be required by the Hansen Data Publishing
Connector to make calls to the Hansen Asset Management System.

Note: This is a secured function. Authority is required for access to this field.

Data Publishing Password
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The Data Publishing User Password field is available when the Use Data Publishing Connector field is
activated. This field enables Council to specify the Password that may be required by the Hansen Data
Publishing Connector to make calls to the Hansen Asset Management System.

Note: This is a secured function. Authority is required for access to this field.

Data Publishing Database

The Data Publishing Database field is available when the Use Data Publishing Connector field is
activated. This field enables Council to specify a database name, which identifies the Pathway
environment that makes calls to the Hansen Data Publishing connector.

Note: This is a secured function. Authority is required for access to this field.

HANSEN INTERFACE GLYPH

This is an enhancement for when using Hansen Asset Management System. It will allow a URL hot link
to be displayed in Pathway Customer Service system. The glyph shown will be a Witches Hat as shown
below. It will be red in colour if a Hansen Request has been created,

& Request Maintenance

= 4
Request Humber 1220
System Date Entered  [30-May-2002 09:26:21 |
Date Received | 30-May-2002 09:26:21 Respond by Date
Reqguest Type Code m ﬂ Hanzen test request type
Receiving Officer | CHICCOE ﬂ Eddi Chicco
Responsible Officer | CHICCOE ﬂ Eddi Chicco
Actioning Officer | CHICCOE ﬂ Eddi Chicco
Cortact Type Code P ﬂ Telephone
Reguestor Type Code ﬂ
Reguest Status | INPROGRESS ﬂ In Progress System Completion Date |
Date RespondediTime Taken Days W Working Days W
Priority |2 Lv3 Diate Priority Last Modified |30-May-2002 0o 26: 24
Mates Summary |24-Fek-2002 11: 2500 - Helen Liv - GEMERAL ~
Mesy weark order (1052) crested, and as=signed to MARTINE STEYEMSON (1691 Woark order created
from SR screen, ie. auto linked. “
Marme | | [ Muttiple Links
Propetty B d O
StrestiSuburh B3 d O
Heywword Mame Details
Address Details Phone Mumber
Options
J Hotes J References J J
J Macules J Tasks J J J
Copy | Print | ok Cancel

. and it will be yellow in colour if a Hansen Request has not been created.
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H| Request Maintenance E@E
= &
Request Humber 4361
System Date Entered |1 7-May-2007 11:11:14 |

Date Received | 17-May-2007 11:11:14 Respaond by Date
Reqguest Type Code ﬂ Animal Reguests
Receiving Officer | AMANDA ﬂ Amanda Morris
Respaonsible Officer |CHICCOE ﬂ Edidi Chicco
Actioning Officer | CHICCOE ﬂ Edidi Chicco
Cortact Type Code € ﬂ (Counter Encuiry
Reguestar Type Code R ﬂ Fesident
Request Status | UHACTIOHED ﬂ IInactioned Systemn Completion Date |
Date RespondediTime Taken Days w Working Days -
Priority |3 Date Priority Last Modified |1 F-Mlary-2007 11:11:14
hlotes Summary |17 -hiay-2007 11:11:21 - Amanda Morris - GENERAL £
link to infringements
v
Anitmal B s | [ Multiple Links
Mame [Mrs Amanda Jayne Morris - 05837261110 (Business Phone Mumber) = s 1
Keyword Mame Details
Address Details Phane Mumkber
Options
J Hotes J References J View Letter J Guestionnaire
J Modules J Tasks J Creste Letter J E-mail History J
Copy. | Print | | oK | | Cancel |

We know that a Hansen Request has been created when there is a Reference for the Reference Type
specified in the Customer Service System Parameters for the Assets Reference Type.

B Customer, Service System Parameters g@@
Lazt Reguest Mumber | FETF]
Date Received | Meodification to any date w Link 'iard From Property
Creertide Priority Link Wvard From StreetiSuburb
Reguestor Type Mandzatary [ E-mail Histary
Prompt to Mates an Mew Request [ Heep Message Body
Histary Log Merge Type HISTLOG ﬂ |His’[0r'f Log |
Hew Request Defaults
Default Contact Type Code | » (Counter Enguiry
Default Reguestar Type Code R z Resident
Default Reference Type 1 KEVWORD » Weyniard
Default Reference Type 2 HAME z IMame Detailz
Default Reference Type 3 ADDRESS = Lcdress Details
Default Reference Type 4 |PHOHE E Fhone Muimber
Defaultt Merge Type LETTER | # | |General Letter
Aszsets Management Interface
Aszsets Product Code  HAHSEH _® | |Hanzen &s=et Management System
Azsets Reference Type |HAHSEHN » Hanzen Request
Options —
J Request Maintenance Messages __ | Priority Escalation Parameters
J Print Job Card Parameters __ | Multi Request Maintenance Parameters
(o4 Cancel

If the glyph is red or yellow and the user clicks on it then a parameter defined URL will be opened and the
relevant Hansen record displayed via a Web form.

The parameter defined URL needs to be defined in the Additional Parameters for Assets Product Code
‘HANSEN’ in Menu Option ‘System Administration >> Customer Service >> Asset Management Product
Maintenance’ as follows:

Infor Local Government 13 July, 2017 Page 10



Customer Service User Guide Parameters

B Assets Management Product Maintenance g@@

Azsets Product Code  [HANSEN
EE I Hansen Asset Management System

Executakle Path
Active
Interface Protocol  |Com

DDE System
DDE Topic
Additional Parameters |YRL=http://ccinfobaseinfobase/SrSearchResult.aspx?

(0] 4 Cancel

Using the above information the URL will be:
http://ccinfobase/infobase/SrSearchResult.aspx?SERVNO=1220

The SERVNO is the Customer Service Request Number.

Options - Request Maintenance Messages
Selection of this Option button displays the Request Message Maintenance form.

Options - Priority Escalation/Hold Parameters
Selection of this Option button displays the Priority Escalation/Hold Parameter Maintenance form.

Options — Print Job Card Parameters
Selection of this button displays the Job Card Report Parameter Maintenance form.

Options — Multi Request Maintenance Parameters
Selection of this button displays the Multi Request Maintenance Parameters form.

Request Message Maintenance Form

Text may be entered on this form to display in allocation emails which are to be sent when a new Request
is created, an existing request is maintained (perhaps the Actioning officer is changed), new notes are
added, or the Request has its Priority escalated.
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H Request Message Maintenance H=] 3
Mew Reguest Message |, Hew Request has been created for which you are the ;I
Responsible Officer.
=
Additional Motes  |additional Hotes have been added to a Request. ;I
=
Reminder Mezsage [A Request Requires Attention! ;I
=
ok | LCancel |

Request Message Maintenance Form

New Request Message
This field allows the user to enter a specific Message that will be used when an e-mail is sent to the
Actioning Officer to advise that a new request has been entered. Up to 250 characters may be entered.

Additional Notes

This field allows the user to enter a specific Message that will be used when an e-mail is sent to the
Actioning Officer to advise that changes to the Notes on a request for which that user is responsible has
been made. Up to 250 characters may be entered.

If the current user changing notes on a request is also the Actioning Officer then no e-mail will be sent.

Reminder Message

This field allows the user to enter a specific Message that will be used when an e-mail is sent to the
Actioning Officer to advise that a request for which that user is responsible is (or will be) overdue. Up to
250 characters may be entered.

Priority Escalation/Hold Parameter Maintenance Form

Functionality has been introduced (in Release 2.15) to enable a Request’s Priority to be escalated by a
background batch job and emails to be sent to chosen Pathway users with Request details and
escalation/re-notification messages. (The existing “Automatic Priority Escalation” function remains
unchanged.)

The process of Request escalation is driven by batch jobs running on a Background Job Queue.

Under the modification, a Request’s Priority is escalated if a pre-defined checkpoint is reached without
the Request having been completed. The pre-defined checkpoints (i.e. priority escalation parameters),
which are defined via the existing Priority Escalation Maintenance function against a Request Type, are
used to calculate the escalation date/time and determine the recipients to whom the emails are sent. The
existing Priority Escalation Parameter Maintenance, which is part of System Parameter Maintenance,
now allows a user to choose whether to use this enhanced function or not. Similar to the existing manual
option “Automatic Priority Escalation” function, the Automatic Priority Escalation flag against a Request
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Type is also used to control the “Background Request Escalation” function for the particular Request
Type.

The Priority Escalation Parameter Maintenance form includes a new checkbox, “Use Background
Escalation”, to allow a user to check the “Background Priority Escalation” function on or off. When the
“Use Background Escalation” is checked on from off, new background escalation jobs are submitted for
all incomplete Requests in the system if their Request Type’s priority escalation parameters are present.

Additionally, sites utilising this enhanced function will need a Background Job Queue running, preferably
one dedicated to the Customer Service application. It is important that the machine used is Windows-
based and has an emalil client configured. Emails sent from this machine will appear to be from the user
who is logged on to it.

Background Request Escalation Processing — How it works

The process of Background Request Escalation is handled by batch jobs running on a Background Job
Queue. The Background Job Queue needs to be specified in System Parameters. To set this up
proceed as follows:
1. Access System Administrator>>System Parameters
2. Select Application Code Maintenance
3. Place focus on the Customer Service Application
4. In Application Details, select the Background Job Queue Pop Up button and select the Job
Queue created in Batch Processing for this purpose (e.g. ACRBGRD — Customer Service
Background Processing Queue)
5. Click OK to save the details

B Application Code Maintenance 10| =l
— Application - Description Active —Licence -Interface =
ACR Customer Seruicf'e | -
AN Administration Conversion ...l
ARP Administration Report |

CAR Accounts Receivable Interface
Al Auditing

CBT Batch Processing

CCL Calendar

CCP Customer Profile

O Core Conversion

AR AR]

— Application Details
Default Calendar  [WORKFLOW il orkflow testing calendar
Stanclare Update Queus |STAHDARD L)I Standard Job Queue
Standard Report Gueus  [STAHDARD il Stanclard Job Queue
Alernate Report Gueus  |STAHDARD L)I Standard Job Queue
Background Job Gueue |ACREXTRHL il Customer Service Background Processing Queue
Default User [DEFAULT | [Default User

i I Cancel

To enable this enhanced function, the Priority Escalation Parameter (as part of Customer Service System
Parameters) “Use Background Escalation” also needs to be checked on.

Each time a Request is created, by whatever means, a check is made for priority escalation parameters
and the Automatic Priority Escalation flag against the relevant Request Type. |If priority escalation
parameters are present and the Automatic Priority Escalation flag is checked on, a delayed job is
submitted to the Background Job Queue used by Customer Service. It is set to run at the time the first
escalation is due for the Request.

When the escalation processing job for a Request runs, it sends emails to the appropriate recipients. Of
course, there is no escalation performed and no emails are issued if the Request has been completed or
if the Automatic Priority Escalation flag has been checked off.
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The Calendar against a Request Type (if specified) and the Calendar Format against a Request are used
in determining the next escalation date. For example, take a Request with a Calendar Format of Working
Days, where the calendar specifies a working day of 8:30 AM to 5:00 PM. If the last modified date (for a
new Request it is the receiving date) for a Request is at 10:00 AM on Friday, with the next escalation due
to be sent 10 hours after last modified date, the escalation job is sent at 11:30 AM on next Monday.

The background escalation jobs for existing Requests created before Rel.2.15 are submitted by
maintaining the System Parameters. When a user ticks on the “Use Background Escalation” on the
Priority Escalation Parameter Maintenance screen, new background escalation jobs are submitted for
each incomplete Request in the system if its Request Type’s priority escalation parameters are present
and the Automatic Priority Escalation flag is checked on.

To cover all eventualities, whenever the priority escalation parameters against a Request Type are
modified, a different background job runs to submit new escalation jobs for incomplete Requests of the
relevant type. Additionally, if a Request’s Priority changes, for example, changed by a user manually, a
new escalation job is submitted. Escalation processing jobs are able to detect whether they've been
“superseded” by another job, in which case they exit immediately, without sending any emails or
submitting further jobs. This prevents a build-up of escalation jobs servicing the same Request.

The subject lines and message bodies of emails sent to selected Pathway users about an individual
Request are dependent on the Request’s Priority. For a Request with Priority 2, 3, 4 or 5, the recipient(s)
receives an escalation message as defined on the Priority Escalation Parameter Maintenance (as part of
the System Parameters) with a subject line similar to the following:

Priority Escalation: Request 54357 Priority 3: has been escalated.
For a Request with Priority 1, the recipient(s) receives a re-notification message as defined on the Priority
Escalation Parameter Maintenance (as part of the System Parameters) with a subject line similar to the
following:

Priority Escalation: Request 54358 Priority 1: has been re-escalated.
The message also contains a “.pth” file as an attachment. Opening this activates the Request

Maintenance form in a new Pathway session in the relevant environment, allowing access to the details of
the Request.
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& Priority Escalation/Hold Parameter Maintenance

— Priority Escalation Parameters
E=zcalation Message

Renatification M2ssade |The Customer Service Request has not been actioned in :I
the specified time frame. This Request is already a
Priority 1 and must be attended to.

lUse Background Escalation [

— On Hold Parameters

On Hold Reactivation Message |Request was on hold but now reactivated and will be :I
subject to normal escalation processing.

[ -
Iz Respond By Date affected by On Hold [
On Hold Baseine Date  [Respond By Date =]
Re=ubmit &l On Hold completion jobs now [
oK Cancel

Priority Escalation/Hold Parameter Maintenance Form

Escalation Message

This field holds the email message text that will be sent when the priority on a Request is escalated. Up to
250 characters may be entered.

The subject on the email message will read “Request <Request Number>, <Request Type Description>
has been escalated”

Renotification Message

This field will hold the message text that will be sent when a priority one Request has not been actioned in
the allocated time frame. Up to 250 characters may be entered.

The subject on the email message will read “Request <Request Number>, <Request Type Description>
has been re-escalated”

Use Background Escalation

If this flag is checked ON while the Background Job Queue is not started and the OK button clicked on
this form then the following message will display:

“Existing escalation jobs for Requests with the relevant Request Type could not be superseded. The
Background Job Queue is not started.”

The user will need to start the Background Job Queue.

If the background job queue is started, a new background job to supersede existing escalation jobs will
be submitted. When this job is started, it will submit a new escalation job for each incomplete Request in
the system. (See further details under “Background Request Escalation Processing — How it works”

(13))

On Hold Reactivation Message

This message is sent to the Actioning and/or Responsible Officer when a Request that has been On Hold
is automatically reactivated by the system at the completion of the hold duration (as specified against the
Request Status parameters).
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Is Respond By Date affected by On Hold

When a Request is placed On Hold the system will recalculate/adjust the Respond By Date for a Request
if this option is checked. If it is not checked, the Respond By Date will be unaffected.

When checked, the Respond By Date will be calculated as:

Respond By Date = Today’s Date (ie. Date Placed On Hold) + Hold Duration + Normal Duration for
Current Priority

On Hold Base-line Date
This determines the date from which the On Hold duration will be applied.
Can be set to “Respond By Date” or “Today’s Date” (default).

E.g. If hold duration is 90 days and this setting is set to “Today’s Date”, then the Hold completion will be
scheduled for 90 days from today. If, however, this setting is “Respond By Date”, then the 90 days is
calculated from the Respond By Date entered on the Request.

It should be noted that if this is set to “Respond By Date” and “Is Respond By Date affected by On Hold”
is enabled, then the On Hold Completion date will be the same as the Respond By Date.

Resubmit all On Hold completion jobs now
This will recalculate and resubmit the Hold completion jobs for all Requests which currently have an On
Hold Status when this parameter form is saved.

This might be used for new sites after conversion from another system or if for some reason the
Background Batch Queue for Customer Service has been cleared or changed.

Job Card Report Parameter Maintenance Form

The Job Card Report Parameter Maintenance form allows the user to nominate Name Links, Location
Links, References, a Questionnaire, Notes and an option to Print the Action Page. See further details
under Job Card Button in Request Selection.

E Job Card Report Parameter Maintenance =]
— Hame Links Selection Communication Types Selection
Communication Type 1 [Work Phone Humber ;}I
L Communication Type 2 Home Phone Humber |
SET T e Commurication Type 3 [Mobile Phone Humber |
Trigonas Hame Link P -
Communication Type 4 |e-ma|| address ;}I
— Location Links Selection Property Reference Types Selection
Property A-a il
Street'Suburb ADL - Test for Adelaide City
Ward AUCKCODE - auckland code for checking - many
Property Request B5 HO - Building Surveyor Humber ;I
— Reference Types Selection Other Options
ADDRESS - Address Details a Print Guestionnaire v

CODE - User Defined Code for Lookup Print Motes |7

EPWADDR. - ePathway Pusial_ Address Notes DateTime |I]escending ;I
EPWEMAIL - ePathway e-Mail Address ;I Prirt Action Page [V

— Printer Selection
Defallt Printer [ba % | [Motepad ide |

ok Cancel
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Job Card Report Parameter Maintenance form

Name Links Selection
The Name Link Selection field allows the selection of the Module Link that represents the “Customer” or
the “Client” of the Job Card. When the Name details are printed, the mailing address of the name will
also be printed. In the case of multiple names for the link against the Request, all names and mailing
address will be printed.

When the name module link is defined, the ability to select up to four (4) Name and Address
Communication Types is also provided to allow contact numbers to be extracted onto the Job Card.

Location Links Selection

The Location Link Selection field allows the selection of the Module Links that represent the location of
the issue. Any Property based link will be able to be selected, i.e. Any Property or Street/Suburb based
link. The ward Module link will also be available for extraction.

When the Location Links are printed, the formatted location details will be displayed as per current on-
screen functionality.

For each Property Link the ability to select Property References is available. The user may nominate
which references to extract to the Job Card.

Reference Types Selection
The Reference Types Selection field displays the Reference Types that are available in Customer
Service. The user is able to select which Reference Types are to be printed on the Job Card.

Communication Types Selection

When the name module link is defined, the Communication Types Selection fields allow the user to select
up to 4 Name and Address Communication Types to allow contact numbers to be extracted onto the Job
Card.

Property Reference Types Selection
For each Property Link the user is able to select Property References. The user may nominate which
references to extract to the Job Card.

Other Options
The user is able to nominate whether the Questionnaire details will be printed on the Job Card.

The user is able to nominate whether Notes should be printed on the Job Card and in which order they
should be printed, i.e. Descending or Ascending Date Order. When the Report is printed, security
relating to Note Types will take effect and any Notes which the user, who is printing the Job Card, does
not have access to, will not be printed.

The Print Action Page option is an ON\OFF indicator which will default to OFF. This option requests
that an Action Page be printed that will allow the Actioning Officer to record any actions taken for the Job.
This will then allow data entry to occur once the Actioning Officer has returned and completed the job.

Printer Selection

The Printer Selection fields allow the user to define the “Printer” to be used. The list of Printers will be
sourced from those defined within Pathway. The selected Printer will be used when printing the Job Card
Report.
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Multi Request Maintenance Parameters

Bulk Function Search Profile Form

This form (which is accessed via System Administration>>Customer Service>>Bulk Function
Maintenance) enables a search to be performed over the Bulk Functions to retrieve a specific record, or a
general search may be performed by selecting the Search button with no criteria specified.

B Bulk Function Search Profile =10 x|

Function Mame
Description

Search Close

Bulk Function Search Profile form

Function Name/Description

These fields allow a Function Name and/or Description to be entered to initiate a Search using the Search
button.

Bulk Function Selection

This form (which is accessed via System Administration>>Customer Service>>Bulk Function
Maintenance) displays the nine Bulk Functions which are available in Customer Service.

B Bulk Function Selection O] x|

— Function Kame Description Active —
ADDMNTE 2dd Motes
ADDREF &dd Reference
CRTLET Creste Letter
PRIMT Prirt
IPTACT pdate &ctioning Officer
IIPTCOM |pdate Contact Type
UPTRE= Update Responsible Officer
IIPTSTA | pdate Status
WAF LAY FeLn Wiork flowy

Display Close

Bulk Function Selection form
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Function Name/Description
These fields display the Function Name and Description of the Bulk Functions which are available.

Active Flag
The Active Flag indicates if the Bulk Function is available for use. This Flag is not maintainable on this
form.

Bulk Function Maintenance/Enquiry

This form (which is accessed via System Administration>>Customer Service>>Bulk Function
Maintenance) displays details of each Bulk Function. It is available only in Enquiry mode unless logged on
as Administrator which will allow maintenance on this form.

=10l x|

Function Mame  [PRINT |
Description  |Print
Active v

Close

Bulk Function Enquiry form

Function Name/Description
These fields display the Name and Description of the selected Bulk Function.

Active Flag
The Active flag indicates if the Bulk Function is available for use. This flag is not maintainable in Enquiry
mode.

Multi Request Maintenance Parameters form

This form allows available Bulk Functions to be assigned for use.
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B Multi Request Maintenance Parameters -0l =|
— Available Bulk Functions — Assigned Bulk Functions
. |— ADDMNTE Add Motes
ADDREF Add Reference
CRTLET Create Letter
NE PRIMT Pririt
= IPTACT pdate Actioning Officer
IPTCOR pdate Cortact Type
IFTRES pdate Responsible Officer
B
IIPTSTA pdate Status
LY RN Work flow
«F
—Search Profile
Function Mame
Description
Search | ol I Cancel

Multi Request Maintenance Parameters form

Available Bulk Functions

Fields on the left-hand side of the form contain Bulk Functions which are available to be assigned. To
select one, ensure focus is on it and select the ‘Select’ button.

Assigned Bulk Functions

Fields on the right-hand side of the form contain Bulk Functions which have been assigned. To unassign
one, ensure focus is on it and select the ‘Remove’ button.

Search Profile — Function Name/Description

Enter a Function Name and/or Description on which to perform a search. This is useful when there are
more than 9 records.
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Secured Functions

The following secured functions can be assigned to specific users of Pathway. These secured functions
are defined per Request Type. The use of each function relates to each Request Type that has the
function set as ‘In use’.

e Ability to create a Request

Ability to delete a Request

Ability to change the Request Type of a Request

Ability to change the Date Responded on a Request

Ability to change the Duration and Time Units on a Request

Ability to change Module links on a Request

Note Maintenance

Ability to create a Request

This controls not only the “New” button that is available, but also the Request Types that can be used by
a specified user when creating a new request.

If this function is in use then the “New” button will be controlled based on the current user of Pathway. If
the user is not assigned to this secured function against any Request Type then the “New” button will be
hidden.

If this option is not set as in use for any Request Type then the “New” button will always be available.

Ability to delete a Request

If this function is in use for the specified Request Type then only authorised users will be allowed to delete
a Request of the specified Request Type.

This check will only be performed when a Request is maintained.

In entry mode a Request will be able to be deleted by the entering user.

User authority will also be checked when the “Purging Requests” batch process is executed.

Ability to change a Request Type

If this function is in use for the specified Request Type, then only authorised users will be able to change
the Request Type of the Request. The user will be able to change the Request Type to a Request based
on the authorised settings.

When a request is being entered the ability to change the Request Type will be available to the user
entering the request regardless of any authority settings.

If this function is not in use then any user will be able to change the Request Type.

Ability to change the Date responded

If this function is in use for the specified Request Type, then only authorised users will be able to change
the Date Responded.

This will be active in entry or maintenance mode. This is because a request could be actioned as it is
entered.

If this function is not in use then the user will be able to change the Date Responded as per current
behaviour.

Ability to change Duration and Time Units

If this function is in use for the specified Request Type, then only authorised users will be able to change
the duration and time units that are calculated.

This will be active in entry or maintenance mode. This is because a request could be actioned as it is
entered.

If this function is not in use then the user will be able to change the Duration and Time Units as per
current behaviour.

Ability to change Module Links

If this function is in use, this will allow the nominated user to add and delete module links to the customer
service request. This will be controlled during maintenance only, and not enforced when a request is
being entered.

If the function is not in use then the user will be able to maintain the module links as per current
behaviour.
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Note Maintenance

The ability to “Add”, “Delete” and “Supervisor Editing” access is required for Notes against a Request.
The ability to Add Notes controls which users can add notes to a Request of the specified Request Type.
The ability to Delete Notes controls which users can delete notes against the request for which they are
not the author. The author of the note will always be allowed to delete notes that they have added. The
author of the note is the “Responsible Officer” against the note.

“Supervisory Editing” will be allowed so that users can access a note that has been entered by another
user and check on the ‘Allow Editing’ flag, if it is checked off. This will then allow the user to update the
note details and make changes as required.

Updating Security Functions

Housekeeping functions have been created to allow the maintenance of secured functions against
Request Types. This allows system administrators of Customer Service to quickly and efficiently assign
and de-assign the relevant secured functions as required.

Security Functions Request Type Allocation Form

This form allows the user to assign or de-assign security over one or many functions pertaining to one or
many Request Types.

8 Security Functions Request Type Allocation E@@

Secured Functions

Reguest Types

(%) Azsign ) Unassion

apply Close

Security Functions Request Type Allocation Form

Secured Functions
Selection of this button displays the Secured Functions Selected form where any Available Secured
Functions may be Assigned.

Request Types
Selection of this button displays the Request Types Selected form where any Available Request Types
may be Assigned.

Assign/Unassign Buttons

The Assign/Unassign indicators are used to assign or de-assign the selected Secured Functions to the
selected Request Types. If the Unassign indicator is set on then any users that were assigned to the
function will have the function removed.

Apply Button

Once the Secured Functions and Request Types have been selected and either the Assign indicator or
the Unassign indicator has been selected, clicking the Apply button will activate the security and retain the
selections. There must be at least one function and one Request Type selected before the Apply button
is clicked.
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Secured Functions Selected for Assignment

This form displays when the Secured Functions button is selected on the Security Functions Request
Type Allocation form. It allows selection of one or more Secured Functions by using the Select/Select All
and Remove/Remove All buttons to move Functions from the available side to the Assigned side of the
form.

EBEX

Bl Secured Functions Selected for Assignment

Available Secured Functions * Assigned Secured Functions
CREATEMNCTE Add Mate

(CREATEREG Create Request

DELETEMCTE Delete Mote

DELETERER Delete Reguest _..

LOGRER Access Request History Log

LOGREQABKL e Req Summary - Bookings Manag

LOGRECCNAL “iewy Req Summary - Mames Module L

LOGREQCONT “iewy Req Summary - Contact Type

L OGREQCRFL “iewy Req Summary - References W

Search Profile
Secured Function Code
Description

Search ‘ [0]4 | Cancel

Secured Functions Selected for Assignment Form

Available Secured Functions

These fields display a list of available Secured Functions. Use the Select/Remove buttons to assign any
Secured Functions by moving them to the right hand side of the form.

Assigned Secured Functions

These fields display any Secured Functions which have been assigned. Use the Select/Remove buttons
to assign or de-assign any Secured Functions.

Search Profile — Secured/Description

These fields allow a Function and/or Description to be entered on which to conduct a search. This is
useful when there are more than 9 Functions available and some are not immediately visible.

Request Types Selected for Allocation/Removal or Assignment/Unassignment

This form displays when the Request Types button is selected on the Security Functions Request Type
Allocation/Removal form. It allows selection of one or more Request Types by using the Select/Select All
and Remove/Remove All buttons to move Request Types from the available side to the Assigned side of
the form.
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B Request Types Selected for Removal g@@
Available Request Types = Assigned Request Types
A AL Animal Requests =
EFY ePathvway Reguest Group
GEMN Zeneral Complaint _..
INSPEC Reguest Type with Inspectio
MOISE Moize izsues
VWA TER Wiater problems
WWORKS Rogd Surface

Search Profile
Reguest Type Code

Reqguest Type Description
Search ‘ oK | Cancel

Request Types Selected for Removal

Available Request Types

These fields display a list of available Request Types. Use the Select/Remove buttons to assign any
Request Types by moving them to the right hand side of the form.

Assighed Request Types

These fields display any Request Types which have been assigned. Use the Select/Remove buttons to
assign or de-assign any Request Types.

Detail Button

Clicking on the Detail button displays the ‘Functions per Request Types Selected’ form which allows the
user to assign Functions per Request Type. This button does not display when the form is accessed via
the Security Functions Request Type Allocation form.

Search Profile — Request Type Code/Description

These fields allow a Request Type Code and/or Description to be entered on which to conduct a search.
This is useful when there are more than 9 Request Types available and some are not immediately visible.

Security Functions User Allocation Form

This form allows the user to select one or more users along with one or many Request Types and for
each Request Type select the Functions that need to be assigned to the user. This option will only
display those functions that have been set as in use for each Request Type.

Note: The Apply button should be selected when the user wishes to save and apply their selections.
There must be at least one user, one Request Type and Function per Request Type selected before
the Apply button is clicked.
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B security Functions User Allocation 10l =l

_I Uzers

| Request Types

Security Functions User Allocation form

Users
Selection of the Users button will display the Users Selected form where one or many users can be
assigned from the list of available users.

Request Types
Selection of the Request Types button will display the Request Types Selected form where one or many
Request Types may be selected from the list of available Request Types.

Apply Button

The Apply button should be selected when the user wishes to save and apply their selections. There
must be at least one user, one Request Type and Function per Request Type selected before the Apply
button is clicked.

Users Selected for Allocation/Removal

This form displays when the user clicks on the Users button on the Security Functions User Allocation
form. It allows one or more Users to be assigned security over selected Request Types. When
performing User Allocation only those Users that are currently flagged as ‘Active’ will be available for
selection. The Active flag displays here for reference purposes.

B Users Selected for Allocation Q@@

Available Users Active * Aszsigned Users
ADRIL A ey Drilling ~ =
AARDA Amanda Maorris
BAILEYP Paul Bailey
BOMEM hlichael Bone _..
BRODIE] Jacoui Brodie
BZhA Brian Snaize
B=0ODEMN Breanna Soden
BIXTOMD David Buxtaon
B0 Belinda Woods w
Search Profile

User [dentifier

User Matme
Search | (0] 4 | Cancel

Users Selected for Allocation

The ‘Users Selected for Removal’ form displays when the user clicks on the Users button on the ‘Security
Functions Remove User’ form. It allows one or more Users to be assigned for removal from security over
selected Request Types. This form will display ‘Inactive’ Users in the LHS (Available Users) section of the
form. This is because one may need to unassign a User that has been made ‘Inactive’ but is still listed
against Secured Functions. The Active flag displays here for reference purposes.
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B Users Selected for Removal EI@E|

Available Users Active = Assigned Users
DRI Andrew Drilling A 5
AARDA Amanda Maorris
AMORR Amanda Marris Inactive 1
BAILEYP Pavl Bailey _..
BATHC Chris Bath Il
Bt CRID Bill onds 1
BOMEM michael Bone
BRODIE] Jacoui Brodie
BShA Brian Snaize w
Search Profile

User [dentifier

User Matme
Search | (0] 4 | Cancel

Users Selected for Removal Form

Available Users

These fields display all the available Users. The Select/Remove buttons may be used to move Users
from one side of the form to the other to select or remove the user.

Active Flag

The Active flag displays for reference purposes against each user name to indicate their ‘Active’ status.
When performing User Allocation only those Users that are currently flagged as ‘Active’ will be available
for selection.

Assigned Users

These fields list the Users who have been assigned security. The Select/Remove buttons may be used
to move Users from one side of the form to the other to select or remove the user.

Search Profile — User Identifier/Description

These fields allow a User Identifier and/or Description to be entered on which to conduct a search. This
is useful when there are more than 9 Users available and some are not immediately visible.

Functions Per Request Types Selected

The Functions per Request Types Selected form allow available Secured Functions to be assigned per
Request Type, and these Request Types are in turn assigned to Users.
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B Functions per Request Types Selected -0 x|

Reguest Type Code [GEN | |zeneral Complaint |
— Available Secured Functions ————————— _“_ — Assigned Secured Functions
|LOGREQ| | |.ﬂ«|:|:ess Reqguest History L|:|§| =
-

ok Cancel

Functions Per Request Types Selected

Request Type Code
These fields display the selected Request Type Code. These fields are display only.

Available Secured Functions

The fields on the left hand side of the form display the available Secured Functions for the selected
Request Type. The Select/Remove buttons may be used to move available functions to the right hand
side of the form to assign them.

Assigned Secured Functions
These fields display the Assigned Secured Functions for the selected Request Type.

Security Functions Remove User Form

This function allows the operator to select one or many users and de-assign them from the list of
authorised users for Secured Functions. It will allow the operator to nhominate all Request Types, or
specific Request Types. This function could be used if an employee has left the organisation and they
are required to be removed from the list of secured functions.

| Security Functions Remove User

Security Functions Remove User form

Request Types
Selection of the Request Types button displays the Request Types Selected form where one or many
Request Types may be assigned.

Users
Selection of the Users button displays the Users Selected form where one or many Users may be
assigned for removal.
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Apply Button
Selection of the Apply button will remove the assigned User/s from the assigned Request Types. There
must be at least one Request Type and at least one User selected before the Apply button is clicked.
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Secured Function Maintenance

Secured Function Search Profile

i Secured Function Search Profile

Search I

Secured Function Search Profile Form

Secured Function Code
Enter a Secured Function Code on which to conduct a search. Wildcard searching is available.

Description

Enter a Secured Function Code Description on which to conduct a search. Wildcard searching is
available.

Secured Function Enquiry Form

MCDRESPEYD
Modity Respond By Date

Secured Function Enquiry Form

Secured Function Code
This field displays the selected Secured Function Code.

Description
This field displays the Secured Function Code Description.

Active
This flag will be checked on if this code is active and available for use.

Secured Function Pop Up Form
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This Pop Up displays all secured functions for selection. The following Secured Function is available:

. MODRESPBYD — This Secured Function allows modification to the ‘Respond by Date’.

Search Select

Secured Function Pop Up Form

Secured Function / Description
These fields display the Secured Functions which are available for selection along with their Descriptions.

Search Profile — Secured Function / Description

These fields allow a search profile to be entered on which to conduct a search. Wildcard searching is
available. These fields are useful if there are more than nine records to search over.

Authorised User Maintenance Form

B Authorised User Maintenance

|Reguest with secured function
odify Respond By Date

Authorised User Maintenance Form
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Request Type Code
These fields display the selected Request Type Code and Description.

Secured Function
These fields display the selected Secured Function.

User Identifier
This field allows the user to select a User from the User Pop Up, or alternatively, keying one in.

User Name
This field displays the User Name associated with the User Identifier selected.

Status Code Allocation

The Status Code Allocation form provides the ability to allocate one or more Status Codes to one or more
Request Types. For selected Parent Request Types, it allows the user to apply the selected Status
Codes to none, some or all of the Child Request Types for those Parents.

NOTE: This option will only be available if the authorised function ‘Status Codes at Request Type Level is
authorised.

B Status Code Allocation g@g|

Status Codes

Request Types

Apply Close

Status code Allocation form

Status Codes Button
When pressed, the [Status Codes] button will call the ‘Status Codes Selected for Allocation’ form. If one
or more Status Codes has previously been selected, then the text beside this button will be in bold.

Request Types Button
When pressed, the [Request Types] button will call the ‘Request Types Selected for Allocation’ form. If
one or more Request Types has previously been selected, then the text beside this button will be in bold.

Apply Button
When pressed, and one or more Status Codes and one or more Request Types have been selected, it
will add each of the selected Status Codes to each of the selected Request Types.

NOTE: See the ‘Request Types Selected for Allocation’ section below for how the selected Status Codes
can be applied for Parent Request Types and their Child Request Types.

Close Button
When pressed, it will simply return to the menu. None of the selections (if any) will be applied.
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Status Codes Selected for Allocation

The Status Codes Selected for Allocation form is a select/remove form which allows one or more Status
Codes to be selected for allocation to one or more Request Types.

B Status Codes Selected for Allocation E@@
Available Status Codes = Assigned Status Codes
A CTIOMNED A ctioned ~
APPROVED Approvedd
CALLBACH Call Back
CLOSED Fequest closed _h
INFROGRESS In Progress
LOGGED Call Logged
rEWY Mewy Reguest
MOACTION Mo Action Required
MO ALUA Completed with Mo Yalustion Chang|

Search Profile
Status Code

Dezcrigption
Search Skatus Mainkenance | (o] Cancel

Status Codes Selected for Allocation form

Available Status Codes
In the ‘Available Status Codes’ frame all Active Status Codes are shown — minus any that have already
been moved to the ‘Assigned Status Codes’ list.

Assigned Status Codes
In the ‘Assigned Status Codes’ frame all Status Codes that have been selected are shown.

Search Profile
In the Status Code field, enter the full or partial code of the Status Code you wish to search for.
In the Description field, enter the full or partial description of the Status Code(s) you wish to search for.

NOTE — Standard wildcard processing applies to both fields

Search Button
When pressed, this will filter the Status Codes that are displayed in the ‘Available’ frame using details
entered in the ‘Status Code’ and / or ‘Description’ fields in the Search Profile frame

Status Maintenance Button

When pressed, the [Status Maintenance] button will call the existing Status Maintenance form which
allows addition / maintenance / deletion of Status Codes. Upon return to the Status Codes Selected for
Allocation form, any changes made will be evident and any new Status Codes added will now be available
to be selected if desired.

Request Types Selected for Allocation

The Request Types Selected for Allocation form is a select/remove form which allows one or more
Request Types to be selected.
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B Request Types Selected for Allocation g@@

Anply to Child

Awvailable Request Types _“_ Assigned Request Types Recuest Types
AL Animal Reguests MOISE Moize izsues
EF ePathay Reqguest Group GEM General Complaint saa
GRAFF Graftiti _-_
IN=PEC Fequest Type with Inspectiol
VWA TER ster problems
WORKS Foad Surface

~

Search Profile
Request Type Code

Request Type Description
Search | (a4 | Cancel

Request Types Selected for Allocation form

Available Request Types
All Request Types excluding Child Request Types are shown — minus any that have already been
moved to the ‘Assigned Request Types’ list.

Assigned Request Types
All Request Types that have been selected are shown.

Apply to Child Request Types
This field is only visible and available for Parent Request Types.

o If OFF: The selected Status Codes will NOT be applied to any of the Child Request Types for this
Parent Request Type

e If ON: It will make the [...] detail button available.

The detail button ' »+1 is only visible and available for Parent Request Types when the ‘Apply to Child
Request Types’ checkbox is checked on.

When this button is pressed, it will display the ‘Child Request Types Selected for Allocation’ form (see
below).

e If one or more Child Request Types are selected for this Parent, then the selected Status Codes
will only be applied to the selected Child Request Types.

e If no Child Request Types are selected for this Parent, then the selected Status Codes will be
applied to ALL Child Request Types for this Parent.

Search Profile
Enter the full or partial code of the Request Type Code you wish to search for.
Enter the full or partial description of the Status Code(s) you wish to search for.

NOTE — Standard wildcard processing will apply to both fields

When the Search button is pressed, this will filter the Request Types Codes that are displayed in the
‘Available’ frame using details entered in the ‘Request Type Code’ and/or ‘Description’ fields in the Search
Profile frame
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Child Request Types Selected for Allocation

The Child Request Types Selected for Allocation is a select/remove form which will allow one or more
Child Request Types to be selected for a selected Parent Request Type.

8 Child Request Types Selected for Allocation Q@@
Fequest Type Code WORKS |Rnad Surface |
Available Request Types _“_ Assigned Request Types
PHOLE - Pat Hole = CRACKH - Crack in road
FROOTE - Tree Rootz litting footpath (check & HZRACK - Huge Crack
DEEFRIS - Dehbriz on street
=
g
«

ok Cancel

Child Request Types Selected for Allocation form

Request Type Code
The Request Type Code fields display details of the selected Parent Request Type.

Available Request Types
All Child Request Types and their entire hierarchy are shown — minus any that have already been moved
to the ‘Assigned Request Types’ list.

Assighed Request Types
All Child Request Types that have been selected are shown.
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Assets Management Interface

Note: This is a secured function. Authority is required for access to this function.

Pathway’s Customer Service System provides the capability to link to a third party Asset Management
System. (e.g. Hansen)

It allows Work Orders to be raised for a Council’'s Works Department via the Customer Service Centre.
The Customer Service Staff will enter the details into Pathway Customer Service. When the operator
entering the Request determines that the Request needs to be sent to the Works Department for action
then the operator will add a Workflow Task to the Customer Service Request. When the task is executed
it will initiate the process that will ultimately create an Asset Management (e.g. Hansen) request. The
creation of the Asset Management request can only be initiated by the user creating and executing the
specific Task against the Customer Service Request.

The Task will be defined by Council staff and will use a System action defined by Infor. This action will
initiate the process that will result in an Asset Management request being created.

Pathway Cpetrator Reguest:
Cust.nmer- adds-atd- sert-to-
SErVicE: executes: Hanzeny
Request W orld o

Raisedf Taskl

Pathway Customer Service System Parameters

The Pathway Customer Service System Parameters will require the selection of the Asset Management
Product to use.

An ‘Asset Reference Type’ will also be required to be selected. The Asset Reference Type will be used
to record the Work Order number that was raised via the Asset Management product. The creation of
this Reference will be automated when details are received from the Asset Management Product to
indicate that a Work Order has been created for the Request.

Pathway Customer Service Maintenance

Customer Service Request Maintenance will display the Work Order Number (if it has been created as a
link) via ‘References’. This allows Customer Service Operators to view the Work Order that was raised to
deal with the Request. As there is no direct interactive link between Pathway and the Asset Management
Product the option to detail out from the Pathway Customer Service Request and view the Asset Work
Order is not available.

Extracting data for the Asset Management Product

The transfer of information from Pathway to the Asset Management Product is performed via XML calls
from Pathway to the Asset Management Product.

The information that is sent to the Asset Management Product is as follows::

Field Type Comments

Customer Service Request | Numeric (7)

Number

Request Type Character Note that the Hansen codes are a maximum of 5
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characters as opposed to 6 fro Pathway.

Request Type Description Character (50)

Responsible Officer Character (20)
Date\Time Request was | Combined
logged Date\Time

Date\Time Request is | Combined
required to be actioned by Date\Time

Name  contact details | Character The Name details will be broken down into separate

(where they have been components, First Name and Surname.

added to the Request).

First Name Character (50) Hansen will trim the string as required.

Surname Character (50)

Contact Number Default Contact details from Pathway Name and
Address

Customer Mailing Address Customers Mailing Address

Property details (where The Property Details will be broken down into

they have been added to separate components.

the Request)

Suburb Name Character (50)

Street Name Character (50)

Location Number Character Records the house number of the property. E.g.
20A

Street\Suburb details

(where they have been
added to the Request)

Street Location Character (50)

Suburb Location Character (50)

Note details Character Unlimited length

Priority Priority details of the Request

An ‘Asset Maintenance Job Request’ is available as a Task Action within Customer Service Work Flow.
Customer Service Requests will have a Reference added for each Asset Request generated. The
Reference will provide a link between the Customer Service Request and a Job Request.

The Asset Management System may use any type of Interface Protocol (e.g. DDE, COM, or via the
Pathway database).

The Workflow Task that provides the Job Request may be deleted at any time without affecting the Job
Request.

The Job Request is able to be displayed from the Customer Service Request. The Customer Service
Request is able to be displayed from the Job Request.

A Workflow Task Type may have many Actions (each of which may contain an Asset Request). Each
Workflow Task is of a Task Type. Each Customer Service Request may have many Tasks. Tasks
against a Customer Service Request may consist of multiple Tasks of the same Task Type. This means
that there may be multiple Job Requests held against the same Customer Service Request.

The following details from Customer Service are sent across to the Job Request:

Customer Service Fields Assets Management Fields populated
Request Type Job Description

Responsible Officer Responsibility

Request Number Requisition Number

Date Received Reported Date

Respond By Date Scheduled Date

The ‘Assets’ Menu Option is available from the Customer Service Request Form, accessed via the
‘Associated’ Menu (when the Customer is licensed to use it).

e.g.
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File Edit “iew Search 2 EICsl Tool:
Mems.. [ E
Fields...
Audit...
e Images/Objects...
D 11004717 Respond by Dete [03-Mar-2001 10:48:17
Regues L)' (General Caomplaint
Receiving Officer |CHICCOE ;)| Eclcdi Chicco
Responsible Officer |CHICCOE ||  [Eddi Chiceo
Contact Type Code [P il Telephone
Reguestor Type Code (R L)' Fesident
Motes Summary a
>
Priority |1 ;[ Date Priority Last Modified |05-Mar-2001 10:47:17 |
Request Status  [Unactioned -] Time Taken [inone) =1
Date Responded
Mame B il
Froperty 2] L=
Anitnal = il
User Defined Code for Lookug Old Customer Reguest Mumber
Keywward
— Options
__| Mates __| References | wiew Letter __| cuestionnsire
_I hlodules _I Tasks _I Create Letter _I Primary Reguest

Copy | Frint | ok I LCancel

Customer Service Maintenance

To create an Asset Management Job Request the following procedure may need to be followed:

a. A request is received by council and recorded in Customer Service.

b. An assessment is made and it is determined that a job order is required in the Asset
Management Product

C. The Task Type that has been defined to create a Work Order will be created as a Task
against the Customer Service Request and executed.

d. The Task is executed which will call the Asset Management Product to create the Work
Order

The ability to access the Work Order is available by accessing the “Assets” menu option in the
“Associated” menu bar dropdown.

The following rules apply to interactions between Customer Service and an Asset Management Product.

If the task that initiates the Work Order is deleted then no action will be taken in Pathway
Customer Service or the Asset Management product.

If a Work Order is not created in the first instance when the Asset Management product is called then the
action against the Task will still be completed. If the user wishes to initiate another call to the Asset
Management product to raise a Work Order then a new Task will need to be added against the Customer
Service Request.

A Pathway Customer Service Request could have many Work Orders linked, but a Work Order will only
ever be linked to one Pathway Customer Service Request.

If the Work Order is deleted then no action will be taken in Pathway Customer Service. (i.e. any
References created will remain.). If an attempt is made to display the Work Order that has been deleted

Infor Local Government 13 July, 2017 Page 37



Customer Service User Guide Parameters

then an error message should be displayed in the Asset Management product indicating that the Work
Order no longer exists. This function is required to be handled by the Asset Management product.

If the Pathway Customer Service Request is deleted then no action will be taken in the Asset
Management product. If the Asset Management product attempts to display the Request, then an error
message will be displayed indicating that the request no longer exists. This function will be handled by
Pathway.

The Asset Management product needs to return the Work Order number to Pathway Customer Service to
enable the Reference details to be created. This allows users to access the Work Order from Customer
Service. This number can be alpha numeric with a maximum length of 25 characters.

The Asset Management product is able to access the Pathway Customer Service Request in “read” only
mode. A Pathway session needs to be active for this to occur.

See details specific to the Hansen Asset Management System.
See details specific to the AssetMaster Integration.

Assets Management Search Profile Form

The Assets Management Search Profile allows searching over the available Assets Management
Products.

F Assets Management Product Search Profile M= E3
Azsets Product Code
Description
Execution Path
Interface Protocal  [{none) -

Search I LCloze

Assets Management Search Profile Form

Assets Product Code
This field allows an Assets Product Code to be entered on which to base your search.

Description
This field allows a Description of the Assets Product to be entered on which to base your search.

Execution Path

This field allows a path to the Assets Management Product executable file to be entered on which to base
your search.

Interface Protocol

This field allows an Interface Protocol to be entered on which to base your search. The available options
are as follows:

e (none)

e COM

e Database
e DDE.

Assets Management Product Maintenance Form
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This form displays details of the Assets Management Product, and allows maintenance of several fields.

H Assets Management Product Maintenance =]
Azsets Product Code  |MAINPC
Description ',GEAC MAINPAC Aszzets Maintenance system
Execution Path
Active W
Interface Protocal O
DDE System
DDE Topic
Additional Parameters d
=
ak. Cancel |

Assets Management Product Maintenance Form

Assets Product Code
This field displays the Assets Product Code. This field is display only and cannot be maintained.

Description

This field displays a Description of the Assets Product. This field is maintainable.

Executable Path

This field allows a path to be entered, if necessary, to the Assets Management Product executable file.

Active

Check this flag on to make the Assets Management Product active.

Interface Protocol

This field displays the Interface Protocol i.e. COM, Database or DDE.

DDE System

If DDE is the Interface Protocol, this field displays the DDE System.

DDE Topic

If DDE is the Interface Protocol, this field displays the DDE Topic.

Additional Parameters
This field allows Additional Parameters to be entered.

Assets Pop Up Form

The Assets Pop Up form allows selection of an Assets Maintenance Product to include in Customer
Service System Parameters.
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F Assets Pop Up M= E3
Azzets Product
— Code —— Descrigtion
[mamrpc | [GEAC MAINPAC Assets Maintenance system |
— Search Profile
Azzets Product Code
Dezcription
Search | Select LClose

Assets Pop Up Form

Assets Product Code/ Description

These fields display any Assets Products which have been set up for selection. Highlight the required
record and press the ‘Select’ button.

Search Profile - Assets Product Code/Description

These fields allow searching for an Assets Product based on the Code and/or Description. The Search
Profile is useful when there are more than 9 occurrences. Wildcard searching is available in these fields.

Hansen Asset Management System Hot Link from Request Maintenance/Enquiry

This is an enhancement for when using Hansen Asset Management System. It allows a URL hot link to
be displayed in Pathway Customer Service system. The glyph is a Witches Hat as shown below. It is red
in colour if a Hansen Request has been created.
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5| Request Maintenance

P §

Request Humber 1220

System Date Entered |30-May-2002 03:26:21 |

Date Received | 30-May-2002 09:26:21 Respand by Date
Reguest Type Code m ﬂ Hansen test request type
Receiving Officer |(CHICCOE ﬂ Edicli Chicco
Respansible Officer |CHICCOE ﬂ Edicli Chicco
Actioning Officer | CHICCOE ﬂ Edicli Chicco
Contact Type Code [P ﬂ Telephone
Reqguestor Type Code ﬂ
Request Status | INPROGRESS ﬂ In Progress System Completion Date |
Diste RespondediTime Taken Days w Working Days w
Priority |2 w Date Priority Last Modified |30-May-2002 09:26: 21
Motes Summary | 24-Feb-2002 11:25:00 - Helen Liu - GENERAL s
Merwy wyork order (1022) created, and sssigned to MARTINE STEVENSOMN (1690 Wiork order created
from SR screen, ie. auto linked. w
Mame » s [ Multiple Links
Property = aia |
StreetiEuburk B O
Keyword Mame Detailz
Address Details Phone Humber
Options
J Hotes J References J J
J hoclules J Tasks J J J
Copy | Prink | OF Cancel

... and it is yellow in colour if a Hansen Request has not been created.

8 Reguest Maintenance

Request Humber 4361
System Date Entered  [17-hay-2007 11:11:14 |

Date Received | 17-May-2007 11:11:14 Respond by Date
Reguest Type Code LU TTE ﬂ Animal Reguests
Receiving Officer |AMANDA ﬂ Amanda Marris
Responsible Officer |CHICCOE ﬂ Edldi Chicco
Actioning Officer |CHICCOE ﬂ Eddi Chicco
Cortact Type Code (C ﬂ Courter Enguiry
Reguestor Type Code (R ﬂ Fesident
Reguest Status |UHACTIOHED ﬂ Unactioned System Completion Date |
[Diate RespondediTime Taken Days ' Working Days L
Priority |3 Date Priovity Last Modified |1 T-May-2007 11:11:14
Meotes Summary |17-May-2007 11:11:21 - Amanda Marris - GENERAL ~
link to infringements
“
Animal » sl [ Multiple Links
Mame  [Mrs &manda Jayne Morris - 08837261110 (Business Phone Mumber) ks 4as |
Keywward Marme Details
Address Details Phaone Mutmber
Options
J Hotes J References J View Letter J Questionnsire
J Maodules J Tazks J Creste Letter J E-miail History J
Copy | Prinkt | | Ok | | Cancel |

The user is aware that a Hansen Request has been created when there is a Reference for the Reference
Type specified in the Customer Service System Parameters for the Assets Reference Type.
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Parameters

B Customer, Service System Parameters

Hew Request Defaults

Options

Last Request Mumker

Date Received

Cverrice Priority

Recuestar Type Mandatory
Prompt to Motes on Mewy Request
History Log Merge Type

4372

L
0

HISTLOG

Default Contact Type Code ¢
Default Requestar Type Code R
Default Reference Type 1
Default Reference Type 2
Default Reference Type 3
Default Reference Type 4
Default Merge Type
Assets Management Interface
Azzets Product Code
Azsets Reference Type

KEYWORD
HAME
ADDRESS
PHONE
LETTER

HAHNSEH
HAHNSEH

Request Maintenance Messages
Print Job Card Parameters

B

33
B
B
k2
2]
2]
>3

2
2

Modification to any date w

EEX

Link Ward From Progperty
Link vyard Fram Street/Suburk
E-tmiail Histary
Keep Message Body
|Hi3‘tory Log |
Counter Enuiry
Resident
ey vord
Mame Details

Adddress Details

Phione Mumber

General Letter

Hanzen Aszset Managemert System

Hanzen Reguest

Priority Escalation Parameters

__ | Multi Request Maintenance Parameters

Cancel

If the glyph is red or yellow and the user clicks on it then a parameter defined URL will be opened and the
relevant Hansen record displayed via a Web form.

The parameter defined URL needs to be defined in the Additional Parameters for Assets Product Code
‘HANSEN’ in Menu Option ‘System Administration >> Customer Service >> Asset Management Product

Maintenance’ as follows:

B Assets Management Product Maintenance

Aszets Product Code
Description
Executable Path
Active

Irterface Protacol
DDE System

DDE Topic

Additional Parameters

HAMSEM

ansen Asset Management System

O

URL=http://ccinfobaseinfobase/SriearchResult.aspx ?

EBX]

Cancel

Using the above information the URL will be:
http://ccinfobase/infobase/SrSearchResult.aspx?SERVNO=1220

The SERVNO is the Customer Service Request Number.
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DynaRep Call Manager Interface

Note: This is a secured function. Authority is required for access to this function.

Pathway Dynarep Call Manager Log On

The DynaRep for NT Call Manager is supported directly by Pathway. This feature permits the user to Log
On to the DynaRep Server directly from Pathway. Once logged on the user can then have the Pathway
session minimise itself and "Wait for a Call". When an incoming call for the user’s extension is detected,
the minimised Pathway session will automatically activate and show the user a Name and Address
selection form with selections initially based on the incoming phone number. The user can then select a
customer from the displayed list, or enter a new search profile, or create new Name and Address details
for the caller if necessary. Once a selection has been made, the Customer Services Request Entry will be
shown for the user to deal with the customer’s call. Upon completion of the call, the user need only close
Request Entry to have the process return to its "Wait for a Call" status.

This option is accessed via [Customer Service] [Call Identifier Entry] [Pathway/DynaRep Call Manager
Log On].

Pathway Dynarep Call Manager Shutdown

Once running the Pathway/DynaRep Call Manager session will not be accessible to the user until it is
activated by an incoming call. Therefore it is necessary for a separate menu option to provide a
mechanism to interrupt the "Wait for a Call" status of the Call Manager session. By selecting this option,
and selecting to interrupt the active Call Manager, the minimised session will automatically activate, giving
the user the opportunity to Log Off and end the Call Manager, or to return to the "Wait for a Call" status.

This option is accessed via [Customer Service] [Call Identifier Entry] [Pathway/DynaRep Call Manager
Shutdown]

Pathway Dynarep Name Extraction

This option must be run to initially populate the extract table (CIFARIS) that the Call Manager uses to
lookup incoming phone numbers. The form allows for the selection of multiple Communication Types that
will be used to extract the associated names. It is also very important that a "System Default" be logged
for this option. Once this has been done the name and Address maintenance modules will keep this
extract table up to date in 'real time', thereby ensuring that the phone number lookup will always be up to
date.

This option is accessed via [Customer Service] [Batch Functions] [Call Identifier Name Extraction].

Windows PC Setup for Pathway/DynaRep Call Manager Interface

Introduction.

The Pathway to Aristacom Interface has been implemented using Line4’s product DynaRep for NT. This
is a Windows NT based Server solution providing connection to a CTIl Switch. Client software is provided
by Line4 to permit communication with the Server by Applications such as Pathway.

It uses the Windows Dynamic Link Library DynaRep Client which allowed implementation of a 3GL
interface between Pathway and the DynaRep Client DLL. This 3GL interface has been added to the
existing Pathway “W32File.dllI“ which is a standard part of the Pathway installation. However it is worth
noting that anyone attempting to implement the Pathway/DynaRep Call Manager must have version 1.17
or higher of the W32File.dll object. This DLL can be found in the Pathway application directories on your
Server.

Local Windows object requirements.
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The DynaRep Client DLL is called AIICDRDL.DLL. Anyone attempting to implement the
Pathway/DynaRep Call Manager must ensure that they have version 7.3.0.7 or later of the
AlICDRDL.DLL object.

The DynaRep Client DLL, AIICDRDL.DLL, must be installed in the Windows <System> directory of any
PC’s intending to use the Pathway/DynaRep Call Manager.

- On Windows NT this will normally be CA\WINNT\SYSTEM32.

- On Windows9x this will normally be C:A\WINDOWS\SYSTEM.

Ensure that the AIICDRDL.DLL object exists in these directories and that it is of at least the version
described above.

Copy the DLL into the Windows <System> directory on the client PC.

E.g.: X:\Prod\Fix\02100860\New\AIICDRDL.DLL copy to C:\WINNT\SYSTEM32
(Where X: is the appropriate mapped Server Drive Id)

PC Environment Setup/Requirements.

The Pathway/DynaRep Client uses standard Windows TCP/IP facilities for communication with the
Aristacom/DynaRep Server. Therefore any PC to be used with the Call Manager Interface must be
configured for TCP/IP, and must have a unique TCP/IP Computer Name.

The Computer Name for those PC’s that are to use the Call Manager must be eight characters or less in
length, and the name must be able to be resolved by the Aristacom/DynaRep Server. This implies an
active TCP/IP Name Server being available on the network.

The Pathway/DynaRep Client uses Windows “Environment Variables” to obtain some configuration data.
Some variables are mandatory, whilst others are optional.

Table of “System Level” Environment Variables.

Note: Only Windows NT provides for “System” variables. For Windows only one set of variables will be
able to be defined.

In the following table the recommended values are in bold text.

Variable Name Mandatory? Description

AILOGDRDL Yes Full path name for the DynaRep Client Log File
E.g.: C:\AIICDRDL_LOG.TXT

AITRCDRDL Yes Full path name for the DynaRep Client Trace File
E.g.: C:\AIICDRDL_TRC.TXT

AIMAXPORT Yes Number of Client Ports to allocate.
Set thisto 1

AIMSGTYPE Optional The default Message Type to use when ‘Waiting for a
Call

0211 = Synchronous processing.
(Minimum timeout/delay of 6 seconds)

0212 = Asynchronous processing (the Default)
(Maximum timeout/delay of 5 seconds)

AITIMEOUT Yes The Timeout value for calls to the DynaRep API
(milliseconds)
For Message Type 0211 set between 6000 and 60000
For Message Type 0212 set between 500 and 3000
(This value is the amount of time that the Pathway Call
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Variable Name Mandatory? Description

Manager will wait between each query sent to the
DynaRep Server to check for incoming calls.)

AISERVER Yes The TCP/IP Address or Host Name of the
Aristacom/DynaRep Server

AIPORT Yes The TCP/IP Port Number on which the

Aristacom/DynaRep Server is listening.
Normally this will be 7501 for DynaRep for NT.

Table of “User Specific” Environment Variables.

Note: Only Windows NT provides for “User Specific” variables. For Windows only one set of optional
variables will be able to be defined.

(All of the following variables are optional. The user will be able to overtype any values during Log On)

Variable Name Mandatory? Description

AIAGENTACD Optional The default ACD Group Phone Number for this
User

AIAGENTID Optional The default ID Number for this User

AIAGENTEXTN Optional The default Telephone Extension Number of this
User.

Setting up Environment Variables.

Defining these environment variables is different based upon the Windows version in use. For Windows
NT the variables are defined using the “My Computer >> Properties >> Environment” options tab,
whereas for Windows9x it is necessary to edit the “AUTOEXEC.BAT” startup file to have the variables set
during each Windows startup.

Definition of variables for Windows NT

Note: Depending on the security setup of the Windows NT PC it may be necessary for the “Administrator’
to perform the setup of the ‘System Level’ variables. While the ‘User Specific’ variables should be
available to the individual User. The following instructions assume you have access to both sets of
values.

’

¢ Right Click on the “My Computer” icon on the Desktop.
o Select ‘Properties’ from the list of options.
e Select ‘Environment’ from the Properties dialog/display.

You should see the dialog split into two groups of variables. The top list are the ‘System’ variables, whilst
the bottom list are the ‘User’ variables.

Setting ‘System’ variables:

a) Click on the scroll bar of the ‘System’ variables list, and scroll to the very end.

b) You should now see a ‘blank’ entry at the bottom of the list. Double click on this blank entry.

c) Now click on the ‘Variable’ edit box at the bottom of the dialog, and enter the name of one of the
required ‘System’ variables (enter this in UPPER case).

d) Now tab down to the ‘Value’ edit box and type in the value for the ‘System’ variable.

e) Now, click the ‘Set’ button to add this ‘System’ variable.

f) Repeat steps (c) to (e) for each of the ‘System’ variables in the table above.

g) Finally, click the ‘Apply’ button.

Setting ‘User’ variables:
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a) Click on the scroll bar of the ‘User’ variables list, and scroll to the very end.

b) You should now see a ‘blank’ entry at the bottom of the list. Double click on this blank entry.

¢) Now click on the ‘Variable’ edit box at the bottom of the dialog, and enter the name of one of the
required ‘User’ variables (enter this in UPPER case).

d) Now tab down to the ‘Value’ edit box and type in the value for the ‘User’ variable.

e) Now, click the ‘Set’ button to add this ‘User’ variable.

f) Repeat steps (c) to (e) for each of the ‘User’ variables in the table above.

g) Finally, click the ‘Apply button.

Definition of variables for Windows x
Defining Environment Variables under Windows 9x requires ‘SETting’ these variables from the DOS
AUTOEXEC.BAT startup batch file.

Open a DOS Command Prompt

Enter the command: EDIT C:\AUTOEXEC.BAT

Note that this file might not exist on all PC’s. In any event the DOS Edit screen should be displayed.
Add the following command statements to the very top of the file.

Press ENTER at the end of each line.

@ECHO off
SET AILOGDRDL=C:\AIICDRDL_LOG.TXT

SET AITRCDRDL=C:\AIICDRDL_TRC.TXT

SET AISERVER=NT_SERVER

SET AIPORT=7501

SET AIMSGTYPE=0212

SET AITIMEOUT=3000

SET AIMAXPORT=1

SET AIAGENTACD=0812345000
SET AIAGENTID=25
SET AIAGENTEXTN=179

Replace the highlighted ‘Values’ above with the correct values for your PC and installation.

Now, press ALT-F, and select ‘Save’. Then press ALT-F again and select ‘Exit’

It is now necessary to re-start the Windows 9x PC. Perform a shutdown and re-start. The new
Environment Variables will now be active.

For either Windows NT or Windows 9x you can verify that the Environment Variables have been applied
by opening a DOS Command Prompt, and typing the following command:

SET | MORE

If any of the variables are missing, or incorrect, just go back through the instructions above to verify what
has been done.

Summary.
This completes the setup requirements for a PC to make use of the Pathway/DynaRep Call Manager

Interface. The user should now be able to ‘Log On’ to the Aristacom/DynaRep Server and begin receiving
incoming call notifications.

This setup will only be necessary on those PCs that are to make use of the Call Manager.
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Aristacom Call Enabler Extract Control Form

This form displays when the Call Identifier Name Extraction option is selected from the Customer Service
Batch Functions Menu.

This option must be run to initially populate the extract table (CIFARIS) which the Call Manager uses to
lookup incoming phone numbers. The form allows for the selection of multiple Communication Types
that will be used to extract the associated names. It is also very important that a “System Default” batch
Option be logged for this option. Once this has been done the Name and Address Maintenance modules
will keep this extract table up to date in ‘real time’, thereby ensuring that the phone number lookup will
always be up to date.

. SUrname ar Company
%4 500000 Given Names
“Paggaceasseaas Mame Type IPersnn & Company ;l '

After Hours Mumber : (Company MName

Alternate Phone Mumber |Perzonal Mame

EBusiness Phane Mumber ‘|Person & Company

E-Mail Address -|Person & Company

Emergency Phone Mumber [Perzonal Hame

Fax Mumber |Persan & Company

Home Phane Mumber ‘[Personal Name

kabile Phone Mumber [Personal Mame .

Mame Type Transter Person & Company :!'I )
;_Query Remut e

Bg Ershabasn “Descrigtian | L)I ‘

Aristacom Call Enabler Extract Control Form

Surname or Company
This field allows entry of a Surname or Company name over which to create the extract table. To include
all names, then this field should be left blank.

Given Names

This field allows entry of a Given Name/s over which to create the extract table. To include all names,
then this field should be left blank.

Name Type

Make a selection from the dropdown list. To include all Name Types, select Person and Company. The
available options are as follows:

e Company Name

e Personal Name

e Person and Company

Clear Extract Table
Check this box on if you wish to clear the extract table before performing the extract.

Details to Extract

These fields display the available Communication Type details. Highlight the details you wish to extract.
This will usually be any Telephone Number details, e.g. Home Phone Number, Business Phone Number
etc. Multi-selection is available by using the SHIFT or CONTROL keys while making the selections.
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Query Result Description
A Query Result may be used to perform the extract. The Query must be set up initially within the Query
module. If a Query is used then other search profiles will not be used.

DynaRep Call Manager Logon Form

The form is accessed when the [Call Identifier Entry] [Pathway-DynaRep Call Manager Log On] options
are selected from the Customer Service Menu.

The Log On form allows the user to modify the defaults and then log on to the Aristacom Server. If the
log on is successful then additional buttons will be made available to allow the user to set the application
into the ‘Wait for Call’ status, or ‘Log Off’ and ‘Close’.

Once logged on the application session will be minimised.

When a valid Incoming message response is received a ‘Waiting for Incoming Call’ dialog message will

display briefly and the DynaRep Call Manager Name Selection form will display showing details of the
Phone number and the selected Name.

- — IymaRepiAristacom Server Details

- ::-.{\.I Server Address [ST158 .
- BAlServerPort [Fs20 | - '

| ClentrC Name

' —Local Agent (User) Log On

| mgertacDoroup [T 3
| U AgentPhoneExtn. [ -
o mgemtl [
. o . - Agant Password o 5

| LogOn I ﬂéitfor-téil - Longf . Close -

DynaRep Call Manager Log On Form

Al Server Address

This field displays the TCP/IP Address or Host Name of the Aristacom/DynaRep Server. This value is
defaulted into the field and cannot be maintained here.

Al Server Port

This field displays the TCP/IP Port Number on which the Aristacom/DynaRep Server is listening.
Normally this will be 7501 for DynaRep for NT. This value is defaulted into the field and cannot be
maintained here.

Client PC Name
This field displays the Client PC Name. This value is defaulted into the field and cannot be maintained
here.

Agent ACD Group
This field allows a default ACD (Automatic Call Distribution) Group Phone Number to be entered for the
user. The user is able to overtype any value during Log On.
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Agent Phone Extension
This field allows a default Telephone Extension Number to be entered for the user. The user is able to
overtype any value during Log On.

Agent Id
This field allows a default ID number to be entered for the user. This value must be numeric. The user is
able to overtype any value during Log On.

Agent Password
This field allows entry of an Agent Password (PIN). This value must be numeric

Log On Button

This button allows the user to make a connection to the DynaRep Call Manager. If connection is
successful the Agent data entry fields become dimmed and the ‘Wait for Call’ and ‘Log Off’ buttons will
become available.

Wait for Call Button

This button will become available if connection to the DynaRep Call Manager has been made by selecting
the ‘Log On’ button. When the ‘Wait for Call’ button is selected, a dialog box saying “Waiting for a Call....’
will be displayed briefly, after which the active session will minimise to the Windows Task Bar.

Note: You will not be able to bring this session to the foreground once it has gone into this ‘Wait for Call’
state.

Log Off Button
Selecting the Log Off button will disconnect the DynaRep Call Manager. The Agent Data entry fields will
then become available once more and the ‘Wait for Call’ and ‘Log Off’ buttons will become dimmed.

DynaRep Call Manager Name Selection Form

The DynaRep Call Manager Name Selection form will display once a phone call is received. If the phone
number of the incoming call finds a match in the Extract file, it will display a name/list of hames on this
form. If no match is found, then a blank form will display, allowing the user to conduct a manual search.
The user may then select a name from the list to include in the Customer Request.
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B DynaRep Call Manager Mame Selection. Incoming call from 0884435544 [_ (O] x|

:'.—Name ._ Address -
| [mr Jack Mark Abbott | |5 Goyder Rd, KATOOMBA MZW 2150 | -

. —Hame Details

Communication Details -
E-Mail Address: Fabbotti@compuserye com —
Hotne Phone Mumbet: 5443 5544
Makile Phone MNumber: 015 754 5414 b

Information Details

: —I_ ~Hame Search Options
oo  Surname

o0 Given Mames
| -I_ —Phone Humber Search Options

........ Phone Number I— 5

. @oonoaonnooaanononaoonnn - Select I © Mew | -~ Search |-  Modify |- " Close .

DynaRep Call Manager Name Selection Form

Name and Address

These fields contain Name and Address details for the Communication Type details (phone numbers)
matching the incoming phone number.

Name Details
This summary box contains further details relating to the name which has focus.

Name Search Options
A Surname and/or Given Name may be entered in these fields on which to conduct a search.

Phone Number Search Options
A Phone Number may be entered in this field on which to conduct a search.

DynaRep Call Manager Interface Shutdown Form

This form displays when the Pathway/DynaRep Call Manager Shutdown option is selected from the
Customer Service Menu.

B DynaRep Call Manager Interface Shutdown [_[O]x]

DynaRep Call Manager Interface Shutdown Form
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GIS Interface

Note: GIS Interfacing is an authorised function. This means GIS Interfacing will only function if you are
authorised to use it.

The user interface for GIS functionality within Pathway is accessed by a glyph represented by a picture of
a world on various forms and a Display on GIS menu option located in the Associated menu.

GIS User security is available (a menu option in the Property module) to control security for GIS functions
by user. By default, no users will have access to GIS so this must be set up before anyone will be able to
use the GIS interfacing capabilities of Pathway.

Wherever the picture of the world appears on a Pathway form, it can be double clicked to perform the
Display on GIS action.

The GIS References are maintained within the Property module.

GIS functionality is available within the following Pathway modules in addition to the Property module:
Customer Service, Animals, Applications, Licensing, Infringements and Rates/Water Billing.

The GIS functionality in these additional Pathway modules is only available where the item is linked to a
Property, Title, Parcel and/or Street.

The user interface for GIS functionality within each of these modules is consistent with the Property
module with a GIS button appearing on the Search form, selection form and the picture of the world on
other relevant forms including the summary form.

The Display Query on GIS menu option is located within the Query menu. This function allows Pathway
queries to be displayed for all the main entities of all the additional GIS modules as well as the existing
Property entities.

Customer Service GIS Filter Form

The Customer Service GIS Filter form displays when the ‘Show in Pathway’ button is selected from the
GIS Product and the Customer Service option is subsequently selected from the GIS Application
Selection form. It allows further filtering within Customer Service.

B Customer Service GIS Filter 101 =l

Reguest Type Code
Respansible Officer
Actioning Officer
Corntact Type Code
Reguestor Type Code
Request Status

Date Received -
System Date Entered =
Respond by Date -
Date Responded -
System Completion Date -

Priarity |(nune) - I

Jofv|v|e]ele

QK Cancel

Customer Service GIS Filter Form

Request Type Code
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Enter a Request Type Code or, alternatively, select one from the Pop Up, on which to filter your search.

Contact Type Code
Enter a Contact type Code or, alternatively, select one from the Pop Up, on which to filter your search.

Requestor Type Code
Enter a Requestor Type Code or, alternatively, select one from the Pop Up, on which to filter your search.

Responsible Officer
Enter a Responsible Officer or, alternatively, select one from the Pop Up, on which to filter your search.

Actioning Officer
Enter an Actioning Officer or, alternatively, select one from the Pop Up, on which to filter your search.

Request Status
Enter a Request Status or, alternatively, select one from the Pop Up, on which to filter your search.

Date Received
Enter a valid Date/Time Range on which to filter your search by Date Received.

System Date Entered
Enter a valid Date/Time Range on which to filter your search by System Date Entered.

Respond By Date
Enter a valid Date Range on which to filter your search by Respond By Date.

Date Responded
Enter a valid Date Range on which to filter your search by Date Responded.

System Completion Date
Enter a valid Date/Time Range on which to filter your search by System Completion Date.

Priority
Select a Priority from the dropdown list on which to filter your search.
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Request Status Maintenance

Status Maintenance Form

This form allows user-defined Request Statuses to be set up. There are also 3 system defined Request
Statuses, ACTIONED, UNACTIONED and NOACTION. These Statuses are unable to be deleted (by
pressing F11). In addition, Statuses which are attached to Requests linked to References are unable to
be deleted.

B Status Maintenance H=] 3

PRI S, o SREESEEEE e 4 o s oo 60 0anaasosocacaceoasaanocoocaaaacsosaas » 77700 .Cnmpletion >

— Status Code -Description Default - Statys -Active N

B |Actioned T fres .| W

| |[HOACTIOH * [Ho Action Required T oJres o] W
[URACTIONED | . [Unactioned B - e N

Status Maintenance Form

Status Code / Description

These fields allow a Status Code and Description to be entered. This status is used to describe the
status of the Request e.g. Actioned, Unactioned, No Action Required etc. The system defined Statuses
of ACTIONED, UNACTIONED and NOACTION cannot be deleted, along with the Statuses which are
linked to References.

Default

One Status may be selected as the default Status, and will default into the Request Status field of the
Request Entry form. One Request Status must be flagged as the default (i.e. this is mandatory). The
default Status cannot be deleted.

Completion Status

Two options are available for selection in this field — ‘Yes’, ‘No’ or ‘Hold’. If ‘Yes’ is selected, the Request
Status indicates completion of the Request. If ‘No’ is selected, the Status indicates that the Request is
not yet complete. If ‘Hold’ is selected, the Status indicates that the Request is not yet complete and is on
hold. *

The on hold enhancement was requested via VIC and TAS SIG to allow Requests to be placed in an On
Hold state (available from Release 3.07 with the appropriate authorised function). *

* You can only set Request Statuses to a Completion Status of ‘Hold’ if you are licensed for the new
authorised function, ‘On Hold Status Codes’.

Active
Check this flag on if the Request Status is to be active.

On Hold Status Maintenance
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* You can only set Request Statuses to a Completion Status of ‘Hold’ if you are licensed for the new
authorised function, ‘On Hold Status Codes’.

When a Status is set up with a Completion Status = ‘Hold’, a new button will appear next to it to access
the On Hold Status Maintenance form and set up the On Hold parameters.

& On Hold status Maintenance _[O0)

Status Code [ONHOLD | [on Hold |

Hold Time [t
Hold Unit [Days =
Pencing Status [REACTIVATE % | [Reactivated
E-mail &Actioning COificer [
E-mail Responsible Officer [

Mazimum Times Can Be On Hold I 5 E

(0] 4 Cancel

The On Hold Status Maintenance form shown above allows the following fields to be defined:

FIELD NAME(S) DESCRIPTION

Hold Time / Hold Unit The Hold Time and Hold Unit fields combine to define the actual
duration for which a Request will be placed On Hold.
Eg. Number of Days, Weeks, Months, etc

Pending Status The Pending Status is the Status code that the Request will be
stamped with upon completion of the On Hold duration. This
allows entry of Status codes with a Completion Status of “No”
only.

E-Mail Actioning Officer If checked, then the Actioning Officer on the Request will be
sent an E-Mail message when the Request completes its On
Hold processing.

E-Mail Responsible Officer If checked, then the Responsible Officer on the Request will be
sent an E-Mail message when the Request completes its On
Hold processing.

Maximum Times Can Be On Hold Specifies the maximum times a Request can be set On Hold
before not being allowed to use this status. If set to zero, then
there is no restriction.

Eg. If set to 3 and a Request has been previous placed On
Hold 3 or more times with this or any other On Hold status, then
the system will not allow the user to set the Request to this
Status again.
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Request Type Maintenance

This parameter allows Request Types to be set up.

Request Types may be established in a hierarchical fashion. An unlimited number of levels may be used.
Specific requirements of the customer will determine the hierarchical structure. Shown below is an
example of how the request types may be established.

Example
Engineering
Roads
Pot Holes
Re-surface
Footpaths
Tree Roots
Pedestrian Hazard

Environmental Health

Dogs
Barking Dogs
Dog Attack
Dog Wandering
Garbage

New Bin Request
Garbage not picked up

It is recommended that significant thought is given to the structure of the Request Types as this will affect
reporting out of the system. For instance if you wish to report by Cost Centres then the structure you set
up may well be different than if you wish to report by Department.

Thought should also be given to the coding for the Request Type Codes. Although they are not relied
upon for data entry making them logical and consistent will assist operators.

Request Type Search Profile Form

The Request Type Search Profile allows the user to search for specific Request Types. The user may
specify particular codes to look for, or if no criteria is entered press the search button to find all Request
Types that have been created.

Standard wild card searching is available on this form.

Pressing the New Button will create a new Request Type.

B Request Type Search Profile M=l 3

Request Type Code
Dezcription

Hew | Search I Close |

Request Type Search Profile Form

Request Code
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If the Request Type Code is known it may be entered into this field.

Description
If the search is to be performed via the description of the Request Type then enter the description (or part
thereof using wild cards) and press the Search Button.

Request Type Selection Form

The Request Type Selection Form displays all the Request Types that match the search criteria entered
on the Request Type Search Profile. This form allows the User to select a Request Type to modify or
create a New Request Type.

% Request Type Selection

=" LOCALG - Local Government
=-Zj® PATHWY - Pathway Requests
=-#j® REL - Release
. [7) REL212 - Release 2.12

.. [ REL213 - Release 2.13
@
H-- [fﬁ HOISE - Hoise issues
- [fﬁ OFFLIS - Request with Responsible Officer list
- [fﬁ OVRHHG - Overhanging Trees
- [fﬁ PROC - Request Type with procedure
- [} oUES - Questions
- [} RAMAHD - Rates Mandatory Link
- [} RHML - Rates Hon Mandatory Link
--[7} ROADS - Road Surface

Request Type Selection Form

Request/Description

This field displays the Request Types created in the system in a 'Tree' style structure. The Scroll bar may
be used to search up and down the selection form for the Required Request Type. The displayed
hierarchy of Request Types can be navigated by expanding and collapsing the displayed branches of the
Tree' to display/hide the child Request Types.

This form allows the use of a 'Double Click' action on the Request Type Tree in order to select a lowest
level item.

Those entries that include a [+] or [-] Node indicator will respond to the Double Click action with the
normal expand or collapse behaviour, but those entries that cannot be expanded may be selected using
the Double Click action (or F2).

To select a Node item it will still be necessary to use the F2 user key, or the 'Select' or 'Modify' buttons as
appropriate.

Request Types which are information-only Request Types are displayed with a blue icon. These Request

Types do not allow Requests to be created against them (i.e. they have the ‘Allow Requests’ flag checked
off in Request Type Maintenance.)

Request Type Maintenance Form
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This form allows the creation, maintenance or deletion of Request Types.
Request Type Maintenance E@
Request Type Code GEN Allow Requests |
Description  General Complaint Quick Entry |/
Parent Request Type ﬂ | Automatic Priority Escalation
Confidential Check Tasks
Structure J Cluestionnaire Mandatory
Hesponsibity Eroup J Display Questionnaire
Default Calendar ACR ﬂ Customer Service Calendar Link Palicy & Procedure Document |
Calendar Format Working Days - Dizplay P&P Documents when |/
Default Status  NEW 2| [New Request completing a Request
Procedure 2|
Automatic Search Two Weeks

Options

J Responsible Officers
J Merge Type Selection
__| mModule selection
J Secured Functions

J Note Type Maintenance

J Questionnaire Maintenance
J Priority Escalation Maintenar
J Document Group Selection

|
|
—]
|

E-mail Parameter Maintenance
Inspectiens Parameter Maintenance
Estimated Duration Maintenance
Print Job Card Parameters

| status codes

Cancel

Request Type Maintenance Form

Request Type Code

This field allows the user to enter a specific code that may be used for future Request Entries. The field
may be alpha or numeric. Up to 6 characters may be used.

This field is mandatory and may not be bypassed.

Description

This field allows the user to enter a detailed description for the Request Type. Up to 50 characters may

be entered.

This field is mandatory and may not be bypassed.

Parent Request Type

This field allows the user to select a Parent Request Type to associate this Request Type to. The user
may key the Parent Request Type if known, or use the Pop Up Button to display a list of all Request
Types created in the system.

This feature allows you to order the Request types into a logical format. There is no limit to the number of
In the example below the Parent Request Type of Pot Holes would be Roads.

levels in the hierarchy.

The Parent Request Type of Roads would be Engineering.

Example
Engineering
Roads

Pot Holes
Re-surface

Footpaths

Tree Roots
Pedestrian Hazard

Environmental Health
Dogs

Barking Dogs
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Dog Attack
Dog Wandering

Responsible Officer

This field allows the user to enter a specific Officer that they wish to assign this Request Type to. The
Officer is then usually responsible for the completion of the Request. The user may key the Responsible
Officers Code if known, or use the Pop Up Button to display the list of Users which can be assigned as
Responsible Officers.

A Responsible Officer is not mandatory on this form, however a Responsible Officer is mandatory for a
request.

A number of Responsible Officers can be assigned to a Request Type. The Responsible Officers Option
button on this form can be selected to define more than one Officer, including a default Responsible
Officer.

If a Responsible Officer has been set up as the default Responsible Officer on a Request Type, it will
default into this field. However, the user may change it by either entering one directly into the field or by
making a selection from the Pop Up. If the selected Request Type has a group of Responsible Officers
defined, the Request Type Responsible Officer Pop Up will display, listing the available Officers.
Otherwise the normal User Pop Up, with all users listed, will display.

Confidential
This field, if checked on, allows the Request Type to be classed as Confidential.

Details on the request will be kept confidential and details should not be generally discussed. Only an
officer contained within the Responsibility Structure and Group will be able to view, maintain or print the
request irrespective of the officer nominated in the Responsible Officer field. It therefore follows that the
Responsible Officer for this Request Type should be appropriate.

Structure

This field is only available if the Confidential flag is turned on. You must select a Responsibility Structure
Code against the Request Type. The user may key the Structure Code if known, or use the Pop Up
Button to display the list of Structures created in the system.

Responsibility Group

This field is only available if the Confidential flag is turned on. You must select a Group Code for the
Request type. The Group Codes available are for the structure nominated in the previous field.

By selecting a Responsibility Group, only users nominated within that Group (within the Structure) are
able to view, maintain or print the request.

Default Calendar

These fields allow the selection of a Calendar to be used when any Date and Duration calculations are
made for Customer Service Requests based upon a Request Type. The selection of a Calendar against
a Request Type is optional. If a Calendar is selected against the Request Type then this Calendar will be
used in the calculation of the ‘Respond by Date’ against a Customer Service Request. If a Calendar is
not selected then the ‘default’ calendar will be used in determining the ‘Respond by Date’.

The popup button displays the standard Calendar popup from which the user may select an alternative
calendar to be used for the Request Type. If no selection is made, then the System Default Calendar, as
defined for the Customer Service Application, will be used. The default calendar is sourced from the
module System Parameters for Customer Service.

The selected calendar will be used whenever Date and Duration calculations are required on a Customer
Service Request. This includes, for example, changing the Status of a Request to a Completed Status,
either via Request Maintenance or via a Workflow Task that updates the Status, the Overdue Warning
Report, Automatic Priority Escalation and Multiple Request Completion etc.

Calendar Format
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This field determines whether all days are to be used when determining the Date to Respond By on the
request or only those days nominated as Working Days.

This field is used in conjunction with the Estimated Time field.

This field is mandatory.

Default Status

This field allows the user to enter a Default initial Status to be assigned to this Request Type. The Pop
Up may be used to make the selection.

Note: If the authorised function ‘Status Codes at Request Type Level is active then the Default Status
selected here must be one of the Assigned Status Codes for the Request Type. The Pop Up will only
display those Status Codes which have been assigned to the Request Type (via the Status Codes option
button).

Procedure

If the Work Flow module is being used in conjunction with Customer Service then you may select a
Procedure (a group of Tasks) to be automatically loaded when a request is entered.

Enter a valid procedure code (if known) or alternatively press the pop up button associated with the field
to select from the Procedure Pop Up List.

If a Request has not been saved before, the procedure attached to the selected Request Type will not be
inserted when the Cancel button is selected.

Automatic Search

If the check box is turned on then when a new request is entered the system will automatically search
across the database for any other requests that are for the same request type and have been entered
within the nominated time frame.

If requests are found they will be displayed to the user who may then choose the correct course of action.

Allow Requests

If this flag is checked on, then Requests are able to be created against this Request Type. If the flag is
checked off, then the Request Type is used for information purposes only and cannot have Requests
created against it. This function allows better categorising of Requests under hierarchical headings. The
default value for this flag is ‘ON’.

Quick Entry
Some councils may wish to provide users with a quick way to log a request to capture any queries they
have dealt with. This process would be simple and requiring few keystrokes.

To facilitate this, a new Boolean flag 'Quick Entry' has been introduced in the Thick Client Request Type
Maintenance form which is currently shared by both Thick Client and Smart Client for Pathway Release
3.04. The new attribute is actually used for the Smart Client Pathway only and is designed to identity
Request Types which are used to generate ad hoc Requests which a council may use for statistical
purposes. (Some councils may wish to provide users with a quick way to log a request to capture any
queries they have dealt with. This process needs to be simple and requiring few keystrokes)

Note: The associated Smart Client forms have not yet been developed (as of Release 3.04). Once the
Smart Client Request Type Maintenance becomes available, the flag will be removed from the Thick
Client form.

Automatic Priority Escalation

This flag determines whether Requests of this Request Type will be escalated. If the flag is ‘on’ then
Requests based on this Request Type can be manually escalated based on the Request Type
parameters.
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As of Release 2.15, Automatic Priority Escalation against a Request Type will occur if this flag is checked
ON and pre-defined checkpoints have been set up under Priority Escalation Maintenance. New
background escalation jobs will be submitted to the batch queue when a Request Type’s Priority
Escalation Parameters are modified by a user, either by changing the fields of Priority, Escalation Time
and Escalation Unit, adding a new checkpoint or deleting a checkpoint.

Note: Since the “Automatic Priority Escalation” and “Background Request Escalation” functions could be
running on different job queues, a side effect is that potential conflict may exist when running these two
functions at same time, as they might try to update a Request’s Priority concurrently. The Automatic
Priority Escalation Control will check the system parameter for “Use Background Escalation”. If it is
checked off, the “Automatic Priority Escalation” function will run normally as in Release.2.14. If it is
checked on, a message is displayed to indicate that potential conflict exists and asks the user whether
he/she wants to continue the process or not. The process exits if the user chooses “No”. If “Yes” has
been selected the process will be continued and the new escalation jobs will be submitted for all updated
Requests.

Check Tasks

This field is used to determine whether a check needs to occur to ensure that there are no incomplete
Tasks associated with the Request, before allowing/disallowing the Request to be completed.

To enable the check for incomplete Tasks, the Check Tasks checkbox must be turned on for each
Request Type that requires this check to occur.

If this flag is checked on the user may only set the Request Status to a Completed Status when all tasks
loaded against the Request are complete, i.e. the Actual Completion Date exists on all Tasks. If the user
attempts to set the Request Status to “Actioned” or “No Action Required” and there are outstanding
Tasks, then the following message will be displayed: “This Request has outstanding Tasks”. The
Request Status will still read “Unactioned”.

If this flag is checked off then the Request may be marked as complete even though there may be
outstanding work flow tasks.

Questionnaire Mandatory

The user may check this flag ON to indicate that a response to a Questionnaire is mandatory on
acceptance of a Request. If ‘Questionnaire Mandatory’ is flagged ON then the ‘Display Questionnaire
option is set ON and cannot be maintained.

Note: In Request Entry, if there is a Default Questionnaire set up for the Request Type (and the
Questionnaire Mandatory flag is ON), then the first question from that Questionnaire will be presented to
the user when the Request is saved. If no default Questionnaire is defined and there is more than one
Questionnaire defined for that Request Type, then the Questionnaire Selection form will display to allow
the user to select a Questionnaire.

The default value for this flag is set to OFF.

Display Questionnaire

This flag is used to determine whether the default Questionnaire will be displayed when the Request is
accepted or cancelled. If the Questionnaire is flagged as mandatory then the ‘Display Questionnaire
option is set ON and cannot be maintained. If ‘Display Questionnaire’ is set ON then the Questionnaire
Maintenance screen will display. In addition, the first question will automatically display.

If ‘Display Questionnaire’ is set OFF then the Questionnaire Maintenance screen will not display at all.
This flag does not, however, control whether a Questionnaire will display when invoked via a Workflow
Task (e.g. a Task using the QUESTION User Action).

Note: If there is at least one question answered then the automatic display of the Questionnaire will not
occur when accepting or cancelling a Request.
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This option will be set OFF by default.

Link Policy & Procedure Document

If this parameter is set on it will automatically link the Policy and Procedure document selected on Policy
and Procedure Document Enquiry to the Request that is raised. This functionality only occurs when
creating a Request via the ‘Policy and Procedure documents — Request Entry’ menu option. If this
parameter is set off then it will not automatically link any Policy and Procedure documents to the Request.

Display P&P Documents When Completing a Request

This flag informs Request Maintenance that when completing a Request the user is to be given the option
to link Policy & Procedure Documents to the Request. This flag will only display when the Authority code
for Policy & Procedure Documents is in effect.

Active
If this field is checked on, then the Request Type is active and may be used when creating a Customer
Request.

If this field is checked off, then this request type will not be available when creating a Customer Request.

Allow Inspections

If this field is checked on, then the Inspections Parameter Maintenance option button becomes available
to set up Inspection parameters. Once parameters have been set up for Inspections the ‘Allow
Inspections’ checkbox option will be dimmed. (You cannot uncheck the ‘Allow Inspections’ option whilst
there are parameters in place.)

Available to Public

This flag indicates whether a Request Type is available to the public, for example, via the Pathway Smart
Mobile City Watch application. Please note that this parameter will ONLY be available if the Parent (or
Grandparent) request type is also available to the public.

Furthermore, this field is only available to sites which are authorised to the Pathway Smart Mobile
CityWatch and/or Pathway Customer Service External Web Services. In the event that Councils wish to
develop their own public facing customer service application by utilising Pathway Customer Service
External Web Services, this flag may be used to limit Request Types available to public users.

Options
The Options detailed against the Request Type allow the user to select the specific options that may then
be assigned against the particular Request Type.

The Responsible Officers option allows one or more Responsible Officers to be set up for a Request.
Click this option to display the Request Type Officer Maintenance form.

The Merge Type Selection option button allows selection of available Merge Types to be assigned to
Request Types. Click this option button to display the Merge Type Selection form.

The Module Selection option button allows module links to be established for the Request Type. Click
this option button to display the Module Selection form.

The Secured Functions option button displays the secured functions available in Customer Service and
the users who can perform that function. If the Request Type is a child Request Type, the ‘Secured
Function’ option button will be dimmed. It will use its parent secured function settings.

The Note Type Maintenance option button allows Note Types to be defined for a Request Type. This
option button is only available for Parent Request Types, and is dimmed (unavailable) on Child Request
Types.

The Questionnaire Maintenance option button allows a Questionnaires to be set up to be available when
maintaining a Customer Request. The requirement to complete the Questionnaire when entering a
Request can be flagged as mandatory. Click this option to display the Questionnaire Maintenance form.

The Priority Escalation Maintenance option button allows escalation times and actions to be set up for the
different priority levels. Click this option to display the Priority Escalation Maintenance form.
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The Document Group Selection option button allows selection of Document Groups that are defaults for
the Request Type. Click this option button to maintain the list of Document Groups currently linked to the
Request Type.

The Email Parameter Maintenance option button allows email parameters to be set up. Click this option
button to display the E-mail Parameter Maintenance form.

The Inspections Parameter Maintenance option button allows Inspections parameters to be set up. Click
this option button to display the Request Type Inspection Parameter Maintenance form.

The Estimated Duration Maintenance option button allows the user to define the estimated duration for
each Priority level (Note: This replaces the 2 fields, Estimated Time and Default Priority, which have now
been removed). It allows the Priorities 1, 2, 3, 4 and 5 to be set up with the following Unit Types —
Minutes, Hours, Days, Weeks and Years. One Priority is able to be set as the default and will be used as
the Priority when new Requests are entered. It is mandatory to enter values for all Priority levels. The
ability is also provided to apply the settings to all or some of the children of the Request Type (in a similar
fashion to that available in Priority Escalation Maintenance).

The Print Job Card Parameters option button will only be available if the user is authorised to the Print
Job Card function and Job Card parameters have also been set up in Customer Service System
Parameters. If System Parameter Job Card Parameters have not been defined, then the Print Job Card
Parameters button will not be available on the Request Type Maintenance form. In addition, the Job Card
button will not be available on the Request Selection form. If Job Card parameters have been set up at
the Request Type level, these will override any set up at the System Parameter level. If Job Card
parameters are not defined at the Request Type level, then the System Parameters Job Card parameters
will be used.

Selection of this button will display the Job Card Parameter Maintenance form. See further details under
Job Card Button in Request Selection.

The Status Codes Option button will only be visible on this form if the authorised function ‘Status Codes
at Request type Level is authorised. [For those sites not authorised, the existing Status Code
functionality remains unchanged.] If one or more Status Codes have already been assigned to the
selected Request type, then the text on this button will be bolded.

When the Status Codes button is selected it will display the Request Type Status Code Maintenance
form.

If one or more Status Codes have been assigned to the selected Request Type, then the Status codes

that are valid and are available in the Pop Up for the ‘Default Status’ field will be restricted to those
assigned to the selected Request Type.

Request Type Responsible Officer Pop Up Form

This form enables the selection of a User to allocate as a Responsible Officer. A selection may be made
from the Assigned list or from all the available Users.
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B Request Type Responsible Officer Pop Up [_ (O] x|
:..—_User Ielertifiar ~User Mame Default—
CHICCOE . [Ecldli Chicoo W
COOKP [Pat cook -
MARKOTT . [Theresia Markotany i

| ~SearchProfile
- Responsible Officer & Assigned (@l
- U=zer [dentifier

U=er Mame

'Sea[ch 1. select | Close

Request Type Responsible Officer Pop Up Form

User Identifier /[User Name

These fields display a list of Users which have been defined as Responsible Officers at the Request Type
level. To select a different User, select the “All” radio button in the Search Profile and click the Search
button.

Default
This flag will be checked on if the User has been defined as the default Responsible Officer at the
Request Type level (in Parameters). This field cannot be modified on this form.

Search Profile — Responsible Officer

The following radio buttons allow a search to be done over either the Assigned Officers or over All the
available Users:

e Assigned

e All

Search Profile - User Identifier / User Name

A User Identifier and/or Name may be entered in these fields as a search profile to retrieve specific
Responsible Officers.

Request Type Pop Up Form

The Pop Up Form displays the available Request Types in a hierarchical list. Full wild card searching is
available on this form via the Search Profile at the bottom. If a Search Profile is used, the retrieved list
will display the Request Types at one level rather than in a hierarchical fashion.
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B Request Type Pop Up [_ O] x|

| »

..... (7} AUTO - Request with Auto search

----- [fﬁ COMP - Request Type with Complete status
..... (7} DEBRIS - Debris on street

----- [fﬁ EAPOD1 - ePathway - Application Lodgement
..... (5 EC1-EC1

----- Eﬁ ESY001 - ePathway - Hew User Request

..... (7} ESY999 - ePathway - Error

----- Eﬁ GEH - General Complaint

----- Eﬁ GIS1 - GIS Interface - Ho Modules

----- Eﬁ GIS2 - GIS2 - Property Module

----- Eﬁ GIS3 - GIS3 - Street/Suburb Module

----- Eﬁ GI54 - GIS4 - Property & Street/Suburb links
----- Eﬁ GHQ - General Enguiry

— Search Profile
Reguest Type Code
Dezcription

Search | Select I LClose

Request Type Pop Up Form

This form is also used as the Inspection Request Type Pop Up form which will display when the
Inspections button is selected on the Request Search Profile form if more than one Request Type has
Inspection Parameters set up. It allows filtering on Request Type to occur. This form will display to allow
selection of a Request Type that is to be used in filtering the Inspections. Note that the Request Types
listed for selection will only be those that have Inspection Parameters defined.

% Inspection Request Type Pop Up

Eﬁ EC3 - EC3 with Inspections

Search | gelect

Inspection Request Type Pop Up form

Request Type Tree
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This field displays all the Request Types in a hierarchical 'Tree' style. If a Search Profile is used to filter
the display, then the retrieved list will display at one level. This field is display only and may not be
modified.

The branches of the tree may be expanded and collapsed using the mouse or keyboard arrow buttons.
Items can be selected by focusing on the required group and using the ‘Modify' button or F2.

Search Profile - Request Type Code/Description

If you wish to search for a specific Request Type then enter the Request Type Code and/or Description
into these fields and press the Search Button. Advanced profile techniques are available for this field.

Request Type Officer Maintenance Form

It is possible to link multiple Actioning and Responsible Officers to a Request Type. This form is used to
define one or more Users as Actioning Officers and/or Responsible Officers. Only one Actioning Officer
and one Responsible Officer can be set as the defaults. The same user can be set as the default
Actioning and the default Responsible Officer.

Theresia Markotany

Inzert Cancel

Request Type Officer Maintenance Form

Request Type Code

These fields display the Request Type Code and Description. These fields are display only and cannot
be modified.

User / User Name

These fields allow entry of a Username to allocate as a Responsible Officer, or, alternatively, a user may
be selected from the Pop Up. Multiple entries are allowed, however, only one is allowed to be set as the
default.

Default Actioning Officer
Check this flag on to set a default Actioning Officer. Only one User is able to be set as the default.
The Actioning Officer represents the officer that carries out the work related to the request.

Default Responsible Officer
Check this flag on to set a default Responsible Officer. Only one User is able to be set as the default.
The Responsible Officer represents the officer responsible for ensuring that the request is completed.

Role Type Filter Form
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The application name for this form will depend on the Extract List Type being processed.
This form allows the selection of a single Role Type for which to extract the application’s details. No
selection means that all Role Links will be processed. The Pop Up form will only show the Role Types
that are valid for the Application associated with the Extract List.

% Mame Role Type Filter

LCancel

Role Type Filter Form

Name Role Type

These fields display the selected Role Type. The Pop Up may be accessed to select an available Role
Type. Once a Role Type has been selected, it will be defaulted into these fields. To clear the selection
simple click the ‘Clear’ button.

Merge Type Selection Form

The Merge Type Selection Form displays all Merge Types that have been created for Customer
Requests. The Merge Types are listed as available, and may be assigned, by highlighting the required
Merge Type and pressing the Select Button located in the middle of the form. The user may continue to
highlight and click the required Merge Types to Associate with the Request Type.

To de-assign the Merge Types, the user should highlight the Merge Type and press the Remove Button
located in the middle of the form.

H Merge Type Selection

— Auvailable Merge Types

[ ETS

!

Letter 5 with references

LETTER

Letter uzing fields in header and fog

LETTERZ

letter

MNOTES

Customer SErvice notes

— Selected Merge Types —————————

—————————— Default Merge Type =

ALL

Al fields and all extract types

AnhAL

Animal Details

CRLETTER

Cuztomer Reguest Letter

CSLETTER

Customer Service Letter

STOWWE

Stovve defined editor

MERGEZ

Merge 2

CUSTLET

Customer letter

QUES

Guestions and answers

LETTERS

Letter listing Properties Word2000

LETTERG

Letter using all Extracts Woard5

=] k3

FY

1 A o R o A o i

oK

Merge Type Selection Form

Available Merge Types
This list displays all Merge Types (letter templates) that have been established for the Customer Service

System.

Select/Remove Buttons

The Select/Remove buttons may be used to move Merge Types from the ‘Available’ side to the ‘Assigned’
side and vice versa.

Selected Merge Types
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This list displays all Merge Types (letter templates) that have been assigned to the current request type.
If a merge type is not assigned to the Request Type it will not be available for use on a customer request
record.

Default Merge Type

A Default Merge Type can be specified to be used when ‘Print Maintenance’ is accessed from the
Customer Request Entry/Maintenance form. Only one Merge Type can be selected as the default. This
default will only default into ‘Print Maintenance’. It will not default into ‘Letter Maintenance’ accessed from
the ‘Create Letter Option. If no default is specified here, then the default Merge Type set up within
System Parameter Maintenance will be used.

Secured Functions Maintenance Form

This form displays when the ‘Secured Functions’ option button is selected on the Request Type
Maintenance form. The Secured Functions button will be unbolded if there are no secured functions set
up. Secured Functions are able to be assigned individually for each Request Type, or in bulk via the
Secured Functions Menu option.

Note: Secured Functions are only able to be set up at the Parent Request Type level.

Note: When a Secured Function is on the Available side it is available to all users. If it is moved to the
Assigned side, it becomes secured and available to no-one unless a user is assigned by giving them
authority via Authorised User Maintenance (accessed via the detail button next to the Secured Function
on the Assigned side).

Request Summary - Secured Function Codes

Note: This function is controlled by the ‘Customer Service History Logging’ Authorised Function. This
means that it will only function if you are authorised to use it. If customers do not have this option and
require the ability to use it then it is advisable that they contact their account manager to organise the
purchase of this function.

Authorised Function details

If the Authorised Function, ‘Customer Service History Logging” is checked OFF (i.e. inactive) then the
user will not have access to the Request Summary — Secured Function Codes. The ‘View Req Summary’
secured functions will not be among the Available Secured Functions on the Secured Functions
Maintenance Form for a Request Type.

There are 20 new Secured Function Codes defined for Customer Service related to viewing Request
Summary details. These Function Codes define whether or not a user is to be allowed to view certain
Request details in the various Summary Details forms. When these Function Codes are unassigned, then
the default action is to 'Allow' the users to see the associated Request details. If the Function Code is
assigned, then the associated Request Summary details will be blocked from view. In order to make
these details viewable to a user, then the user’s userid must be assigned to that particular secured
function (in Parameters>>Request Type Maintenance>>Secured Functions>>Authorised User
Maintenance).

View Req Summary - Animals Module Links
View Req Summary - Application Module Links
View Req Summary - Contact Type

View Req Summary - Date Responded

View Req Summary - Date priority Last Modified
View Req Summary - Debtors Module Links
View Req Summary - Infringements Module Links
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View Req Summary - Inspections Module Links
View Req Summary - Licensing Module Links
View Req Summary - Names Module Links
View Req Summary - Property Module Links
View Req Summary - Rates Module Links
View Req Summary - References

View Req Summary - Registers Module Links
View Req Summary - Request Notes

View Req Summary - Request Priority

View Req Summary - Request Receiving Officer
View Req Summary - Requestor Type

View Req Summary - Respond by Date

View Req Summary - Time Taken

Note: If you do nothing with these new parameters and Secured Functions, the system should operate as
normal.

% Secured Functions Maintenance

— Assigned Secured Functions

=0l x|

— Awailable Secured Functions S

| .

Viewy Feq Summary - Animals Module Links ;I |Access Reqguest Histary Log
iewy Feq Sumimary - Application Module Li
Viewy Feq Summary - Cortact Type =

Viewy Feq Sumimary - Date Responded =

iewy Feq Summary -

Date priority Last Mo

ey Feq Sumimary -

Debtors Module Links

iewy Feq Summary -

Infringements Module

/]

~E

ey Feq Sumimary -

Inspections Module L

iewy Feq Summary -

Licensing Module Lin _vI_I

[0 4 Zancel

Note: When assigned and a User is not named, the ‘View Req Summary’ function codes will DISALLOW
users to view the various Request Summary details, so it is necessary to explicitly grant user authority to
this function.

Note: When unassigned, these function codes will ALLOW users to view the associated information.
Once assigned, however, a User must be named on a Function Code in order to see the associated
information in any Request Summary fields. Otherwise, the message “** Details Blocked *** will be
shown instead. Please note that, as a result of enhancements to improve performance, it may now
be necessary to restart Pathway sessions in order for changes to Secured Function authorities to
take effect.

Additionally, there are 21 new Secured Function Codes defined for Customer Service. The first of these
(Access Request History Log) grants access to the 'History Log' option in Request Maintenance. If this
Function Code is unassigned, then the default action is to 'Disallow' the user from using the History Log
option. The remaining 20 Function Codes define whether or not a user is to be allowed to view certain
Request details in the various Summary Details forms. When these Function Codes are unassigned, then
the default action is to 'Allow' the users to see the associated Request details.

Note: If you do nothing with these new parameters and Secured Functions, the system should operate as
normal.

The following Secured Function Code provides for the control of access to the History Log and of the
viewing of Request information on the various selection forms etc that include Request Summary
information.
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As with other Secured Function Codes these are assigned by Request Type.

B secured Functions Maintenance

Access Request History Log

— Awailable Secured Functions =

ey Feq Sumimary -

Animals Module Links

iewy Feq Summary -

Application Module Li

ey Feq Sumimary -

Cortact Type

iewy Feq Summary -

Date Responded

<]

-

ey Feq Sumimary -

Date priority Last Mo

iewy Feq Summary -

Debtors Module Links

ey Feq Sumimary -

Infringements Mocule

[

~E

iewy Feq Summary -

Inspections Module L

ieny Feq Sumimary -

Licenzing Module Lin

:#

=10l ]

— Aszigned Secured Functions

| L.

|Access Reguest History Log

QK Cancel |

Note: When unassigned, or when assigned and a User is not named, this function code will DISALLOW
users access to the History Log Enquiry, so it is necessary to explicitly grant user authority to this
function.

This option is set up on Parent Request Types only. The options chosen on the Parent are automatically

applied to all Child Request Types. This option_is greyed out on Child Request Types.

The following secured functions can be made available to specific users of Pathway for each Request

Type:
e Access Reqguest History Log ****

e Add Notes on a Request

e Create Requests

e Delete Notes on a Request

e Delete a Request

e Modify the Date Responded on a Request

e Modify the Duration and Time Units on a Request

e Modify Module links on a Request

e Modify a Request Type on a Request

e Modify the Respond By Date ****

e Supervisory editing of Notes on a Request ****

NOTE: following are some exceptions to that rule ((****** )

e History Logging IS NOT available to Users unless the option is assigned and Users specified.

e Supervisor editing on Notes would allow any Users specified to edit another Users Notes ONLY if

the “Allow Note to be Edited” is set on each of the Note Types available for the Parent Request

Type.

e The Modify Respond By Date (Due Date) IS NOT available to Users unless the option is

assigned and Users specified.

Refer to History Logging Action Parameters

Infor Local Government

13 July, 2017 Page 71




Customer Service User Guide Parameters

-0l x|
— Auvailable Secured Functions = — Aszigned Secured Functions
Block Feq Summary - Reguest Receiving O ;I Modifty Reguest Type il
Block Feq Summary - Reguestar Type hodity Respond By Date il
Block Feq Summary - Respond by Date —r- Dielete Mote il
Block Feq Summary - Time Taken Delete Request il

Create Reguest
hodify Date Responded

|
hoddify Duration and Time Units J
o

hlodify WModule Links
Supervizor Editing on Motes

Secured Functions Maintenance Form

Available Secured Functions
These fields list the Secured Functions which are available. The Select/Remove buttons may be used to
assign and de-assign Secured Functions. The functions available are as follows:

Assigned Secured Functions

These fields list the Secured Functions which have been assigned for the Request Type. Selection of the
Detail button displays the Authorised User Maintenance form where Users may be set up to have
authority.

Questionnaire Maintenance Form

The Questionnaire Maintenance form allows maintenance of multiple Questionnaires for the Request
Type.

Only one Questionnaire is able to be flagged as the Default Questionnaire. An inactive Questionnaire
cannot be selected as the default. If the Default flag for a Questionnaire is set ON, and another
Questionnaire is already defined as the default, then the Default flag for that Questionnaire will be set
OFF to ensure that there is only ever one default.
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2| Questionnaire Maintenance Q@@

Customer Service Details

Reguest Type [BD | [Barking Dog |
Code Description Status Active Detault Mokile
E Barking Dog Guestionnaire Current |:| |:|
BD Converted Questionnaire Hiztaric
BD2? Barking Dog 2 Current |:|

Questionnaire Summary

Options
J GQuestions

Inserk | o] 4 Cancel

Questionnaire Maintenance form

Deleting a Questionnaire

A Questionnaire can only be deleted if it has either never been used in the creation of a Request (i.e. it
has only just been created), or it has been used in the creation of a Request — but none of the Questions
has ever been answered.

NOTE: If there is an earlier ‘Historic’ version of the Questionnaire, it will be reinstated as the ‘Current’
version.

ePathway Considerations
If the Questionnaire being modified is defined as the ‘Required Questionnaire’ for an ePathway Customer
Request Type and either of the following scenarios occurs :-

= |f an answered Questionnaire is modified (i.e. it Historicises the previous version and creates a
new ‘Current’ version)
Or

= If a Questionnaire is deleted (and an earlier ‘Historic’ version is reinstated as the ‘Current’
version)

then the following message will be issued warning that action must be taken in ePathway.

This questionnaire is used in ePathway — you MUST do an ePathway Web Server Export and change the dynamic page setup in ePathway before
! the changes to this questionnaire will be available in ePathway.

Request Type Details
These fields display the selected Request Type and Description from the previous screen.

Infor Local Government 13 July, 2017 Page 73



Customer Service User Guide Parameters

Questionnaire Details
This section of the form displays the Questionnaire details.

Code

This field allows a Code to be entered to describe a Questionnaire. There may be more than one
Questionnaire with the same Code, but there will only ever be ONE Current version (i.e. with ‘Status’ set
to ‘Current’).

Description
This field holds the Description of the Questionnaire.

Status

The Status field is maintained by the system. When a new Questionnaire is added, the Status is set to
‘Current’. If the Questionnaire is subsequently modified (i.e. Questions are added, deleted or changed)
then we keep the ‘BEFORE’ version of the Questionnaire by making the current version ‘Historic’ and
creating a new ‘Current’ version which can then be modified.

(NOTE This is how we retain the original version of a Questionnaire that was current at the time the
Questions were answered for a Request.)

Active

The Active flag is automatically set on when a new Questionnaire is created.

A Questionnaire may be ‘retired’ when it goes out of date or is no longer required — simply by setting the
Active flag off.

A Questionnaire may be ‘reactivated’ by setting the Active flag on

Default

The Default flag is Optional.

Only ONE Questionnaire is able to be flagged as the Default Questionnaire. An Inactive Questionnaire
cannot be selected as the Default.

NOTE: If the Default flag for a Questionnaire is set on, and another Questionnaire is already defined as
the default, then the Default flag for that Questionnaire will be set off to ensure that there is only ever
ONE default

Mobile

Only one Questionnaire is able to be flagged to display in Mobile Computing. Setting the Mobile flag ON
for a Questionnaire will turn any other Questionnaire Mobile flag OFF. An Inactive Questionnaire cannot
be selected.

Note: If none of the Questionnaires is selected for ‘Mobile Computing’, then all questions from all active
Questionnaires will display when the Questionnaire functionality is invoked in Mobile Computing.

Questionnaire Summary

The Questionnaire Summary field is a display only field which shows the Questionnaire Summary details
as entered on the Questionnaire Question Maintenance form for the Questionnaire.

Options — Questions
The text for this button will be bolded if any Questions exist for the Questionnaire.

When this button is pressed:
= [f the Status of the selected Questionnaire is ‘Historic’
o It will display the Question Maintenance form in display mode — and no changes will be
allowed
= If the Status of the selected Questionnaire is ‘Current’
o If no Questions exist yet or if they do exist, but none of the Questions for the
Questionnaire has yet been answered for a Request, It will display the Question
Maintenance form and allow the Questions to be maintained
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o if any of the Questions for the Questionnaire has been answered for a Request it will
display the following message

Ak least one of the Questions For this Questionnaire has been answered for a Request,
! 5 Modifving this Questionnaire will ‘Historicise' the current wersion of the Questionnaire and it's Questions
and then copy them to creake a new 'Current’ version,
Do ol wish ko conkinue?

['-.-'iew Only] [ Maodify ] [ Cancel ]

View Only: This option allows you to just look at the Questions for the selected Questionnaire without
modifying them. i.e. When pressed, it will display the Questionnaire Question Enquiry form for the
selected Questionnaire — but will not allow changes.

Modify: This option will do the following. It will keep a ‘BEFORE’ version of the Questionnaire and its
Questions by making the current version ‘Historic’. It will then make a new ‘Current’ version and will
display the Questionnaire Question Maintenance form to allow modification to occur.

Cancel: This option will simply return to the Questionnaire Maintenance form.

NOTE: A Questionnaire will only be displayed for answering in Request Maintenance if it is Active and the
current system date is within the Effective From/To dates nominated (if any).

Questionnaire Question Maintenance Form

The Questionnaire Question Maintenance form allows maintenance of questions for a selected
Questionnaire.

It allows the user to enter multiple questions and allows for various answer types to be defined. The
answer may be one of six formats -

Comment - Free format textual response

Boolean - Yes, No or blank response

Number - Numeric value.

Date

Values - Multiple Choice

Single Line

ooopooo

Note: Skip Processing can be applied to a Boolean Question type and is dependent on the answer given.
For example if the answer to question 1 is N, then go to Question 4. Skip Processing is only available
where the Question Type is Boolean. If the response to a “Boolean” type question is required to go to the
end of the Questionnaire then the Skip To value should be a value greater than the last question number.
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B Questionnaire Question Maintenance E@@

Customer Service Details
Reguest Type Code [GEM | |zeneral Complairt |

Questionnaire Details
Questionnaire Code  [GEN | [converted Questionnsire | Status
Questionnaire SUMMary | Questionnaire to be used for general issues.

Effective Effective
Mumber Guestion Guestion Type — “alues  |f Egual To Skip To — Active From To
1 What is the problem (deseribe in 2 | |[Comment w 11-Mar-2008 | 01-Jul-2003
2 When did this happen? Date A 01-Mar-2008 | | 06-Mar-2008
3 How often has it happened? Humber A 03-Mar-2008 | 14-Mar-2008
4 What day is suitable for us to - A
5 Do you want to take this matter .| [Boolean v {none} v
[ What is your name? Single Line

Insert ok Cancel

Questionnaire Question Maintenance form

Request Type Code
This field contains the code and description of the Request Type to which the Questionnaire belongs.

Questionnaire Details

These fields contain details of the Questionnaire Code and Description defaulted from the previous
screen.

The Questionnaire Summary field is an optional field where a summary may be keyed in for the selected
Questionnaire. Any details entered or modified here will display in the ‘Questionnaire Summary’ field on
the Questionnaire Maintenance form when focus is placed on the selected Questionnaire.

Question Number

This field displays the number that is assigned to each question. This number is assigned by the system
and may not be modified.

Question
This field allows the user to enter specific question text. Up to 250 characters may be entered.

Question Type

Options to select from using the drop down button are:

Boolean

If Boolean is selected then the user must answer the question with a Yes or No response. (The user may
also select a blank response (none).)

Comment

If Comment is selected then the user may enter free format text in response to the question.

Date

If Date is selected then the user must answer the question with a Date response.

Number

If Number is selected then the user must answer the question with a numeric value.

Values

If Values is selected then the user is able to select an answer from a pre-defined list of options.

Single Line

Changes to ePathway Applications, Licensing and Customer Request modules have introduced a ‘Single
Line’ data type (question type) within the Pathway ‘Questions’ facility. The ‘Single Line’ 50 character
‘string’ Question Type can be used as an alternative to the existing ‘Comment’ question type. (The
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‘Comment’ field is a multi-line ‘memo’ field which ePathway renders as a ‘Memo’ (multi-line) text box on
the web page. The ‘Single Line’ question type by contrast is a straight 50 character ‘string’ entry field.)

NOTE: Existing Questions should never have their Question Type modified. For example, rather than
changing a Question Type from Comments to Single Line, it is recommended that you create a new
Question with the Question Type set to Single Line. This rule applies to all Question Types.

Values
Selection of this detail button displays the Answer Value Maintenance form which enables the user to set
up a list of possible answers to the question.

If Equal To
This field is only available where the Question Type is Boolean. It will allow you to skip questions based
on a specific Yes or No response by the customer.

This field has a drop down button to select from:

e None
e Yes
¢ No

The field is designed to allow the user to set up questions when the user answers Y or N to the question
then they may skip to another question depending on how the Questions have been set up.

Skip To
This field allows the user to enter the Question number that the operator may skip to depending on the
answer given as the Request is being taken over the phone.

If the response to a “Boolean” type question is required to go to the end of the Questionnaire then the
Skip To value should be a value greater than the last question number.

Active

This flag is automatically set on when a new Question is created. A Question may be ‘retired’ when it
goes out of date or is no longer required — simply by setting the Active flag off. A Question may be
‘reactivated’ by setting the Active flag on.

Effective From/Effective To

These fields are Optional. If desired, enter the date from which the Question becomes effective.

An ‘Effective From’ date may be entered with or without an ‘Effective To’ date.

If desired, enter the date to which the Question is effective.

If an ‘Effective From’ date was specified, then the ‘Effective To’ date must not be earlier than the
‘Effective From’ date

NOTE: If ‘Effective From’ and/or ‘Effective To’ dates are specified then these are used in conjunction with
the Active flag to determine if the Question should be displayed when a Questionnaire is being answered
in Request Maintenance. i.e. A question will only be displayed for answering in Request Maintenance if it
is Active and the current system date falls within the ‘Effective From’ / ‘Effective To’ dates (if specified).

Answer Value Maintenance Form

This form allows the user to set up a list of possible answers to a Question in multiple-choice format.

Infor Local Government 13 July, 2017 Page 77




Customer Service User Guide Parameters

E Answer ¥alue Maintenance

Inzert ] LCancel

Answer Value Maintenance Form

Request Type Code
These fields display the selected Request Code and Description.

Question
These fields display the details of the Question being maintained.

Answer Code / Description
Enter a Code and Description to identify each option as a possible answer to this question.

Active
Check this flag ON to make this answer available for selection on this form.

Priority Escalation Maintenance Form

For each priority, the ability to define the escalation time period is available.

For example:

Priority 1 — Escalate after 4 hours

Priority 2 — Escalate after 2 days

Priority 3 — Escalate after 5 days

Priority 4 — Escalate after 15 days

Priority 5 — Escalate after 30 days

The units available for the escalation time period match those that are available for the duration of the
Request Type. i.e. Minutes, hours, days, weeks, months and years.

The user is able to flag whether the Actioning Officer and/or Responsible Officer of the Request will
receive an e-mail message each time the Priority is escalated. Also, for each priority escalation, the user
can nominate Users/Officers to receive e-mail messages when the Priority on the Request is reached.

Note: This may differ for each priority level. If a request reaches priority 2 it may be that a manager
needs to be notified as well as the Responsible Officer.

Note: When a request has previously been Completed (i.e. by adding a Completion Status) but then has
its status modified to a Not Completed status a job is sent to the Priority escalation queue if the Automatic
Priority Escalation and Background Priority flags are checked on.
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E Priority Escalation Maintenance

Priority Escalation Maintenance Form

Request Type

These fields contain the code and description of the Request Type for which the Priority Escalation is
being established.

Priority
This field allows a Priority Escalation Level to be selected from the dropdown. There are 5 Priority Levels
from which to choose.

Escalation Time
The user is able to select the length of time before escalation for each Priority value. A number should be
entered in this field.

Escalation Unit

An Escalation Unit may be selected from the drop-down. The available options are:
(none)

Minutes

Hours

Days

Weeks

Months

E-mail Actioning Officer
This flag allows the user to specify whether the Actioning Officer will be e-mailed when the Request
Priority is escalated for each Priority value.

E-mail Responsible Officer
This flag allows the user to specify whether the Responsible Officer will be e-mailed when the Request
Priority is escalated for each Priority value.

Apply to Child Request Types
Check this flag on if the Priority Escalation parameters are required to be applied to any Child Request
Types.
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User/Officer

When focus is on a Priority Escalation occurrence, the Insert Button allows insertion of other
Users/Officers that will be emailed upon escalation from that Priority. The selected names will be added
to the bottom section of the form.

Apply Button

Selection of the Apply Button displays the Child Request Type Priority Escalation Maintenance form to
enable Priority Escalation parameters to be set for any child Requests..

Child Request Type Priority Escalation Maintenance Form

When maintaining a Request Type, the ability exists to apply the same Priority Escalation parameters to
any child Requests.

The ability to multi select which child requests to update is available.

If a child Request Type is being maintained (and there are child Request Types for this Request Type)
then when updating Priority Escalation Parameters to child Request Types the Parameters will be
sourced from the current Request Type and not the parent of the child Request Type.

E.g.:

Request Type A has child Request Types B and C.

Request Type B has child Request Types D and E.

If updating the Priority Escalation Parameters from Request Type A then all children Request Types (B,
C, D, E) will inherit these changes.

If updating the Priority Escalation Parameters from Request Type B then all child Request Types (D, E)
will be updated and the Priority Escalation settings will be sourced from B and not A. (This assumes of
course that the Request Types were selected to be updated.)

B child Request Type Priority Escalation Maintena

HYDRAM - Hydrant leaking
LEAK. - Leak in mains
ETER - Faulty met

Child Request Type Priority Escalation Maintenance Form

Update Priority Escalation Parameters

If this flag is set on then this will update the Priority Escalation settings (i.e. for Duration Amount and
Duration Type) with what is set at the Parent Request Type. If this flag is set off then no changes will be
applied.
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Update Actioning Officer Notification
If this flag is set on then this will update the Actioning Officer Notification to what is set against the Parent
Request Type. If this is set off then no changes will be applied.

Update Responsible Officer Notification
If this flag is set on then this will update the Responsible Officer Notification to what is set against the
Parent Request Type. If this is set off then no changes will be applied.

User Notification

This parameter has three values:

e Amalgamate Users - This will amalgamate the Users who are to receive notification messages at
each Priority Escalation level.

e Replace Users - This will replace all users who are to be notified at each Priority Escalation level with
whatever is set at the parent Request Type.

¢ No Updates to Users - This will not update any User information on the child Request Types.

Child Request Type Description
This field displays the Child Request Type and Description. This field is display only. Multi-selection of
Child Request Types is available

Escalation Parameters
This flag will be checked on if Priority Escalation has been inherited from the parent Request Type. This
flag is not able to be maintained.

Apply Button
The Apply button should be selected after selecting the Child Requests to which you wish to apply the
Priority Escalation Parameters selected in the previous form.

Module Selection Form

The Module Selection Form a gives the user the ability to assign Applications Roles to Requests, these
may be then assigned during registration of a Request.

The fields will be displayed as unassigned when this form is first entered, and the user need only highlight
the application required and press the Select button located in the centre of the form.

This will then assign as many of the applications as required. To de-assign an application, simply

highlight the one to de-assign and press the Remove button located in the centre of the form. This will
then move the application to the available options.

B/ Module Selection g@@

Display Default
an From

Available Role Types Assigned Role Types Reguest  Mame
[ i ~ Street\Suburk Hot Mandatory » | Multiple
Applications Property Hot Mandatory + | |Multiple + ]
A pplications Encuiry = A Hot Mandatory Multiple « | []
Lssessment = Booking Hot Mandatory Multiple « | [] ﬂ
Customer Registers Hot Mandatory Multiple « | [] Move
Customer Mame _‘_ ﬂ
Debdors
Don's Marme
Incicert Address w

[o]4 Cancel

Module Selection Form
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Available Role Types

The user may assign one, several or all of the Role Types that can then be assigned to each specific
Request. The Select and Remove buttons may be used to move Role Types from one side to the other.
The available Roles are:

Animals
Infringements
Assessments
Applications
Licensing

Property
Street/Suburb Links
Names

Registers

Wards

Note: Ward module links may be also be created automatically when a Property or Street/Suburb link is
created as long as the flags "Link Ward from Property" and/or "Link Ward from Street/Suburb" are set on
in the parameters.

Select/Remove Buttons

The Select/Remove Buttons may be used to move Role Types from the ‘Available’ side of the form to the
‘Assigned’ side and vice versa. Click OK to save these changes.

Assignhed Role Types
The assigned Role Types section will detail the actual Roles that have been selected for use.

Mandatory/Not Mandatory

If Mandatory is selected then the user will be forced to select a record from another module to link to the
request being entered.

Example
If Mandatory is selected against the Property role link then the user must select a Property record to link
to the request.

If Not Mandatory is selected then the user will not be forced to link the request to another record. The link
is available however will not be mandatory.

Single/Multi Roles

If Single is selected then the user will only be able to select one record to link to the request being
entered.

Example
If Single is selected against the Property role link then the user may only select one property record to link
to.

If Multiple is selected then the user may link to as many records as required.

Example
If Multiple is selected against the Property role link then the user may select only one or many property
records to link to.

Display on Request

The Display on Request flag may be assigned to three module links. The modules flagged will be
displayed on the main Customer Request maintenance form. Additional module links can be selected,
but can only be entered via the Module Option button.

Example
If the Property role link is flagged to display on request then the property address selected by the user will
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be displayed on the Customer Request maintenance form. If more than one property address has been
selected only the first address will be displayed.

Default from Name
The ‘Default from Name’ flag is only visible on Property Role Types. When checked ON a Property Link
may be automatically generated when a Name is linked to a Customer Request record, provided there is
a Property in the system that matches the Default Address of the Name selected. The following
assumptions are made about Name Addresses and Property Addresses in order for matching to occur:
e Unit details in Name Addresses are separated from House number details by either a comma (,),
a slash (/) or a space.
e From and To house numbers in Name Addresses are separated by a hyphen (-)
e The Default address of the selected Name is only matched against Primary Addresses in
Property
e Streets and Suburbs on the Name Address are linked to Streets and Suburbs in Property

Note: Matching on addresses containing Level details is not currently available. Also note that if more
than one possible Property match is found then no Property link is created.

Note: When a Name link is deleted from this form a message will now display "Associated Property Role
Link(s) may also require deletion"; where there are Property Links to the request and those Modules have
the "Default From Name" flag checked on.

Move Buttons
The Move Buttons may be used to re-order the Role Types into a different sequence.

Document Group Selection Form

The document Group Selection form displays all document groups linked to a Request Type. New
Groups may be added using the Insert button. Documents associated with these groups will be available
for selection and viewing when the Policy and Procedure Documents menu option is selected from within
a Request (with the ability to view all other groups if specified).

_lojx

Reguest Type Code  |GEN |
Description  |General Complaint

Document
—Group Code—_ Description

Procedures for Cats

Procedures for Dogs
GRAFFITI_1 Procedure for Graffiti Removal
MOISE Guidelines on Meighbourhiood Moize
RioADS Procedures for Roads
=TAFF eneral Guidelines for all Staff
TRAFFIC Guidelines for Traffic Control

Insert Ik Cancel
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Document Group Selection Form

Request Type Code/Description

These fields contain the code and description of the Request Type. They are display only and cannot be
maintained.

Document Group Code/Description
These fields display the Documents linked to the Request Type. New Documents may be added by

clicking the Insert button to add a blank occurrence and then keying in a Document Code, or alternatively,
selecting one from the Pop Up.

Note Type Search Profile Form

This form allows the user to search for an existing Note Type or, alternatively, to create a new one.

Mote Type Search Profile

General Complaints

Search I

Note Type Search Profile Form

Parent Request Type
This field displays the Parent Request Type to which the Note Type is linked.

Note Type Code

This field allows the user to search via the Note Type Code. Enter a Code and click the search button, or
alternatively, a combination of fields may be used. Leaving all Search Profile fields blank will retrieve all
Note Types.

Description

This field allows the user to search via the Note Type Description. Enter a Description and click the
search button, or alternatively, a combination of fields may be used. Leaving all Search Profile fields
blank will retrieve all Note Types.

Note Security Level
This setting allows the user to search via the Note Security Level. Four options are available:

. (None)

. General

. Restricted

. Confidential.

Note Type Selection Form

The Note Type Selection form will display if there is more than one Note Type defined. It will list the
details of the available Note Types, as well as allowing existing Note Types to be maintained and new
ones to be entered.
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A Note Type may not be deleted if it is referenced by any existing Request Notes, or if the Note Type is
the Default for the Request Type.

 Mote Type Selection o ]
Parert Request Type [GEN | [5eneral Complsirts |
— Mate Type Cade —— Descrigtion Mate Security Leswel —Mote Editing —— Detfault - Active —
ALLEDIT hote Type aIID',n-'ing Al Edit access Genersl Al ]
AUTHOREDIT Mote Type allowing Author Editing General Luthor ]
FIRST First Cortact by Customer Confidential Al ]
FOLLOWUIP Falliowwup by Council Conficential Al ]
GEMERAL General Mote Type created by Conversion General Al
MOEDIT Mote type allowing Mo Edit Genersl Mone ]
Tl Modify Close

Note Type Selection Form

Parent Request Type
This field displays the Request Type for which the Note Types are defined.

Note Type Code
This code is used to identify this Note Type.

Description
This field contains the description of the Note Type.

Note Security Level
This field displays the Note Security level of each Note Type. Four options are available:

o (None)

. General

. Restricted

. Confidential.
Note Editing

The Note Editing field displays the editing access allowed on the Note. Three options are available as
follows:

e All —will allow all users to edit the note.
e Author — will allow only the author to edit the note.
e None — will not allow any user to edit the note (unless they have Supervisor access).

Default
This flag will be checked on if this Note type has been set as the default. Only one Note Type may be set
as the default. This flag is not maintainable from this form.

Note: You cannot uncheck the Default Note Type flag on the default Note Type. You must select another
Note Type and check on its Default flag instead. An inactive Note Type cannot be made the Default.

Active
This flag will be checked on if this Note Type is active and available for use. This flag is not maintainable
from this form.
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Note Type Maintenance Form

This form allows the user to define and maintain Note Types. Note Types provide a set of default, or
template, parameters for use when entering Request Notes. Note Types are assigned to high level
Parent Request Types and are inherited for all the children of the Request Type.

Note Types may be deleted if they are not referenced by any existing Request Note, and/or they are not
the Default Note Type.

Note Security
The "Note Editing" field provides control on the editing of Notes. It provides three options as follows:

e All - allow all users to edit the note.
e Author - allow only the author to edit the note.
¢ None - not allow any user to edit the note (except with Supervisor access)

Note: Where a user has Supervisor Editing on Notes authority, they are able to access the "Note Editing"
field against a Note to change the setting of this field. Also they are able to edit the Note without having to
change the "Note Editing" option.

E Note Type Maintenance ;lglil
Parent Request Type  [ZEN | |zeneral Complairts |
Mote Type Code IFIHST
Description |First Contact by Customer
Mote Security Level onfidential - I
Structure |ACR il [Customer Service Structure
Responsibility Group |1SYSIHF L}I |Infringements Zystem Test Group
Mote Editing Al -
Default [
Active [V
— Note Templste
|[Enter Customer comments upon initial contact. ;I
=
(0] 4 Cancel |

Note Type Maintenance Form

Parent Request Type

This field displays the Request Type for which the Note Type is defined. Note Types can only be defined
for Parent Request Types.

Note Type Code
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This code is used to identify this Note Type, e.g. GENERAL, INITIAL etc

Description
This field contains the description of the Note Type, e.g. General Enquiry

Note Security Level

This setting allows the definition of the ‘sensitivity’ level of any Note based on this Note Type. Three
options are available — General, Restricted and Confidential.

e If ‘General' is selected, the Note details will be available to all users of Pathway and the
information can be supplied to both Council staff and the public.

e If ‘Restricted’ is selected, the note details will be available to all users of Pathway (i.e. there is no
restriction on what is displayed and who is able to view it). It allows a council to record
information against a request which may be of a sensitive nature and may need to be restricted
from view to the general public. Note, however, that the ‘Restricted’ status is merely a reminder
to Council staff of the potential sensitivity of the Note contents.

e If ‘Confidential’ is selected, only users that have access to Pathway as determined by the
Responsibility Structure and rules will have access to the note details.

Structure and Responsibility Group

For Confidential Notes, the nomination of a Structure and Group determine which Pathway users are able
to view or work with the Note.

Note Editing

In order to meet legislative requirements relating to the Freedom of Information Act, security may be
applied to Request Notes. The Note Editing field provides control on the editing of Notes. It provides
three options as follows:

e All - Allow all users to edit the note.
e Author - allow only the author to edit the note.
¢ None — will not allow any user to edit the note.

Where a user has Supervisor Editing on Notes authority, they are able to access the "Note Editing" field
against a Note to change the setting of this field. In addition they are able to edit the Note without having
to change the "Note Editing" option.

Default

This flag determines which Note Type is the default for the Request Type. This Note Type will be used to
set the initial values of any new Note created for the Request Type.

Note: You cannot uncheck the Default Note Type flag on the default Note Type. You must select another
Note Type and check on its Default flag instead.

Active
This is the standard flag for de-activating a Note Type.

Note Template
This field may be used to set up default text as a template to display whenever this Note Type is used.

E-Mail Parameter Maintenance Form

E-Mail parameters provide the definition of how the system will handle the sending of e-mails when
requests are assigned and/or Notes added or maintained. Using the e-mail parameters it is possible to
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control how and when e-mails are sent. The E-Mail Parameter Maintenance form allows for the addition
of up to five e-mail parameters, one for each Priority that a Request may have.

Note: Without any e-mail parameters defined the system will no longer send e-mails by default.

For each Priority the following options can be set:

. E-Mail Send Option — When to send an e-mail

o E-Mail Template to use for — Merge Type to use for generating an e-mail when a Request is
assigned or Notes are added

. E-Mail Note Option — How to handle Notes for internally generated e-mails (i.e. no Template has
been selected) when a Request is assigned or Notes are added.

. Apply to child Request Types — Allows the parameter details for the Priority to be applied to

children of the current Request Type (if it is a ‘Parent).

The email will contain an attachment shortcut, i.e.

©pathway.pth (209 B)

which, when double clicked, will open a new session of Pathway and display the relevant Request. A
check will be done to ascertain if the current user has authority to Request Maintenance. If they do not

have the Maintenance option available, then Request Enquiry will be checked instead. If neither option is
available, then an error message will be displayed, otherwise the appropriate option will be executed.

E E-Mail Parameter Maintenance

(General Complaints

;[ Assigned Motes on Request
Motes on Reguest

Inzert ] LCancel

E-Mail Parameter Maintenance Form

Request Type Code
These fields display the selected Request type Code and Description. These fields are display only.

Priority
This field allows a Priority level to be selected from the dropdown list.

E-Mail Send Option

This option determines when an e-mail is to be sent to an Actioning Officer. The available options are:
. No E-Mail — No e-mails are sent

. Assigned — An e-mail is sent when a Request is assigned to an Actioning Officer

. Notes — An e-mail is sent whenever Notes are added or maintained

. Always — An e-mail is sent in all cases
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E-Mail Template to use for — Request Assignment

This field allows the user to name a standard ‘LETTER’ Merge Type to be used for constructing the text
of the e-mail. The Merge Type should only use ‘plain text’ formatting, i.e. no tables or drawings etc.

An e-mail template may be specified for each of the ‘Assigned’ and ‘Notes Added’ versions of e-mail
messages.

E-Mail Template to use for — Request Notes Added

This field allows the user to name a standard ‘LETTER’ Merge Type to be used for constructing the text
of the e-mail. The Merge Type should only use ‘plain text’ formatting, i.e. no tables or drawings etc.

An e-mail template may be specified for each of the ‘Assigned’” and ‘Notes Added’ versions of e-mail
messages.

E-Mail Note Option (when no template)

This field is available when no E-Mail Template has been named. In this case a ‘standard’ internally
generated Text message will be built. The E-Mail Note Option allows you to specify how any Notes are to
be handled on the e-mail. The available options are:

. None — No Note details will be included. The Text of the message will be as per the System
Parameter message definitions

. Added Note — The most recently added Note will be included in the text of the e-mail message

. All Notes — All Notes on the Request will be included in the e-mail message. (The Notes will be

included in descending Date/Time order)

Apply to Child Request Types

This check box will be available on Parent Request Types. This flag allows the user to set a group of
parameters to many Request Types without having to maintain each one individually.

Clicking the ‘Apply’ button displays the secondary form, ‘E-Mail Parameter Maintenance’.

E-Mail Parameter Maintenance Form (secondary)

The secondary E-Mail Parameter Maintenance form displays when the ‘Apply’ button is clicked on the
primary E-Mail Parameter Maintenance form.

This form shows the parameters that have been selected for application to the Child Request Types. It
also displays a list of all the Request Types that are children of the current Request Type. The
descriptions of the Request Types are indented to indicate their hierarchy. A checkbox indicates if any e-
mail parameters already exist for the Child Request Types.

The user may multi-select from the list of Child Request Types, and click ‘Apply’ to have the selected e-
mail parameters applied to those Request Types. If an e-mail parameter exists for a given priority, then
its values will be overwritten by the selected parameter values. Otherwise the e-mail parameter will be
created based upon the selected parameter values.

Note: Unlike Note Types that are defined for the highest level Parent Request Type and are then
inherited by ALL the Child Request Types, E-Mail parameters must be defined for all Request Types and
Priorities where you require e-mail functions.

The generation of E-Mail messages is automatic based upon the settings described above. However,
due to the fact that Microsoft Word document Merge functions are now supported in the construction of
the e-mail messages, it has been necessary (for performance reasons) to define a new Asynchronous E-
Mail Process function to allow the construction and sending of the e-mails to occur on a system other
than the user’s desktop. It is recommended that an ACR (Customer Service) specific Job Queue be
created and defined as the ‘Background’ processing queue to be used by Customer Service. You should
then ensure that this Job Queue is started on a Batch Job Queue Server.

Note: It is important that the machine used has an E-Mail Client configured and has Microsoft Word
available. The e-mails sent to the Responsible Officers will appear to be ‘From’ the user who is logged
on to the Batch Job Queue Server.
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If the Job Queue is not started then e-mail generation and sending will occur interactively from the Client
Desktop PC. For internally generated text messages this is not very different from the previous
functionality.  However, for Merge Type generated messages, this could cause considerable
inconvenience to the Customer Service user.

% E-Mail Parameter Maintenance

General Complaints

ONFID - Confidential Reguest type with GEM parent
I - Moisy Meighb

E-Mail Parameter Maintenance Form (secondary)

Parent Request Type
These fields display the selected Parent Request Type and Description.

Priority
This field displays the selected Priority.

E-Mail Send Option
This option displays the parameter which has been set up to determine when an e-mail is to be sent to a
Responsible Officer. The available options are:

. No E-Mail — No e-mails are sent

. Assigned — An e-mail is sent when a Request is assigned to a Responsible Officer
. Notes — An e-mail is sent whenever Notes are added or maintained

. Always — An e-mail is sent in all cases

E-Mail Template to use for — Request Assignment
This field displays the Merge Type to be used for constructing the text of the e-mail.

E-Mail Template to use for — Request Notes Added
This field displays the Merge Type to be used for constructing the text of the e-mail.

E-Mail Note Option (when no template)
This field displays how any Notes are to be handled on the e-mail. The available options are:

. None — No Note details will be included. The Text of the message will be as per the System
Parameter message definitions
. Added Note — The most recently added Note will be included in the text of the e-mail message
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. All Notes — All Notes on the Request will be included in the e-mail message. (The Notes will be
included in descending Date/Time order)

Apply to Child Request Types

These fields display a list of all the Request Types that are children of the current Request Type. The
user may multi-select from this list, and click ‘Apply’ to have the selected e-mail parameters applied to
those Request Types. If e-mail parameters exist for a given priority, then its values will be overwritten by
the selected parameter values. Otherwise the e-mail parameter will be created based upon the selected
parameter values.

Note: Unlike Note Types that are defined for the highest level Parent Request type and are then inherited
by ALL the Child Request Types, E-Mail parameters must be defined for all Request Types and Priorities
where e-mail functions are required.

E-Mail Parameters Exist
This checkbox will indicate if any e-mail parameters already exist for the Child Request Types.

Estimated Duration Maintenance

The Estimated Duration Maintenance form displays when the Estimated duration Maintenance option
button is selected on the Request Type Maintenance form. It allows the user to define the estimated
duration for each Priority level (Note: This replaces the 2 fields, Estimated Time and Default Priority,
which have now been removed from the Request Type Maintenance form). It allows the Priorities 1, 2, 3,
4 and 5 to be set up with the following Unit Types — Minutes, Hours, Days, Weeks and Years. One
Priority is able to be set as the default and will be used as the Priority when new Requests are entered. It
is mandatory to enter values for all Priority levels.

The user is also able to apply the settings to all or some of the children of the Request Type.

E Estimated Duration Maintenance !El m

Request Type  [GEN | [zenersl Complaint |

Defautt  Apply to Child

— Priarity Estimated Time Tifme: Unit Priority _ Recuest Types
1 I; Hours = i
2 1 Days = - r
E 1 Days I [ r
4 1 Days = - r
B 1 Days = - r

Apply | oK I Cancel

Estimated Duration Maintenance form

Request Type
These fields display details of the selected Request Type. These fields are display only.

Priority
This field contains the available Priorities, 1, 2, 3, 4 and 5. These numbers are entered by the system
and cannot be modified. It is mandatory to enter values against each Priority level.

Estimated Time/Time Unit

The Estimated Time field is used to enter a specific span of time to determine how long requests of this
type will take to be completed. There are two fields, the first being a number, the second consisting of
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the duration such as weeks, month’s etc. This field determines the Date to Respond By field on each
request based on the date the request was entered. This field is used in conjunction with the Calendar
Format field. This field is mandatory.

The user is able to enter an Estimated Time (duration) for each Priority, which, together with the Time
Unit field, specifies a time period after which the Request will be overdue, e.g. 2 Hours.

The user is able to select a Time Unit from the dropdown list to apply to the Estimated Time. The
following options are available for selection:
=  Minutes
Hours
Days
Weeks
Months
Years

Example

The Estimated Time is nominated as two days

Calendar Format is Working Days.

If a request is entered at 10:00 am on a Friday morning the Date to Respond By will be 10:00 am on
Tuesday (assuming Saturday and Sunday are non-working days)

Default Priority

The user is able to select one Priority to be the Default Priority. This will be used as the Priority when new
Requests are entered for this Request Type.

This field is mandatory and may not be bypassed.

Apply to Child Request Types

The user is able to apply the settings on this form to all the ‘children’ of the Request Type in a similar
fashion to that available in Priority Escalation Maintenance, by checking ON the ‘Apply to Child Request
Types’ indicator and selecting the Apply button. Once this is done, the user may nominate which Child
Request Types are to have similar priorities applied.

Child Type Estimation Duration Maintenance Form

This form display when the Apply button is selected on the Estimated Duration Maintenance form. It
displays all the Child Request types which are able to have the Parent Estimation Duration parameters
applied.

% Child Type Estimation Duration Maintenance

Est. Duration
— Childd Reguest Type Description Parameters Exizt
4D - Viscious Dog
DOGATT - Dog Attack

Apply I Close

Child Type Estimation Duration Maintenance form
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Child Request Type Description/ Estimated Duration Parameters Exist

These fields display any ‘Child’ Request Types that exist for the ‘Parent’ Request Type, as well as a flag
to indicate whether Estimated Duration Parameters already exist. The user may select (highlight) one or
more Child Request Types to which to apply the Parent parameters. Multiselect is available on this form.
Selection of the Apply button completes the process.

Job Card Parameter Maintenance Form

The Job Card Parameter Maintenance form displays when the ‘Print Job Card Parameters’ option button
is selected on the Request Type Maintenance form. It allows the user to nominate Name Links, Location
Links, References, a Questionnaire, Notes and an option to Print the Action Page.

If Job Card Parameters are set up here they will override any parameters set up at the Customer Service
System Parameters level. If Job Card Parameters are not set up at the Request Type level, then the
System Parameters Job Card Parameters will be used. (However, if System Parameters Job Card
Parameters are not defined, then the Job Card button will not be available on the Request Selection
screen.)

ff Job Card Parameter Maintenance i ] 4
— Hame Links Selection Communication Types Selection
Communication Type 1 ;}I

Customer Communication Type 2 L}I

Complainant e Communication Type 3 |

Long name description pppppppRRRRRRRRRRRRRRRR Communication Type 4 L}I
— Location Links Selection Property Reference Types Selection

Property - 1REF - reference one for property il

Street'Suburb 2REF - reference two for property

Ward 3REF - reference three for property

Hoisy Property ;I B1 - B1 number ;I
— Reference Types Selection Other Options

ALTHO - Alternative Customer Request Ho - Print GQuestionnaire [

HAHNSEH - Hansen Request Print Mates [

KEYWORD - Keyword Motes DateiTime  [Ascending =1

MAINPAL - Mainpac Reference Type ;I

Prirt &ction Page [

— Printer Selection
Default Printer | BN |

ok Cancel

Job Card Report Parameter Maintenance form

Name Links Selection
The Name Link Selection field allows the selection of the Module Link that represents the “Customer” or
the “Client” of the Job Card. When the Name details are printed, the mailing address of the name will
also be printed. In the case of multiple names for the link against the Request, all names and mailing
address will be printed.

When the name module link is defined, the ability to select up to four (4) Name and Address
Communication Types is also provided to allow contact numbers to be extracted onto the Job Card.

Location Links Selection

The Location Link Selection field allows the selection of the Module Links that represent the location of
the issue. Any Property based link will be able to be selected, i.e. Any Property or Street/Suburb based
link. The ward Module link will also be available for extraction.
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When the Location Links are printed, the formatted location details will be displayed as per current on-
screen functionality.

For each Property Link the ability to select Property References is available. The user may nominate
which references to extract to the Job Card.

Reference Types Selection

The Reference Types Selection field displays the Reference Types that are available in Customer
Service. The user is able to select which Reference Types are to be printed on the Job Card.

Communication Types Selection

When the name module link is defined, the Communication Types Selection fields allow the user to select
up to 4 Name and Address Communication Types to allow contact numbers to be extracted onto the Job
Card.

Property Reference Types Selection

For each Property Link the user is able to select Property References. The user may nominate which
references to extract to the Job Card.

Other Options
The user is able to nominate whether the Questionnaire details will be printed on the Job Card.

The user is able to nominate whether Notes should be printed on the Job Card and in which order they
should be printed, i.e. Descending or Ascending Date Order. When the Report is printed, security
relating to Note Types will take effect and any Notes which the user, who is printing the Job Card, does
not have access to, will not be printed.

The Print Action Page option is an ON\OFF indicator which will default to OFF. This option requests
that an Action Page be printed that will allow the Actioning Officer to record any actions taken for the Job.
This will then allow data entry to occur once the Actioning Officer has returned and completed the job.

Printer Selection

The Printer Selection fields allow the user to define the “Printer” to be used. The list of Printers will be
sourced from those defined within Pathway. The selected Printer will be used when printing the Job Card
Report.

Request Type Status Code Maintenance form

The Request type Status code Maintenance form is a select/remove form which allows one or more
Status Codes to be assigned to the selected Request Type.

Note: This form will only display if the user is authorised to the Authorised Function: Status Codes at
Request Type Level.
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= Request Type Status Code Maintenance

EEX

Reguest Type Code |GEN

| |General Complairit

Available
Actioned
Approved

Aszsigned

A Ir Progress

[Mew Reguest

Call Back

Call Logged

Completed with Mo Yaluation Change
Completed with Valuation Change
Mo Action Reguired

0 Haold
Feqguest closed

Skatus Mainkenance o] 4

Zancel

Request Type Status Code Maintenance

Request Type Code

The header displays details of the selected Request Type.

Available Status Codes

All active Status Codes are displayed in the Available frame. Any Status Codes that have already been

assigned will no longer display on this side.

Assigned Status Codes

All Status Codes that have been assigned to the selected Request Type are displayed on the right hand

side of the form.

Status Maintenance button

When pressed, the [Status Maintenance] button will call the existing Status Maintenance form which
allows addition/maintenance/deletion of Status Codes. Upon return to the Request Type Status Code
Maintenance form, any changes made will be evident and any new Status Codes added will now be
available to be assigned to the Request Type if desired.
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Contact Type Maintenance

This parameter allows the setting up of Contact Types that may be assigned to a Request. These may
typically be items such as phone and fax etc. It describes how the request was received.

Contact Maintenance Form

This form allows the user to enter Contact Types that may be assigned to the Request. These may
typically be items such as phone and fax etc.

£ Contact Type Maintenance =] B3

=

QA S

1]
|

—— Description

[Counter Enguiry
E-mail

Facsimile
Letter
Telephone

Inzert | OF. I LCancel

Contact Maintenance Form

Contact Type
This field consists of a 6 character code to be assigned to the Contact Type. The code may be alpha or
numeric.

Description
This field allows the user to enter a more detailed description to assign to the Contact Type.

Active
If this field is checked off, the Contact Type may not be selected against a Request. Checking the field
on allows the Contact Type to be available during Request Maintenance.
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Requestor Type Maintenance

The Requestor Type Maintenance parameter allows the establishment of a list of people and/or
organisations that may make a Customer Request to the Council.

Requestor Maintenance Form

Requestor Maintenance allows the user to create a list of people and/or organisations that may make a
Customer Request to the Council.

B Requestor Type Maintenance M=l E3
Reguestar Default
Description Priority — Active |
Councillor 2 =
Government Department 5 =
Mayor U =]
R [Resident 3 B2l

Inzert | OF. I LCancel

Requestor Maintenance Form

Requestor
This field requires a code to be entered for each Requestor Type. These types may be things such as
The Mayor, Council Staff, Rate-Payer etc. This is a ten character field and may be alpha or numeric.

Description
The Description field allows the entry of a detailed description for the Requestor Type.

Default Priority
This field allows a Default Priority to be entered against each of the Requestors. If the override priority is
set on in Customer Service System parameters, this default may be changed.

The priority set here will override the priority set at the Request Type level.

Example

Request Type — Barking Dog has a priority of 3.
Requestor of type — Councillor has a priority of 2.
Requestor of type — Public does not have a default priority.

When a request is created for a Barking Dog complaint and has been submitted by a Councillor then the
priority on the request will be defaulted to 2.

When a request is created for a Barking Dog complaint and has been submitted by a member of the
Public then the priority on the request will be defaulted to 3.

Active
This field if checked allows for the Requestor Type to be used. If the field is unchecked, then the
Requestor Type will not be available for selection when creating a Request.
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Role Type Filter

The Role Type parameter is an “INFOR Only Function” for the creation of the specific Role Types
required for use within the Customer Service System.

Users may also create their own Role Types based upon one of the existing Primary Role Types. The
‘New’ button allows users this facility.

Role Type Filter Form

Role Type Filter form is an “Infor Only Form” for the creation and maintenance of the specific Role Types
required for use within the Customer Service System. At present the user need not make any changes or
additions to this form.

Role Type Filter Form

Description
Enter a role description (or part thereof) to limit your search. E.g. *Assess* will return all Role Types for
Rate Assessments.

Application
Enter an Application code to limit your search. E.g. LLC will return all Role Types for Licensing.

Role Number
Enter a Role Number to limit your search. E.g. “1” will return all Role Type 1’s for all application Role
Types.

Role Type Selection Form

This form displays all role types that match the search criteria entered. The ‘New’ button allows the user
to create new User-defined Role Types.
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B Role Type Selection Form

Application Enguiry -
Infringement
Parking Infringement Complaint
Licensing
Licenszing Complaint
Propery
StreettSuburk
ard
Moizy Property

T odify I

Role Type Selection Form

Role Type
This field displays the Role Type application code and Role Number.

This field is display only and may not be maintained.

Description
This field displays the full description of the Role Type.

Role Type Maintenance Form

This form displays all details relating to a specific Role Type. Details relating to Primary Role Types will
be non-maintainable. Existing User-defined Role Types will only allow maintenance on the Description
field. When creating new Role Types, only the fields ‘Role Number’ and Description’ are available for
input.

When creating User Defined Role Types, a ‘reciprocal’ Role Type will be created in the other application
for Property (LPA), Rates Accounting (LRA), Registers (CRG) and Name & Address (CNA).

LCancel

Role Type Maintenance Form

Application
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Identifies the application that the Role Type applies to. This will always be an application within Pathway
and it determines the application that is creating a relationship to Customer Service.

For example - If the application was CNA, Name & Address, then the relationship is from Customer
Service to the Name & Address application.

Role Number

The Role Type Number is used to uniquely identify a relationship to an external application. The use of a
Role Type Number allows many relationships to be created between an external application and
Customer Service.

For Use Defined Role Types the Role Number must be greater than 99.

Description

This field contains the Description of the relationship between Customer Service and the external
application. This field is maintainable for both user-defined Role Types and Infor-defined Role Types.

Local Entity
This field contains the entity name within Customer Service that the relationship exists with.

Other Entity
This field contains the entity name for the external application that the relationship exists with.

For example, in the case of a Name Role Type the ‘Other’ entity will be CNAIDTY.

Delete Form

This field contains the name of the Deletion form that is required for the Role Type. The deletion form
determines if the Role Type can be deleted. In general a Role Type is not deleted once it has been
issued to Customers.

Detail Form
If Detail Form is checked on, then for the "relationship" the ability exists to detail out to the external
application and view the occurrence that has been linked to the Customer Service Record.

Information Form

If Information Form is checked on, then for the "relationship" the ability exists to obtain a description for
the occurrence that has been linked to the Customer Service Record. Some examples are a formatted
Name, a formatted Property Address etc.

Update Form

If this is checked on then it indicates that the external application entity contains data in its own system
that belongs to Customer Service. If the data changes in Customer Service then the external application
will be called to update any data that it holds.

Single Link For Local Entity
If this is checked on then this indicates that for the entity that is listed under "Local Entity", the Customer
Service entity, there can only be one link to the Customer Service occurrence.

For example, we may only want to allow one Name to be linked against a Customer Service occurrence
for this type of relationship.

Single Link For Application Entity

If this is checked on then this indicates that for the entity that is listed under "Application Entity", the
External Application entity, there can only be one link to an external application occurrence.

For example, we may only want to allow a Name to be linked against a Customer Service occurrence
only once for this type of relationship.

Active
Indicates whether the Role Type is active.
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For User Defined Role Types, the ‘Active’ flag is always set ‘On’, as User Defined Role Types are not
able to be made inactive.
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Merge Type Parameters

The Merge Type Parameters are used to define specific letters or documents that will be required for use
within the Customer Service Module. Any types of letters or standard documents may be created, using
the Word Processing package associated with the Pathway Product.

The actual creation of these Merge Types is detailed in the Word Processing Manual.
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Extract Type Parameters

The Extract Type Parameters are used to define specific letters or documents that will be required for use
within the Customer Service Module. Extract Types allow for specific fields to be extracted from the
specific Customer Service Request and be assigned to a Merge Type and creating a template, using the
Word Processing package associated with the Pathway Product.

The actual creation of these Extract Types is detailed in the Word Processing Manual.

The following Extract Field Lists are available for use in documents within the Customer Service Module:

ANIMALS - Animals against Customer Requests

Animal Reference
Animal Name

Animal Type Code
Animal Type Description
Animal Breed Code
Animal Breed Description
Animal Colour Code
Animal Colour Description
Animal Gender
Formatted Name
Formatted Address

«Animal_Reference»
«Animal_Name»
«Animal_Type_Code»
«Animal_Type_Description»
«Animal_Breed_Code»
«Animal_Breed_Description»
«Animal_Colour_Code»
«Animal_Colour_Description»
«Animal_Gender»
«Formatted_Name»
«Formatted_Address»

APPL - Applications against Customer Requests

Application Number
Application Description
Application Type Code
Application Type Descr
Formatted Address

«Application_Number»
«Application_Description»
«Application_Type_Code»
«Application_Type_Descr»
«Formatted _Address»

INFRINGE - Infringements relating to a Request

Infringement Type Code
Infringement Type Descr
Offence Type Code
Offence Type Descr
Formatted Ticket Number
Offence Date

Ticket Balance

LICENCE - Licensing on a Customer Request

Licence Number
Formatted Address
Licence Description
Licence Type Code
Licence Type Description

NAMES - Name List

Mailing Address
Name

NOTES - Request Notes

«Infringement_Type_Code»
«Infringement_Type_Descr»
«Offence_Type_Code»
«Offence_Type_Descr»
«Formatted_Ticket Number»
«Offence_Date»
«Ticket_Balance»

«Licence_Number»
«Formatted_Address»
«Licence_Description»
«Licence_Type_Code»
«Licence_Type_Description»

«Mailling_Address»
«Name»
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Officer Code «Officer_Code»
Officer Descr «Officer_Descr»
Date and Time «Date_and_Time»
Note Type «Note_Type»

Note Type Descr «Note_Type_Descr»
Security Level «Security_Level»
Note «Note»

PROPERTY - Properties attached to a Request

Owner «Owner»

Address «Address»

Address Single Line «Address_Single_Line»
Property Key «Property_Key»

TASKS

Within the Customer Service >> Parameters >> Extract Type Parameters menu item, a ‘Request Tasks’
extract list type with code ‘TASKS’ is now available. The TASKS list contains the following fields, listed
with their sources:

Field Source
Task_Type_Code Customer Service >> Parameters >> Workflow >> Task
Type Maintenance >> Task Type

Task_Type_Description Customer Service >> Parameters >> Workflow >> Task
Type Maintenance >> Task Type Description

Task_Status Customer Service >> Request Maintenance >> Task
Maintenance >> Task Status

Start_Date Customer  Service >> Request Maintenance >> Task
Maintenance >> Actual Start Date

Completion_Date Customer Service >> Request Maintenance >> Task
Maintenance >> Actual Completion Date

The list of task details returned can be restricted by selecting the Additional Filter button in Extract Type
Maintenance and by specifying values on the Tasks Extract List Filter form. A select/remove control on
this form allows task types to be assigned so that the returned list only contains tasks with those types. If
no task types are assigned, tasks of all types are returned. There is also a Task Status filter field
available. The possible values generally correspond with the status values displayed on the Task
Maintenance form, with the following exceptions:

Value Meaning

All The list of task details is not restricted by status.

Incomplete Only tasks with no Actual Completion Date value are
included.

The following Associated Extracts (created within the Property Module) are available to Customer Service
and may be added as Associated Extracts to the PROPERTY Extract.

SERVICES - Property Services

Service Code «Service_Code»

Service Description «Service_Description»
Service Sub Type Code «Service_Sub_Type Code»
Service Sub  Type «Service Sub_Type Descr»
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Descr
Service Frequency «Service_Frequency_Code»
Code
Service Frequency «Service_Frequency_Descr»
Descr
Collection Day «Collection_Day»
Collection Time «Collection_Time»
Service Area Code «Service_Area_Code»
Service Area Descr «Service_Area_Descr»
Service Reference «Service_Reference»
Service Collection Sequ  «Service_Collection_Sequ»
Service Date «Service _Date Requested»
Requested
Service Date Installed «Service_Date_Installed»
Service Installed Ref «Service_Installed_Ref»
Service Date Removed  «Service Date_Removed»
Service Removed Ref «Service_Removed_Ref»
Service Removed Code «Service_Removed_Code»
Service Removed «Service_Removed_Descr»
Descr
Service Date Missing «Service_Date Missing»
Service Number «Service_Number_Services»
Services
Service Comments «Service_Comments»
Service Status «Service_Status»
Delivery Instruction 1 «Delivery_Instruction_1»
Delivery Instruction 2 «Delivery_Instruction_2»
Delivery Instruction 3 «Delivery_Instruction_3»
Delivery Instruction 4 «Delivery_Instruction_4»
REFERENC — Property References
Reference Type «Reference_Type»
Reference Description «Reference_Description»
Reference Number «Reference_Number»
Status «Status»
Status Date «Status_Date»
QUESANSW - Questions and Answers
Question Number «Question_Number»
Question Text «Question_Text»
Answer Text «Answer_Text»
RATES - Rates Assessment attached to a Customer Request
Formatted Address «Formatted_Address»
Assessment Number «Assessment_Number»
Check Digit «Check_Digit»
REFERENC - Reference Extract List
Reference Type «Reference_Type»
Reference Description «Reference_Description»
Reference Number «Reference_Number»
Status «Status»
Status Date «Status_Date»
STRTSUBR - Street Suburb linked to a Customer Request
Street «Street»
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Suburb «Suburb»
State «State»
Postcode «Postcode»

WARD — Ward Against Customer Requests
Ward «Ward»

Module Link fields via Registers

When a Register is defined with a Customer Service link, an Extract List definition will be created
automatically within the Customer Service module. This Extract List may then be used to create an
Extract Type and Template document, which in turn may be included on a Merge Type document.

The automatically generated Extract Lists will be available for selection from the usual Extract Lists
Popup. The "Extract Code" will consist of the constant 'CRG_' suffixed with a unique number. The
"Description” will consist of the constant 'Register -' suffixed with the first 39 characters of the Register
Description. (Example: CRG_66 Register - Music Collection Register)

When defining an Extract Type Template document based on one of these Register Extract Lists, the list
of Merge Fields available will include three fixed fields providing information about the Register itself and
the related Register Reference number, along with all other data fields as defined on the Register, all of
which may be included as necessary on the document. When printed, the details of all Register Entries to
which the current Customer Service Request is related will be extracted.

Reference Extract List Filter Form

E Reference Extract List Filter [ O] %]
Reference Details
Reference Type | il [ |
Status  |Hone -
Status Date |

Reference Extract List Filter Form

Reference Type
Enter a Reference Type in this field, or alternatively you may select one from the Pop Up.

Status
This field contains the status of the Reference Type. Four status options are available from the drop-
down list. The status will default to None upon entry to the form.

None
Current
Historic
Proposed

Status Date

This field allows the user to specify a date on which the Status on the Reference Type changed.
Reference Types may be filtered on this date.

Request Note Extract Filter Form
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This form allows users to select a specific Note Security Level and the order in which the Notes are
extracted. If a Security Level is not specified (none) then all Notes will be extracted.

Request Note Extract Filter Form

Note Security Level
This field allows selection of a Note Security Level on which to filter the Request Notes extraction. The
available choices are:

o (none)

. General

. Restricted

. Confidential

If the default Security Level of (none) is selected then all Note Types will be included in the extraction. If
one of the other Security Levels is selected, then the Notes extracted should only be for the Security
Level that was selected on this form.

Date Extract Order
This option allows the user to nominate the date order in which the notes should be printed (ascending or
descending). The default order is ascending.

Ward Role Type Filter Form

LCancel

Ward Role Type Filter Form

Ward Role Type

This field allows a Ward Role Type to be entered or selected from the Pop Up upon which the Extract
Type will be filtered.

Inspection Details Filter Form

The Inspection Details Filter form allows for the specification of Inspection Filter information by Request
Type. The filter details apply at the Request Type level because all Inspection Parameters are stored by
Request Type. However, because the Extract Type definition occurs from the Parameter Maintenance
Menu and not from Request Type Maintenance, it is necessary to make a Request Type selection first.

Therefore, in order to have any selection filtering or sort ordering applied on the Inspections for Requests,

Infor Local Government 13 July, 2017 Page 107



Customer Service User Guide Parameters

it is necessary to enter any filter details for each Request Type where required. If no filter details exist for
any Request Type, then all Inspections on Requests for that Request Type will be printed.

B Inspection Details Filter

Cancel

Inspection Details Filter Form

Request Type Code/Description

Key in a Request Type Code or alternatively, you may select one from the Pop Up. The Description field
will be automatically populated with the Request Type Description.

Filter Details
Selecting the Filter Details button will display the Extract Filter form. This form allows the specification of
several filtering parameters as well as the definition of a sort order for the Inspections.
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User Defined Labels

This parameter allows the setting up of User Defined Labels fields which allow the user to replace the
existing standard fields with specific Labels of their own.

User Defined Label Maintenance Form

The User Defined Labels fields allow the user to replace the existing standard field descriptions with a
specific description of their own. The descriptions given may more accurately reflect local terminology.

Only the fields listed may be changed. No other fields or form names are user definable.

When a label is changed the new description given will be displayed throughout the customer service
module. It should be noted however that all help text will still refer to the Infor issued field names.

B User Defined Label Maintenance

— Description User Defined Label
Date Responded
Drate to Respond by
Fequest

Lontact Type
Fequestor Type
Flequest Type Merge Types Request Letters
Fequest Type
[ate Received

Ok LCancel

User Defined Label Maintenance Form

The fields that can be modified are:

Date Responded

Date to Respond By
Request

Contact Type

Requestor Type

Request Type Merge Types
Request Types

Description
This field contains the Infor defined label description.

User Defined Label
Entering a value in this field will override the standard field name with that given.
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User Action Parameters

Modify Responsible Officer Action Parameter Maintenance Form

This form allows a Userid to be entered to be attached to the MAINTRESPO User Action.

LCancel

Modify Responsible Officer Action Parameter Maintenance Form

Responsible Officer

Enter the Userid you wish to attach as the Responsible Officer to the MAINTRESPO User Action or
alternatively, you may select one from the Pop Up.

Search Profile — Filter by Request Type

These fields allow a Request Type to be entered or selected from the Pop Up to filter the display of
Responsible Officers. If no search profile is entered then all Responsible Officers will display.

Modify Actioning Officer Action Parameter Maintenance Form

This form allows a Userid to be entered to be attached to the MAINTOFICR User Action.

Modify Actioning Officer Action Parameter Maintenance

LCancel

1Modify Actioning Officer Action Parameter Maintenance Form

Actioning Officer

Enter the Userid you wish to attach as the Actioning Officer to the MAINTOFICR User Action or
alternatively, you may select one from the Pop Up.

Search Profile — Filter by Request Type

These fields allow a Request Type to be entered or selected from the Pop Up to filter the display of
Actioning Officers. If no search profile is entered then all Actioning Officers will display.
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Modify Request Priority Action Parameter Maintenance Form

This form allows a default and an override Priority to be established to determine if the Priority of a
Customer Request will be modified by the PRIORITY System Action. If there are no default and override
priority settings on this form (i.e. all settings are ‘none’), a form with a Priority dropdown list will display to
allow the user to select an override priority with which to update the Request.

LCancel

Modify Request Priority Action Parameter Maintenance Form

Default Priority

These fields allow a priority level to be selected from the dropdowns (e.g. >= 3) to establish parameters
for modifying the Priority level of a Request.

Override Priority
This field allows an override Priority to be selected from the dropdown

Priority Update Form

This form allows the user to set an overriding Priority with which to update a Customer Request.

Priority Update Form

Priority
This field allows the user to select from a dropdown list an overriding Priority with which to update the
Customer Request.

Modify Request Status Action Parameter Maintenance Form

This form allows a Request Status to be entered to be attached to the STATUS User Action.
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B Modify Request Status Action Parameter Maintenance

Request Type Code |GEH ﬂ General Complaint
Status Code ﬂ

o] | Cancel

Modify Request Status Action Parameter Maintenance Form

Request Type Code
The Request Type Code fields allow entry of a Request Type when the Action Parameters are maintained
for a User Action with System Action = STATUS.

Note: These fields are only available if the authorised function ‘Status Codes at Request Type Level is
authorised. For those sites not authorised, the existing functionality remains unchanged (i.e. the Request
Type Code fields will not display).

These fields are used in 2 ways:
1. If a Request Type is nominated

= |f one or more Status Codes have been assigned to the Request Type, then only those
Status Codes that have been assigned to the Request Type will be valid and will display
in the Pop Up form.

= (If no Status Codes have been assigned to the Request Type, then existing functionality
will apply — i.e. all Status codes with ‘Completed’ set to ‘No’ will be valid/displayed in the
Pop Up form)

If a Request Type is hot nominated.
= Existing functionality will apply i.e. all Status Codes will be valid / displayed in the Pop Up
form)

2. It will be used to limit the execution of the Action when it is performed for a Request.
= |f a Request Type is nominated for the User Action, then the Status change will only be
applied to Requests with the nominated Request Type (See the Work Flow Task section
for further details)

Status Code
Enter the Status Code you wish to attach to the STATUS User Action or alternatively, you may select one
from the Pop Up.

If the authorised function ‘Status Codes at Request Type Level is active and a Request Type Code has

been selected which has Status Codes assigned, then only the assigned Status Codes will display in the
Pop Up. Otherwise ALL Status Codes will display for selection.

Default Merge Type Maintenance Form

This form allows a Default Merge Type to be set up to be used when the ‘Document’ or ‘Letter’ System
Actions are run.
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B Default Merge Type

Cancel

Default Merge Type Maintenance Form

Merge Type

These fields allow the selection of a Merge Type which will be used as the default Merge Type when the
DOCUMENT or LETTER System Actions are run.

Default Note Type Maintenance Form

This form allows the definition of 'Default’ Note Types to be used when running Workflow Tasks for User
Actions that are based upon the Customer Service System Action of ' NEWNOTE".

When starting such a Task the Note Entry form will initially be populated with the Note details from the
selected default Note Type.

The User Action Note Type parameters may be specified for both Parent and Child Request Types.
Multiple Request Types may be specified and a Note Type chosen for each.

The Default Note Type Maintenance form has been created to allow the definition of these Request
Type/Note Type defaults and is available from the Menu Option: Customer Service >> Parameters >>
Work Flow Parameter Interface, via the User Action option button.

When creating or maintaining any User Action that is based on the System Action of 'NEWNOTE', the
"Action Parameters" option button will be available. Selecting the Action Parameters option button will
display a form where you may specify Request Types and the Note Types to be used as their defaults for
Tasks based on this User Action.

E Default Note Type Maintenance

Default Note Type Maintenance form

Request Type Code/Description

Enter a Request Type or select one from the Pop Up. The Description field will subsequently be filled in
along with the Default Note Type of the associated Parent Request Type. This is only an initial value and
may be overridden.

Note Type Code/Description
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Initially the Note Type field and Description are filled with the Default Note Type of the associated Parent
Request Type. These fields may, however, be overridden. The Note Type Pop Up may be used to select
an alternative Note Type for the selected Request Type.
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Policy and Procedure Documents

The ability to find and retrieve documents instantaneously means employees can also respond quickly to
customer questions and enquiries. This instant access to information can eliminate the time delays that
frustrate customers, eliminate confusion and misinformation, and ultimately translate into more satisfied
customers.

From within the Customer Service Request Maintenance/Enquiry function users will get access to Policy
Documents at any time by using a pull down Menu. The Policy and Procedure Document Enquiry form
will then permit the user to search for and view, or email, selected documents.

With the Pathway Policy & Procedure Documents option...

Documents can be....

Grouped for easy locating

Linked to a Customer Request

Restricted from view if necessary

Stored in 3 different formats

External Windows documents (e.g. http:\\www.geac.com.au; Q:\docs\ACR\Opening Times.doc)
Internal system WP documents

Internal System Notes

"0p00D

Users can.....

Easily navigate the hierarchy of related documents

View documents

Email documents to customers or internally

Link documents to a Customer Request

Link documents used in the resolution of a customer request
Change the stored file path of documents

View the same documents simultaneously from their PCs

[N Sy oy oy

Setup (Parameter Level)

Users will be required to create Document Groups as well as Documents. Documents can be assigned
to Document Groups, and these Groups can in turn have Groups assigned to them, thereby creating a
hierarchy of Document Groups.

Documents can be created as Word documents, Internet/Intranet pages, Excel spreadsheets, Internal
Pathway WP documents, or Internal System Notes.

From the Document Group Maintenance form the user can set up Document Groups, which can be
associated to a Parent Group.

B Document Group Maintenance =] B3

\'
‘ Document Group Cote [ITNold

Desctription [Barking - Guidelines for Barking dogs
Parent Document Group [DOGS »| [Procedures for Dogs ]

Active [V

‘r Options
| __| Document Selection

___| Reaquest Type Selection

|I;1K|!;M>el

Document Group Maintenance form
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Each Document Group can have Documents associated to it.

Document Selection form

Each Document Group can also be linked to Customer Service Request Types.

I % Request Type Selection

Barkjn - Guidelines for Barking ds |

Request Type Selection form used to link Request Types to Documents
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Documents can be created as External Windows documents with a local path or network path file name,

e.g.

i Document Maintenance

Document Code
Descripion finternal Staff Policy
Document Summary linternal Staff Policy on Privacy. _-_I

| Document Type fExternal 'Windows' Document - | i | -_I
Documert File Location I\WDE“USLGO“ZMUEVOOCWENT‘ADW\CONTROL\COWON PR i_'
Document Restricted [
Active v

- Options e , -
J __| Document Group Selection

oK I Cancel

Document Maintenance form showing an External Windows Document Type stored on the network

Or Internet/Intranet page addresses, e.g.

i Document Maintenance M= 3

Document Code
Descripion |Geac Home Page

Document Summary [Sample Internet page ;I

Documert Type [External ‘Windows' Document | - |

Document File Location  [HTTP:\WWW.GEAC.COM.AU 2]
Document Restricted [~
Active [V

— Options - - —— e S

‘ _J Document Group Selection

B Carcel |

Document Maintenance form showing an Internet address
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Documents can be Internal Pathway WP Documents, e.g.

B Document Maintenance

d Labelsl

Document Code
Description [Pathway Word Processing document

Document Summary |This document has been created using the Pathway word ZI
processing interface

- tTyrs  |internal System "W Document _J ;l _J
Uacument Hielonation _]
Dacument Restricted [~
Active [V

__| Document Group Selection

| [1]8 I Cancel

Document Maintenance form showing an Internal System WP Document

Documents can also be created as Internal System Notes, e.g.

B Document Maintenance O] X]
Daocument Code
Description |Procedures for Graffiti Removal
Document Summary internal System Hote detailing procedures for graffiti 3
removal.
Documert Type [Internal System Hote 3 [
umet Flelnoatic __'

Document Restricted [
Active [V

— Options
J Document Group Selection

l oK I LCancel

Document Maintenance form showing an Internal System Note

Search Profile and Selection Forms

From within the Customer Service Request Maintenance/Enquiry function users will be able to get access
to Policy Documents at any time by using a pull down Menu. The Policy and Procedure Documents form
will then permit the user to search for and view, or emalil, selected Documents.
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| 07-Mar-2002 107635
I
| R6-Fev-200211:2227 |
R6-Feu-2002 11:17:14 |

Reterence Mumber 2, Regrter EC « Bocks, Fied

Reseryotion.
Rataranca Nurber & Regster EC . Books, Field

o [160or2002 113800 |

Y [15Mer-2002 1139055 - Eddi Chicea
& Cuttomer ants to resarve tha book 101 1ngs to o on a reeny oay™

Request Maintenance form showing new Policy & Procedure Documents Menu Option

By selecting the Policy & Procedure documents option from the menu users will be able to View or email
all Documents, or those linked to the Request Type. Users will also be able to create a new Request
from this form.
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Policy and Procedure Documents form

It is also possible to link Documents that have been used in the resolution of a Customer Service Request
to the Request for future reference.

e 7 .0ct 2002 1613 0%

Request Maintenance form showing new P&P Document(s) menu option (on the Options menu)
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B pocuments to Custom. Request Links E AJQ_IL(J

Custom. Request Number [1540 | [General Complaint |

Custom. Request Status  JUNACTIONED |

— Document Code Description

I 3| |

View met | [ ok ] gocel |

Documents to Request Links form which allows documents to be linked to a Request

A flag has been added to the Request Type Maintenance form to tell Request Maintenance that when
completing a Request the user is to be given the opportunity (automatically) to link Policy and Procedure
Documents to the Request. This will only occur when the Request Status is changed to a completion
Status and OK is pressed and when no documents have already been linked to the Request.

E Request Type Maintenance

New flag to display P&P documents on Request completion (Link Policy & Procedure Documents)
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The following form will display to allow users the opportunity to link Documents to the Request before
finalising it.

ocuments to Completed Request Linking

(General Complaint

Document Code | Description

Eﬁ DOGS - Procedures for Dogs

Eﬁ GRAFFITI_1 - Procedure for Graffiti Removal
Eﬁ HOISE - Guidelines on Heighbourhood Hoise
Eﬁ ROADS - Procedures for Roads

Eﬁ STAFF - General Guidelines for all Staff

Documents to Completed Requests Linking form

NOTE: When using the Policy and Procedure feature to view a Document defined as an 'External
Windows Document', the actual view is performed by the Windows Operating System based upon the
Associated File Type. This will cause the application program associated with the file type to start, and to
display the selected Document. It is important to note that this operation is separate from the Pathway
Session from which the view was initiated. As such Pathway has no control over the running of the
associated program and it is up to the user to navigate their way 'back’ to the Pathway Session. The
ALT-Tab key sequence can be used to facilitate this. Additionally, if multiple Documents of the same type
are viewed, it is possible that the user will have multiple instances of the same associated application
program opened. This is dependent on the functionality of the associated program. Once again Pathway
has no control over this behaviour and it will be the user's responsibility to 'Close' the viewing application
programs as necessary.

Policy & Procedure Document Location Maintenance

A batch option has also been provided for updating the stored 'File Path' data for external documents.
This is particularly useful if users rearrange their server directory structures, thereby invalidating the file
paths stored in Customer Service. The function provides a 'Report Only' and 'Report and Update' facility.
The user is required to enter a search string (using wildcard characters as necessary) and if the Update
option is selected, a replacement string needs also to be specified. The replacement string is then used
to overwrite all occurrences of the search string.
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_oix

- SearchProfile - - -
Search Text |

Processing Options
(¢ Report Only (" Update and Report ‘

Options I Process I Cancel

Document Location Control form

Document Group Search Profile Form

This form may be used to search for an existing Document Group or create a new group by selecting the
‘New' button.

B Document Group Search Profile [_ (O] ]

Document Group Code
Dezcription

Hew | Search I Close |

Document Group Search Profile Form

Document Group Code

Enter an existing Document Group Code on which to search, then select the 'Search' button. A
Description may also be entered in combination with a Group Code. Wildcard searching is available in
this field.

Description
Enter a Group Description in this field on which to search. This field may be used in combination with the
Group Code field. Wildcard searching is available in this field.

Document Group Selection Form

This is a 'tree-style' selection form which allows the user to navigate the hierarchy of related Document
Groups. (A hierarchy is created when a Document Group has an existing group defined as its 'Parent
Group'. ). Note that whenever a Filter profile is specified, e.g. T*, the Selection form will not display the
Groups as a hierarchy. Instead it will display in one level, all the matching groups from all levels.

Infor Local Government 13 July, 2017 Page 123



Customer Service User Guide Parameters

B Document Group Selection [ O] %]

+ CATS - Procedures for Cats
[fﬁ DOGS - Procedures for Dogs

[fﬁ HOISE - Guidelines on Heighbourhood Hoise
[fﬁ ROADS - Procedures for Roads

- () SIGHS - Traffic Signs

[ﬁ STAFF - General Guidelines for all Staff

Eﬁ TRAFFIC - Guidelines for Traffic Control

Eﬁ TREES - Procedures for Trees

Hew | Modify I LClose

Document Group Selection Form

Document Group Tree

The Document Groups display in this field as a hierarchical Tree with parent and child groups. The
branches of the tree may be expanded and collapsed using the mouse or keyboard arrow buttons. Items
can be selected by focusing on the required group and using the 'Modify' button or F2.

Document Group Maintenance Form

This form allows a Document Group to be created or maintained. It also contains two option buttons to
allow the Document Group to be linked to existing Documents, or to be linked to one or more Request
Types

E Document Group Maintenance

rocedures for Dogs

2|

Document Group Maintenance Form

Document Group Code
Enter a Document Group Code to identify the Document Group.

Description
Enter a Description for the Document Group.

Parent Document Group

An existing Document Group may be entered in this field as a 'Parent’ Document Group. Alternatively,
one may be selected from the Pop Up.
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Active
Check this flag on to make the Document Group active.

Options - Document To Group Linking
Selection of this button displays the Document to Group Linking Form which enables the user to link
existing Documents to the Document Group.

Options - Request Type Selection
Selection of this button displays the Request Type Selection Form which enables the user to link existing
Request Types to the Document Group.

Document To Group Linking Form

This form allows existing Documents to be linked to a Document Group. Use the Select and Remove
buttons to move Documents from the 'Available’ side to the 'Selected' side. The 'Move' buttons may be
used to reorder the Documents in the 'Selected’ list.

“[Procedure for Graffti remova = Guidelines for Barking Dogs
fPolicy for excessive party noise
[Procedures for Pothales

E:; Procedures for the collection of Rubhish

EZ: General Guidelines for Administrative St

General Guidelines for Temp Staff
“[Handling Rubkish

Search Zancel

Document to Group Linking Form

Document Group Code
This field displays the Document Group Code selected in the previous form. This field is display only and
cannot be maintained.

Description
This field displays a description of the selected Document Group.

Available Documents

These fields display the documents available for selection to be linked to the Document Group. Use the
'Select' or 'Remove' buttons to move documents from one side to the other.

Selected Documents

These fields display the documents which have been selected to be linked to the Document Group. Use
the 'Select' or 'Remove' buttons to move documents from one side to the other.

Search Profile - Document Code/Description

A search profile may be entered in these fields to conduct a search over the available documents. This
function is useful when there are a large number of documents available. Wildcard searching is available
in these fields.
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Request Type Selection Form

This form allows existing Documents to be linked to a Request Type. The Insert button may be used to
add a blank Request Type field allowing a Request Type to be entered or selected from the Pop Up.

B Request Type Selection M=l 3

Document Group Code  |DOGS

Dezcription  |Procedures for Dogs |

— Request Type Caode Dezcription

| 2] |

Inzert | OF. I LCancel

Request Type Selection Form

Document Group Code/Description

These fields display the Document Group and Description selected in the previous form. These fields are
display only and cannot be maintained.

Request Type Code

These fields allow a Request Type to be entered or selected from the Pop Up. To add a new Request
Type, select the Insert button. This will add a blank field with a Pop Up button. The user may key in a
Request Type or alternatively, select one from the Pop Up. Once the changes are accepted and the form
is reaccessed, the Pop Up buttons will no longer be available.

Document Group Pop Up Form

This form displays the existing Document Groups which are available for selection. This is a 'tree-style
selection form which allows the user to navigate the hierarchy of Document Groups. Initially, the Groups
will display in a hierarchical fashion, however, if a Filter profile is specified, e.g. T*, the resultant Groups
will be displayed at one level.
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B Document Group Pop Up H=] 3

+ CATS - Procedures for Cats
[fﬁ DOGS - Procedures for Dogs

[3 GRAFFITI - Policy on Graffiti

[fﬁ HOISE - Guidelines on Heighbourhood Hoise
[fﬁ ROADS - Procedures for Roads

[ﬁ RUBBISH - Procedures for Removal of Rubbish
- () SIGHS - Traffic Signs

Eﬁ STAFF - General Guidelines for all Staff

Eﬁ TRAFFIC - Guidelines for Traffic Control

Eﬁ TREES - Procedures for Trees

Eﬁ ULTRA - Suggestions for protection from Uv

— Search Profile
Document Group Code
Dezcription

Search | Select I LClose

Document Group Pop Up Form

Document Group Tree

The Document Groups display in this field as a hierarchical Tree with parent and child groups. The
branches of the tree may be expanded and collapsed using the mouse or keyboard arrow buttons. Items
can be selected by focusing on the required group and using the 'Modify’ button or F2. Initially, the
Groups will display in a hierarchical fashion, however, if a Filter profile is specified, e.g. T*, the resultant
Groups will be displayed at one level.

Search Profile - Document Group Code/Description

A search profile may be entered in these fields to conduct a search over the Document Groups. This
function is useful when there are a large number of Document Groups available. Wildcard searching is
available. Using a filter will result in the retrieved Document Groups displaying at one level (i.e. not in a
hierarchy).

Document Search Profile Form

The Document Search Profile may be used to retrieve specific documents or to create new ones. Enter a
search profile and select the Search button, or simply select the New button to add a new document.

B Document Search Profile [_ (O] x|
Document Code
Dezcription
Cocumert Type |(nnne) =1

Hew | Seach I Cloze

Document Search Profile Form

Document Code / Description
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Enter a Document Code and/or Description on which to conduct a search for a document. Wildcard
searching is available in this field.

Document Type

A Document Type may be selected from the dropdown to be included in the search. The available
options are:

= (nhone)

= External 'Windows' Document

= Internal System Note

= Internal System 'WP' Document

Document Selection Form

This form displays the documents available for selection. New documents are also able to be created
from this form by selecting the 'New' button.

B Document Selection H=] 3
— Documert Code —— Description Document Type
INTERMAL 1 Irternal Staff Policy Irtermal Syvstem Mote
INTERMAL _2 Procedure for After Hours Security External Windows' Document
INTERMAL 3 Emergency Evacustion Procedure External Windows' Documernt

Hew | adify I LCloze

Document Selection Form

Document Code/Description

These fields display the Document Code and Description of existing documents. These fields are display
only and cannot be modified.

Document Type

This field displays the Document Type
e.g.

= External 'Windows' Document

= [nternal System Note

= Internal System 'WP' Document

Document Maintenance Form

This form allows all details relating to a document, to be used in the ‘Policy and Procedure Document’
Function, to be set up.
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E Document Maintenance

Guidelines for Barking Dogs

:P_rn_t:e_dur

WADEAUSLGO0Z' REDEV'DOCUMENT'ADMINCONTROL'BULLETIH ITI >

Cancel

Document Maintenance Form

Document Code/Description
These fields allow a Document Code and Description to be entered.

Document Summary
This field allows a Document Summary to be added to further identify the document.

Document Type

This field allows selection of a Document Type from the dropdown. The available options are:

= External 'Windows' Document

= Internal System Note

= Internal System 'WP' Document

The Detail button is not available with the 'External Windows Document' option. The Detail Button
attached to an 'Internal System Note' allows the user to detail out and create an Internal System Note via
the Internal System Note Maintenance form. The Detail Button attached to an 'Internal System WP
Document' allows the user to create a document through Pathway's Word Processing functionality.

Document File Location

This field becomes available if 'External Windows Document' is selected. It allows a filepath to be
entered or selected via the Pop Up.

Document Restricted

Check this flag on if the document is to be restricted. The "Document Restricted" flag restricts the display
of the document details when accessed from the Customer Service Search Profile and Selection forms.
It ensures that the documents are accessible only when maintaining a request where the document
belongs to a group that has been specifically assigned to the Request Type. The default value of this
field will be false.

To control confidential documents, documents should be flagged as “Document Restricted” in Policy and
Procedure Document Parameter Maintenance. This ensures that the document details will not be
viewable from “Policy and Procedure Document Enquiry”. To view the document details the user must be
on a Request that has the Policy and Procedure Group that contains the “Restricted Access” document
assigned.

Active

Check this flag on if the document is to be made available to the system. An inactive document will not
be available for linking to a Request or Document Group.

Options — Group to Document Linking
Selection of this option button displays the Group to Document Linking form where the document can be
linked to existing Document Groups.
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Internal System Note Maintenance Form

This form allows the user to create an internal system note which will be linked to the specified document.

B Internal System Note Maintenance H=] 3

Document Code  [INTERMAL _1

Description  |internal Staff Policy

Internal System Mate | Jear all, ;I

On 215t December 2001, the new provisions of the Privacy Act comes into force in
Australia. This act deals with the collection and use of personal information, and it's
recent changes requires us to take increased care when dealing with information
about people we deal.

When we reviewed this, we felt that these new provisions establish sensible
quidelines, so have decided that we should adopt them throughout the Asia Pacific
region. Hong Kong is already subject to Privacy Legislation, | believe mirroring the
EEC requirements, and it will become more common over time.

|

ok | LCancel |

Internal System Note Maintenance Form

Document Code/Description

These fields display the Document Group and Description selected in the previous form. These fields are
display only and cannot be maintained.

Internal System Note

This field is only available if the document type is 'Internal System Document'. It allows the user to key in
the required details. There is no size restriction on this field.

Group to Document Linking Form

This form allows the user to select Document Groups to which the document is to be linked. Use the
Select and Remove buttons to select a Document Group from the left hand window. Once selected the
Document Group will be copied to the right hand window (however, it will not be removed from the left
hand window). Selected documents may be deselected by focusing on the Document Group in the right
hand window and clicking the Remove Button.
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% Group to Document Linking e |EI|£|

.'|Guide|ines for Barking Dogs

Eﬁ DOGS - Procedures for Dogs DOGS - Procedures for Dogs
Eﬁ GRAFFITI - Policy on Graffiti

Eﬁ HOISE - Guidelines for Heighbourhood Hoise
Eﬁ ROADS - Procedures for Roads

Eﬁ RUBBISH - Procedures for handling Rubbish
Eﬁ STAFF - General Guidelines for Staff

Search (o] : Cancel

Group to Document Linking Form

Document Code/Description

These fields display the Document Code and Description which is being maintained. These fields are
display only and cannot be modified.

Document Groups

This window displays existing Document Groups which are available for selection. The Document Groups
display as a hierarchical Tree with parent and child groups. The branches of the tree may be expanded
and collapsed using the mouse or keyboard arrow buttons. Items can be selected by focusing on the
required group and using the 'Modify' button or F2. Initially, the Groups will display in a hierarchical
fashion, however, if a Filter profile is specified, e.g. T*, the resultant Groups will be displayed at one level.
Use the Select and Remove Buttons to select or deselect the groups. Once a group has been selected it
will not be removed from the left hand window. The only indication that the group has already been
selected is that the Select Button will not be available when the group has focus.

Selected Document Groups
This window displays the Document Groups which have been selected to be linked to the document.

Search Profile - Document Group Code/Description

A search profile may be entered in these fields to conduct a search over the Document Groups. This
function is useful when there are a large number of Document Groups available. Wildcard searching is
available. Using a filter will result in the retrieved Document Groups displaying at one level (i.e. not in a
hierarchy).

Document Location Control Form

This form provides a batch mechanism for updating the stored 'File Path' data for external documents.
This is particularly useful if users rearrange their server directory structures, thereby invalidating the file
paths stored in Customer Service.

The function provides a 'Report Only' and 'Report and Update' facility. The user is required to enter a
search string (using wildcard characters as necessary) and if the Update option is selected, a
replacement string needs also to be specified. The replacement string is then used to overwrite all
occurrences of the search string. Note: No wildcard characters are allowed in the Replacement Text.
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Note: When in 'Report Only' mode it is permissible to use wildcard characters (Gold characters) in the
Search Text. This will allow the user to scan all the Documents for File Paths matching their criteria.
However, the form will NOT ALLOW wildcard characters to be used in 'Update and Report' mode
Replacement Text. The user must enter the Search and Replace strings exactly as required, i.e. key in
the exact text to be replaced.

B Document Location Control =] E3

— Search Profile
Search Text |

— Processing Options
{* Report Only " Update and Repart
Replase Tt |

Optionz | Process I LCancel

Document Location Control Form

Search Profile - Search Text

Enter the exact text which is to be searched for. This could be an entire filepath or simply a part of it. In
Report Only mode the Search Text can contain wildcard characters, however, in Update and Report
mode, neither the Search Text nor the Replacement Text can contain wildcard characters.

The Search Text field allows upper and lower case characters.

Note: When in 'Report Only' mode it is permissible to use wildcard characters (Gold characters) in the
Search Text. This will allow the user to scan all the Documents for File Paths matching their criteria.
However, the form will NOT ALLOW wildcard characters to be used in 'Update and Report' mode
Replacement Text. The user must enter the Search and Replace strings exactly as required, i.e. key in
the exact text to be replaced.

Processing Options

The user may select from the following processing modes:

= Report Only

= Update and Report

In Report Only mode the user is able to conduct a search over a particular search string (e.g.. filepath)
and produce a report

Replace Text
This field allows the user to enter text to replace the search string, i.e. the user must key in the exact text
to replace the search string text.

The Replace Text field allows upper and lower case characters.

Document Enquiry Form

All Request Filter and Selection forms have a Policy & Procedure Menu option. Although this menu
option is visible to all users, its pulldown selections are only available where the Authority Code has been
entered. On any of the Filter and Selection forms, selection of the menu bar pulldown option "Policy &
Procedure Documents" will display the Document Enquiry form. This form incorporates a Tree' style
display of Document Groups in the left hand pane, and a list of documents linked to the currently
highlighted Group in the right hand pane. Additionally, below the Documents list is a Document Summary
which shows the Document Type and Document Summary (for Documents that are not 'Restricted’) for
the currently highlighted Document in the list. The displayed hierarchy of Document Groups can be
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navigated by expanding or collapsing the displayed branches of the Tree'. Alternatively, a Retrieve
Profile may be entered, which will display all the Groups that match the profile (not as a hierarchy).

Note: When the Enquiry form is displayed from a Filter or Selection form there is no associated Request
Type, and so the 'Filter by Request Type' options will be dimmed and not accessible.

By highlighting a single document in the right hand pane it is possible to click the 'View' button and have
the document displayed based on its Document Type. (Restricted Documents cannot be viewed).

It is also possible to email one or more Documents to a customer. To do this highlight one or more
Documents in the right hand pane and then click on the 'Email' Button. (Restricted Documents cannot be
emailed to anyone). Having selected one or more Documents to be emailed, an 'Email Policy &
Procedure Document' form will display. This form allows the user to enter recipient email addresses
(click on the Insert Button). Also the Subject and Body Text of the email message may be entered or
changed. The Documents selected to be sent may be included in the email in the following ways:

= For "Internal System Notes" the text of the Document will be inserted into the Body Text of the
message

= For "Internal System 'WP' Documents" the Document will be resolved by the WP Interface and then
included as an Attachment to the email.

= "External 'Windows' Documents" that can actually be resolved as 'real' files will be included as an
Attachment to the email. If the file cannot be found, or if it is a known URL type, then the Document
‘Link’, or File Path, will be included as Body Text in the message. (For URL type links the receiving email
client will display the text as an active link).

The user must specify at least one primary recipient, then click 'Send' to have the email processed. (If
successful, the item will appear in the 'Sent Items' folder of the user's local email client.)

% Policy and Procedure Documents

Document Code | Description

H-- [fﬁ GRAFFITI - Policy on Graffiti @ INTERHAL _4 Pathway Word Processing document
H-- [fﬁ HOISE - Guidelines on Heighbourhood Hoise
H-- [fﬁ ROADS - Procedures for Roads

H-- [fﬁ RUBBISH - Procedures for Removal of Rubbish
- [} SIGHS - Traffic Signs

H-- [fﬁ STAFF - General Guidelines for all Staff

H-- [fﬁ TRAFFIC - Guidelines for Traffic Control

H-- [fﬁ TREES - Procedures for Trees

- [fﬁ ULTRA - Suggestions for protection from Uv

his document has been created using the Pathwveay word processing <

riterf
E:‘] GEH General Complaint ertace

nclude All Groups

Document Enquiry Form

Document Groups

All active Document Groups are displayed in the left hand pane of this form in a 'Tree' style display. If this
form is accessed via Request Maintenance, then the list of Document Groups is filtered by the Request
Type and will only display (not in a hierarchical fashion) Document Groups which are linked with the
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Request Type. Selecting the 'Include All Groups' option in the 'Filter by Request Type' section will display
ALL document groups in a hierarchical Tree style.

The displayed hierarchy of Document Groups can be navigated by expanding or collapsing the displayed
branches of the "Tree'. Alternatively, a Retrieve Profile may be entered, which will display all the Groups
that match the profile (not as a hierarchy).

Policy & Procedure Documents
When a Document Group is highlighted in the left hand pane, the right hand pane displays the
Documents associated with the Document Group.

Associated Request Types

This window will display any Request Types that have been associated to the Policy & Procedure
Document Groups. The details will include the Request Type Code and Description. Clicking the field
labels in the title bar will allow the details in this pane to be sorted.

Document Summary
This field displays the Document Type and Summary (for Documents that are not 'Restricted’) for the
currently highlighted Document in the list.

Search Profile - Document Group Code/Description

A search profile may be entered in these fields to conduct a search over the Document Groups. This
function is useful when there are a large number of Document Groups available. Wildcard searching is
available. Using a filter will result in the retrieved Document Groups displaying at one level (i.e. not in a
hierarchy).

Filter by Request Type

The 'Filter by Request Type' radio buttons allow the display of Document Groups to be toggled between
ALL Document Groups and those associated with the Request Type. The options are:

= Include Only Related Groups

= Include All Groups

Options — Search Groups
Selection of this button will allow a search to be carried out over the Document Groups based on the
search criteria.

Options - Email Document Button

It is possible to email one or more Documents to a customer. To do this highlight one or more
Documents in the right hand pane and then click on the 'Email' Button. (Restricted Documents cannot be
emailed to anyone). Having selected one or more Documents to be emailed, an 'Email Policy &
Procedure Document' form will display. This form allows the user to enter recipient email addresses
(click on the Insert Button). Also the Subject and Body Text of the email message may be entered or
changed. The Documents selected to be sent may be included in the email in the following ways:

= For "Internal System Notes" the text of the Document will be inserted into the Body Text of the
message

=  For "Internal System '"WP' Documents" the Document will be resolved by the WP Interface and then
included as an Attachment to the email.

= "External 'Windows' Documents” that can actually be resolved as 'real' files will be included as an
Attachment to the email. If the file cannot be found, or if it is a known URL type, then the Document
‘Link’, or File Path, will be included as Body Text in the message. (For URL type links the receiving email
client will display the text as an active link).

The user must specify at least one primary recipient, then click 'Send' to have the email processed. (If
successful, the item will appear in the 'Sent Items' folder of the user's local email client.)

Options - View Document Button
Documents may be viewed on the screen. To do this, highlight a single document in the right hand pane,
then click the View Button.

Options — Create Request

Selecting the Create Request option button will display the Customer Service Request Entry screen.
(This option has a short cut to allow keyboard access to the option i.e. Alt+A).

This button enables the user to create a new Request using the selected Request Type, and may
automatically create a link to the selected document. If the Request Type has ‘Automatic Search’
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checked on then the process will execute the Automatic Search process before the user will be able to
enter any details into the Request. This will allow the user to immediately determine whether the Request
that is being raised has already been recorded and that the new Request will become a secondary
Request.

If no Request Type was selected then the user will be presented with the Request Entry screen to allow
entry of a new Request.

Options — Request Entry

The Request Entry option button allows normal Request Entry to take place. This button allows access to
the Request Search Profile form. The label will be ‘Request Enquiry’ when the Policy & Procedure
Document form is called via an enquiry mode process and the label will be ‘Request Entry’ when the
Policy & Procedure Document form is called via a maintenance process.

Close Button
Selection of the Close button will close the Policy & Procedure Documents form.

Documents Linked to Request Form

The Documents Linked to Request form displays when the user has a Request open and selects the
Policy and Procedure Document/s option from the Options pull-down menu. Any already linked
documents are displayed. The user is able to link additional documents by using the Insert button and
selecting or keying in a valid document name.

If the ‘Link Policy & Procedure Document’ flag is checked ON at Request Type Parameters, and the user

selects the ‘Policy and Procedure Documents — Request Entry’ menu option. The Document selected
prior to creating a new Request will become linked to the newly created Request.

B Documents Linked to Request -10| x|

Request Mumber [3754 | |[check Tasks Cn |
Reguest Status INACTIONED |

— Document Code Description

iTernsL 1 [ [internal Statf Palicy

=] Insert: o Cancel

Documents linked to Request Form

Request Number
These fields display the Request Number, Description and Status of the selected Request

Document Code/Description
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These fields allow documents to be linked to the Request. Documents may be inserted by selecting the
Insert Button to add a blank occurrence, then keying in a Document Code or, alternatively, selecting one
from the Pop Up.

View Button
Documents may be viewed on the screen. To do this, highlight a document then click the View Button.

Documents To Completed Request Linking Form

This form displays upon completion of a Request which has Document Groups linked to the related
Request Type. It allows the user to attach a document/s to the Request when the Request Status is
changed to a completed status. If the Request Type has the flag ‘Link Policy & Procedure Document’
checked on at the Request Type Parameter level, then when a Request based on this Request Type is
completed, this form will display to allow one or more documents to be linked to the Request.

E Documents to Completed Request Linking

(General Complaint

Eﬁ CATS - Procedures for Cats ‘| Document Code | Description
Eﬁ DOGS - Procedures for Dogs
Eﬁ GRAFFITI_1 - Procedure for Graffiti Removal
Eﬁ HOISE - Guidelines on Heighbourhood Hoise
Eﬁ ROADS - Procedures for Roads

Eﬁ STAFF - General Guidelines for all Staff

SEath

Documents to Completed Request Linking Form

Request Number

These fields display the Request Number, Request Type and the Request Status of the current Request.
These fields are display only and cannot be maintained.

Groups and Documents
This window displays the Document Groups and Documents available to be linked to the Request Type.

Selected Documents
This window displays the documents which have been selected for linking to the Request. The Select
and Remove buttons can be used to select or deselect the documents.

Document Summary

These fields display the Document Type (Internal Note, External Windows Document etc) as well as the
description of the document which has focus in the Groups and Documents window.

Document Summary
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These fields display the Document Type (Internal Note, External Windows Document etc) as well as the
description of the document which has focus in the Selected Documents window.

Search Profile — Document Group/Description

These fields may be used to conduct a search over the Groups and Documents window by Document
Group and/or Description.

Filter by Request Type

A filter may be used to limit the display of Groups and documents to Groups related to the Request Type.
The options available are:

. Include only Related Groups

. Include All Groups

Selection is by radio button.

Document Pop Up Form

This form displays existing Document Groups and Documents which are available for selection.

B Document Pop Up H=] 3

— Groups and Documents

t CATS - Procedures for Cats
[fﬁ DOGS - Procedures for Dogs

[fﬁ HOISE - Guidelines on Heighbourhood Hoise
[ﬁ ROADS - Procedures for Roads

Eﬁ STAFF - General Guidelines for all Staff

— Document Summary

— Filter by Reque=st Type
{* Include only Related Groups © Include &I Groups

— Search Profile
[EGumeEnt SrouEp
[EsriEton

Wigw Search Selenst LCloze

Document Pop Up Form

Groups and Documents

This window displays existing Document Groups and Documents which are available for selection. The
Document Groups display as a hierarchical Tree with parent and child groups. The branches of the tree
may be expanded and collapsed using the mouse or keyboard arrow buttons. Items can be selected by
focusing on the required group and using the 'Select' button or F2. Initially, the Groups will display in a
hierarchical fashion, however, if a Filter profile is specified, e.g. T*, the resultant Groups will be displayed
at one level.

The 'Select' Button will only be available when a Document is highlight. If focus is on a Document Group,
then the 'Select’ Button will be dimmed.

Document Summary

Infor Local Government 13 July, 2017 Page 137



Customer Service User Guide Parameters

These fields display the Document Type and Summary (for Documents that are not 'Restricted’) for the
currently highlighted Document in the list.

Filter by Request Type

The 'Filter by Request Type' radio buttons allow the display of Document Groups to be toggled between
ALL Document Groups and those associated with the Request Type. The options are:

= Include Only Related Groups

= Include All Groups

Search Profile
A search profile may be entered in these fields to conduct a search over the Document Groups. This
function is useful when there are a large number of Document Groups available. Wildcard searching is

available. Using a filter will result in the retrieved Document Groups displaying at one level (i.e. not in a
hierarchy).

View Button

Documents may be viewed on the screen. To do this, highlight a single document then click the View
Button.
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Reference Type Maintenance

The Customer Service >> Parameters >> Reference Type Maintenance menu option has been updated
to include additional parameters, i.e. “Available to Public’ and “NAR Mapping”, for Smart Mobile
CityWatch.

ACR

ADDRESS Address Details

Given Names

Contact Phone

Contact Email

Perth Special Reference
AssetID

AssetMaster Asset ID

AssetMaster Asset Number

4 4 A4 4 4 4 A4 4 A
JEEEEEEEE
OOONEEEC
O O S S S S

Figure 1. Reference Type Maintenance (for Customer Service)

Available to Public
The “Available to Public” flag specifies whether the current reference type is available for the public user,
i.e. only those reference types whose “Available to Public” flag is on will be available to CityWatch.

NAR Mapping Maintenance

The “NAR Mapping” allows mapping the current reference type to NAR’s “Surname”, “Given Names” or
“Communication Type”. Detailing into the NAR mapping form allows the selection of which information will
be mapped to the reference type.

Commumnic

Fig
Figure 2. Reference Type maps to NAR’s “Surname” field
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Commun

Fig

Communication Type -
Contact Email

Email

Fig

Contact Phone ‘

Communication Type -
Contact Phone
Phone

Fig
Figure 5. Reference Type maps to NAR’s “Contact Phone” communication type

Three mapping types are available:

e Surname — Map the reference type to NAR’s “Surname” field (Figure 2)

o Given Names — Map the reference type to NAR’s “Given Name” field (Figure 3)

e Communication Type — Map the reference type to one of the NAR’s Communication Type (Figure 4
and 5)
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Please note that only one reference type can be mapped to the “Surname” or “Given Name” field
respectively. And the communication type mapping only allows for one reference type per communication

type.

The form also allows the Smart Mobile CityWatch label (“Public Display Label’) to be specified. If no
“Public Display Label” is specified then the default will be used; for the communication type fields the
default will be the communication type’s description.

When Pathway receives the Request from CityWatch, the references for the Request will appear on the
request under References. A technical prefix, for example “62=", will be appended to the reference
number for the communication details. Please do not remove the prefix if you wish to create a new Name
later with these details or if you wish to find an existing Name and update the existing Name’s
communication details.

When an officer receives the Request in Pathway and tries to add a Name link, Pathway will use the
“Surname” and “Given Names” references to find existing Names within Pathway.

If an existing Name(s) is found, a Name selection screen will be displayed and allow the officer to choose
a Name to link to the Request. On successfully linking the existing Name to the customer service request,
the “prefix” of the Reference Number will be removed (e.g. 62=), and the existing Name’s communication
details will be automatically updated with the information stored in the reference fields.

If an existing Name is not found, then the officer can create a new Name record. During the creation
process, the new Name’s “Surname” and “Given Names” will be populated automatically based on the
stored information from the reference fields. If the new Name has been saved successfully, the new
Name’s communication details are updated automatically with the information stored in the reference
fields, and the “prefix” or reference number is removed as well.
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History Log Action Parameters

Note: Customer Service History Logging is an authorised function. This means that History Logging will
only function if you are authorised to use it. If customers do not have this option and require the ability to
use History Logging in Customer Service then it is advisable that they contact their account manager to
organise the purchase of this function.

Release 2.16 incorporates enhancements which provide for the logging of specific categories of data on,
and related to a Customer Service Request. Additionally, new Secured Function Codes allow for these
categories of information to be ‘Blocked’ from display on the various Request Summary information fields,
both within the Customer Service module and in other related Pathway modules. By using a combination
of these two features it is possible for users to control the viewing of information, and to track the activity
on a Customer Service Request.

The various categories of information may be logged for any Modify and/or View activity, or not logged at
all, as required. Whenever an occurrence of one of these categories is Created, Modified, Deleted or
Viewed, in relation to a Customer Service Request, a log entry will be generated. In the case of
‘Updates’, the log data will include the ‘Before’ and ‘After’ values for the modified fields as well.

Note: When the Customer Service History Logging Authorised Function is checked ON then history
logging will occur for all Request Types. The recorded History Log data will be available from Request
Entry but the viewing of this information may be controlled by a Secured Function Code.

Note: This feature is separate from, and does not use existing Pathway Audit facilities. If configured,
Pathway Auditing will be performed in addition to this logging facility.

Request Logging Categories

The following ‘Categories’ are available for logging. Each category is identified by a ‘Data Code’.

e ANSWER Questionnaire Answer

e ASSOCREQ Associated Request Link
e ATTACH Attachment

e DOCREQS Letter Request

e DOCLINK Document

¢ DOCRESP Letter Response

e INSPECT Inspection

e JOBCARD Print Job Card

e MEMO Memo

¢ MODLNK Module Link

e NOTE Note

e P&PDOC Policy & Procedure Document
e REF Reference

e REQUEST Request

e SECREQ Secondary Request Link

e TASK Workflow Task

Authorised Function details

If the Authorised Function, ‘Customer Service History Logging” is checked OFF (i.e. inactive) then the
user will not have access to the History Log Report. In Customer Service>>Parameters>>System
Parameters, the “History Log Merge Type” field will not be visible. When accessing Request
Maintenance, the “History Log” option will not be visible on the Options menu. Additionally, the “View Req
Summary” and “Access Request History Log” functions will not be among the Available Secured
Functions on the Secured Functions Maintenance Form for a Request Type.
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Reguest Summary - Secured Function Codes

Additionally, there are 21 new Secured Function Codes defined for Customer Service. The first of these
(Access Request History Log) grants access to the 'History Log' option in Request Maintenance. If this
Function Code is unassigned, then the default action is to 'Disallow' the user from using the History Log
option. The remaining 20 Function Codes define whether or not a user is to be allowed to view certain
Request details in the various Summary Details forms. When these Function Codes are unassigned, then
the default action is to 'Allow' the users to see the associated Request details. (refer to Secured
Functions details in Request Type Parameters - 69)

Note: If you do nothing with these new parameters and Secured Functions, the system should operate as
normal.

The following Secured Function Code provides for the control of access to the History Log and of the
viewing of Request information on the various selection forms etc that include Request Summary
information.

As with other Secured Function Codes these are assigned by Request Type.

e Access Request History Log

% Secured Functions Maintenance

— Aszigned Secured Functions
|Access Reguest History Log | ...l

=0l x|

— Awvailable Secured Functions

iewy Feq Sumimary - Animalz Module Links ;I
Viewy Feq Summary - Application Madule Li
Viewy Feq Sumimary - Cortact Type —r-
Viewy Feq Summary - Date Responded

ey Feq Sumimary -

Date priority Last Mo

iewy Feq Summary -

Debtors Module Links

ey Feq Sumimary -

Infringements Mocule

iewy Feq Summary -

Inspections Module L

ieny Feq Sumimary -

Licenzing Module Lin

QK Cancel

Note: When unassigned, or when assigned and a User is not named, this function code will DISALLOW
users access to the History Log Enquiry, so it is necessary to explicitly grant user authority to this
function.

The following Secured Functions are also controlled by the Customer Service History Logging Authorised
Function, but, unrelated to history logging, they control whether certain categories of Request Summary
details are able to be viewed by a user.

View Req Summary - Animals Module Links
View Req Summary - Application Module Links
View Req Summary - Contact Type

View Req Summary - Date Responded

View Req Summary - Date priority Last Modified
View Req Summary - Debtors Module Links
View Req Summary - Infringements Module Links
View Req Summary - Inspections Module Links
View Req Summary - Licensing Module Links
View Req Summary - Names Module Links
View Req Summary - Property Module Links
View Req Summary - Rates Module Links

View Req Summary - References

View Req Summary - Registers Module Links
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View Req Summary - Request Notes

View Req Summary - Request Priority

View Req Summary - Request Receiving Officer
View Req Summary - Requestor Type

View Req Summary - Respond by Date

View Req Summary - Time Taken

Note: When unassigned, these function codes will ALLOW users to view the associated information.
Once assigned, however, a User must be named on a Function Code in order to see the associated
information in any Request Summary fields. Otherwise, the message “** Details Blocked *** will be
shown instead. Please note that, as a result of enhancements to improve performance, it may now
be necessary to restart Pathway sessions in order for changes to Secured Function authorities to
take effect.

(Refer to further details in Request History - 224)

History Log Action Maintenance Form

The History Log Action Maintenance form provides the ability to define what level of logging, if any, is to
be performed for each of the Data Codes.

The Data Codes and their default descriptions are delivered as Initial Data with the Pathway Software
Release. The very first time that the History Log Action Maintenance form is run, the Action Type
parameter table will be populated with the default set of Data Codes. It is then up to the user to define
which Data Codes are to be ‘Active’, and what level of logging is required. Additionally the Data Code
descriptions may be altered to better suit your installation, and to match the other User Defined Labels
that may also exist for Customer Service.

NOTE: It is NOT necessary for you to perform this maintenance if you do not wish to make use of the
new History Logging facilities. If no action is taken, the Customer Service system will continue to operate
normally. If this parameter maintenance option is executed, all the parameter records are initially set to
‘Inactive’ so that, once again, the Customer Service system will continue to operate normally. It is
necessary for specific action to be taken to enable the logging of any of the Data Code categories.

As soon as any of the Data Codes have been made ‘Active’, logging of information relating to that Data
Code will begin, once new Pathway sessions have been be started.

ISR
— Digta Code De=cription Action Type ——— Active —
AMSWER Guestionnaire Answer |M01Iify3 View ;l [ |-
ASSOCRED Associated Request Link [Modify & View .| [
ATTACH Attachment [Modify & View .| [
DoCLIMK, |Document |I'u'|otlify3 View .| [
DOCREDS |Letter Request [Modify & View .| [
DOCRESP |Letter Response [Modify & View .| [
INSPECT [Inspection [Modify & View .| [
JOBCARD |Pri|rt Job card |Pri|'rt = ¥
MEMC [Memo [Modify & View ] [ :rl
QK Cancel |
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Data Code / Description

These fields display the Data Codes and their default Descriptions. The very first time that the History
Log Action Maintenance form is run, the table will be populated with the default set of Data Codes. It is
then up to the user to define which Data Codes are to be ‘Active’ and what level of logging is required.

Note: The Data Code descriptions may be altered to better suit your installation, and to match the other
User Defined Labels that may also exist for Customer Service.

Action Type

The Action Type field allows an Action Type to be selected from a dropdown list. The options available
are as follows:

. Modify and View
. Modify

. View

. Print

Active

Initially, all Action parameters are set to ‘Inactive’ and hence no logging occurs. As soon as any of the
Data Codes have been made ‘Active’, logging of information relating to that Data Code will begin, once a
new Pathway session has been started.
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Maintenance
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This section describes the process involved in maintaining Customer Requests.
The following topic is covered in this chapter:

Request Locking

Request Entry
Questionnaire Maintenance
Associated Requests
Request History

Multi Request Maintenance
Bulk Functions
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Request Locking

Pathway Customer Service now ensures that a given user has exclusive access to a Request while they have
it open in Request Entry/Maintenance, i.e. Locking a Request in Request Entry/Maintenance.

Only the locking user or ‘SCASYS’ (System Administrator) can maintain a locked Request. If a Request is
locked by other users other than the current user and ‘SCASYS’, the Request will be available for enquiry
only.

Various Request Selection Forms have the facility to indicate whether a Request is locked and by whom.

All batch functions which intend to update Request(s) check the locking on a Request. If a Request is locked
by any user, no update will be performed.

Request Maintenance

Display mode or Maintenance mode
Request Maintenance now checks whether a selected Request is currently locked or not.

If a Request is locked and the current user is the locking user, the Request is still maintainable. In most
cases it means that the current user is maintaining the Request in another Request Maintenance session.
(The user should avoid maintaining the same Request on different sessions as it might cause a database
update error.)

If a Request is locked and the current logon user is not the locking user and not ‘SCASYS’, a message is
displayed to indicate the Request is locked and will be available for enquiry only, as shown below:

& Request 2220 is locked by Helen Liu, It is available For enguiry anly.

A warning message to indicate a Request is locked by another user
If a Request is locked and the current logon user is the ‘SCASYS’, a message is displayed to indicate the

Request is locked and either ‘Display’ mode or ‘Maintenance’ mode are available for selection, as shown
below:

& Reguest 2220 is locked by Helen Liu, Do you wish ko access it in display mode or maintenance mode?

Mainkenance |

A warning message shows the Request is locked

If ‘Display’ is selected, the Request is displayed in enquiry mode. If ‘Maintenance’ is selected, the Request is
displayed in maintenance mode.

Update Secondary Requests

When modifying the Status of a Primary Request, its Secondary Requests will be checked to see whether
any of them are being locked or not. If one of the Secondary Requests is locked by another user, an error
message ‘Secondary Request xxx is locked by xxx and cannot be updated’ is displayed, as shown below:
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Q Secondary Request 1979 is locked by Helen Liu and cannot be updated.

An error message shows Secondary Request is locked by another user

The Primary Request can be updated and its Status will be copied to all Secondary Requests if the logon
user is the locking user or ‘SCASYS’.

Delete a Request

When deleting a Primary Request, a check is made to see whether its Secondary Requests are locked or
not. If one of the Secondary Requests is locked by a user other than the current user or ‘SCASYS’, an error
message ‘Secondary Request xxx is locked by xxx, and cannot be deleted’ is displayed and no deletion can
be performed, as shown below:

0 Secondary Request 1979 is locked by Helen Liu, and cannot be deleted.

An error message shows Secondary Request is locked by other user

The Primary Request and its Secondary Requests, including the locked Secondary Request(s), can be
deleted if the current user is the locking user or ‘SCASYS'.

Request Selection

The Request Selection form will now display a little key and a little lock to indicate that a Request is locked. If
a Request is locked and the current logon user is the locking user or ‘SCASYS’, the little key is displayed to
indicate the Request is locked but the user still can maintain it. If a Request is locked and the current logon
user is not the locking user or ‘SCASYS’, the little lock is displayed to indicate the Request is locked and will
be available for enquiry only. When a locked Request gets focus, a message ‘Request xxx is locked by xxx’
is displayed in the Status bar, as shown below (the logon user is not ‘Helen Liu’ and is not System
Administrator):
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Maintenance

Q]Release 2.16

- Bl Engish ihustiaia) | (2) ] 7 | =18 ]

File Edit Wiew Search Tools  Policy and Procedure Help
B Request Search Profile 10l =]
& Request Selection I ]
Reguest Mumber Reguest Type Actioning Officer Date Received Request Status ——————
2222 Animal Regquests Wiang Liu 05-Mow-2003 09:50: 26 Mo Action Recuired ;I
2221 Animal Reguests wiang Liu 05-Row-2003 09:45:21 Mo Action Required
22 é Animal Requests Eddi Chicca 0:5-Pow-2003 09:46:25 Unactiongd
2219 Animal Reguests wiang Liu 05-Fow-2003 09:42:54 Mo Action Required
2218 @ Animal Regquests Wiang Liu 05-Mow-2003 09:40:40 In Progress
217 Animal Reguests wiang Liu 05-Fow-2003 09:258:40 Mo Action Required
2216 Animal Regquests Wiang Liu 05-Mow-2003 09:04:40 In Progress
2029 Animal Reguests wiang Liu 09-Sep-2003 09:52:05 Mo Action Required
19743 Animal Regquests Eddi Chicco 22-Aug-2003 10:23:39 Actioned _vrl

— Request Summary — Hotes Summany

Matme:

Alfred Brown
Applications:

SI20035TYPE, 15 Advertizer Lane, ADELAIDE 54 5000
Receiving Officer:

Eddi Chicco -
Cortact Type Code:

Telephone - -

| »
3

MapInfo | R | Madify I Close |
MapInfo | EET | | Seatrch I Clnse |

Request Selection form shows locking details against Requests

Requests which are in the process of being added (i.e. still in Request Entry) are not available in the Request
Selection form if the current logon user is not the ‘creator’ and is not ‘SCASYS’. Otherwise they will be
available for selection.

Request Selection (Including Child Request Types’ Requests)
Similarly, another Request Selection form, which also displays the Child Request Types’ Requests, will now
display the locking details against Requests., as shown below (the logon user is “Xiang Liu’):
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Maintenance

Q]Release 2.16

File Edit WYiew Search Tools

Policy and Procedure

% Request Selection By Request Type

| ElEngich fhustialia) | [7) | 7 | =12 ]

Help

=10l x|

— Request Type

G 1en

E@ AH - Animal Requests

El‘ﬁ BD - Barking Dog
El‘ﬁ VD - Viscious Dog
... [7) DOGATT - Dog Attack

— Reguest Number Actioning Officer Pricity Diate Received Reguest Status——————
2007 |7 [pavid Brocks z 27-Aug-2003 13:44:05 Uriactioned -
1221 é David Brooks 2 06-Jun-2002 10:34:41 Unactioned
2449 David Brooks 3 01 -bbary-2001 16:19:39 Actioned
247 David Brooks 3 01 -hlay-2001 16:16:10 Actioned
225 David Brooks 3 09-Apr-2001 10:19:12 Actioned _v|J

— Request Summany

Hotes Summary

Matme:

M= Azpacia Smith
Receiving Officer:
Ecledi Chicco

Mr Jack Teagle - 54472039 (After Hours Phone Mumber)

|

tMapInfo = | Todify I Close

Request Selection form shows locking details against the Child Requests

Similarly, Requests which are in the process of being added are not available in the Request Selection form if
the current logon user is not the ‘creator’ and not ‘SCASYS'.

Primary/Secondary Request Selection

Similar to the Request Selection form, the Primary/Secondary Request Selection form for linking Requests
will now display the little lock or little key to indicate a locked Request. When the locked Request gets focus,
the message ‘Request xxx is locked by xxx’ is displayed in the Status bar at the bottom of the window,. as

shown below (The user who is logged on is ‘Xiang Liu’):
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| EllEroish fustai) | 7)) 7 | =181 x]

File Edit W¥iew Search Tools Policy and Procedure Help

-iBix

Request Type Code  [4h | [&nimal Requests | Time Frame IAII Requests - | |

— Reguest Number Module Link—— Actioning Officer — DateReceived  Request Status —————————
221 | [Mame=tdrs Alice Brown - 52]  [siang Liu 03-May- 2003 08 4621 Mo Action Required ;I
2220 |é|Name=Alfred Browene Animall  |Eddi Chicco 03-Mow-2003 09:46:25 Unactioned J
2219 é Mame=; Animal= Wiang Liu 05-Ploy-2003 09: 42 34 Mo Action Reguired
2215 Iame=~Alan Desmond Browr|  [Xiang Liv 05-Mow-2003 09:40:40 In Progress
2217 'g? Mame=hirz Betty James- Anif  |®iang Liu 05-Mow-20035 09:25:40 Mo Action Reguired
2216 Fame=kr David Di *'u Li- Anil |Wiang Liu 05-floy- 2003 09:04:40 In Progress
2029 Mame=-; Animal=Reference: *| |®iang Liu 09-Sep-20035 09:52:.05 Mo Action Reguired
1855 Mame=; Animal= Eddi Chicco 1 8-Jun-2003 10:11:14 Unactioned
1316 Mame=-; Animal= Eddi Chicca 21-Aug-2002 10:17:52 Actioned _vrl

— Request Summany Hotes Summary
Applications: - s

1762002048507, Level 4 29 King Willam Street, ADELAIDE
=4 5000
Receiving Otficer:
Edldi Chicco |
Contact Type Code:
Telephone
Requestor Type Code: - -

Select IMapInfo Display Close

Primary Request Selection

[ Bl oo v | @] = | =121 0

File Edit W¥iew Search Tools Policy and Procedure Help

B secondary Request Selection o ] X

Reguest Type Code |AN | |Animal Requests | Time Frame IAII Requests .I |

— Reguest Number Module Link—— Actioning Officer — DateReceived  Request Status —————————
2222 Mame=(Mo dezcription availa|  |Wiang Liu 05-floy- 2003 09:50: 26 Mo Action Reguired ;I
221 Mame=hirs Alice Brown - 52 |®iang Liu 05-Mow-20035 09: 4521 Mo Action Reguired
2220 é Mame=Altred Browne, Animal]  [Eddi Chicca 03-May- 2003 08 46: 25 Unactioned J
2219 Mame=-; Animal= iang Liu 05-Mow-20035 094234 Mo Action Reguired
2217 @ Mame=hrz Betty James Anif  |Wiang Liu 05-Ploy- 2003 09: 25:40 Mo Action Reguired
2216 Fame=kr David Di *'u Li- Anil |Wiang Liu 05-floy- 2003 09:04:40 In Progress
2029 Mame=-; Animal=Reference: *| |®iang Liu 09-Sep-20035 09:52:.05 Mo Action Reguired
G545 Mame=; Animal= Trigona Liskos 05-Oct-2001 10:33:34 Unactioned
535 Mame=-; Animal= Stuart Dreswer 02-0ct-2001 165737 Unactioned _vrl

— Request Summany Hotes Summary
hame: = ~

lr= Betty James
Receiving Otficer:
Edldi Chicco
Contact Type Code:
Telephone b
Requestor Type Code:
Resident - -

Select IMapInfo Display Close

Secondary Request Selection
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The Request being added is displayed on this selection form.
All locked Requests are available to be selected as a Primary Request.
If a locked Request is selected as a Secondary Request, and the current user is not the locking user or

‘SCASYS’, an error message ‘Request xxx is locked by xxx, and cannot be updated as a secondary Request’
is displayed and no link will be performed, as shown below:

Q Request 2219 is locked by Helen Liu, and cannot be updated as a secondary Request,

Error message for Secondary Request Selection

If a locked Request is selected as a Secondary Request, and the current user is ‘SCASYS’, a warning
message is displayed to indicate the lock (as shown below). If the user selects ‘Yes’, the locked Request will
be selected as a Secondary Request. Otherwise, no link is performed.

Reguest 2219 is locked by Helen Liu, Select it might cause database update error. Do wou still want to link it as
a secondary Request?

Warning message for the System Administrator for Secondary Request Selection

Associated Request Selection

The Associated Request Selection form has been modified to display the little lock or little key to indicate the
lock on a Request. When a locked Request gets focus, a message ‘Request xxx is locked by xxx’ is
displayed in the Status bar at the bottom of the window, as shown below:
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[PIRelease 2.16 & English [2ustralia) | ®| -

B associated Request Selection

=]
nimal Requests Trigona Liakos 05-0ct-2001 10:33:34

UpuionE

_ |
_ _|

E—

Erint

Associated Request Selection

Linked Request Selection

The Linked Request Selection form has been modified to display the little lock or little key to indicate that a
lock exists on a Request. When a locked Request gets focus, a message ‘Request xxx is locked by xxx’ is
displayed in the Status bar at the bottom of the window, as shown below:
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[(2JRelease 2.16 | ElEngich fhustialia) | [7) | 7 | =12 ]
File Edit W¥iew Search Tools Policy and Procedure Help
B Linked Request Selection o ] X
Regquest Number Request Type Fale Date Received — Request Status
2220 é Animal Reguests Applications 05-Mow-2003 09 46:25 LUnactioned
2215 Animal Reguests Applications 05-Mow-20035 09:40:40 In Progress
2007 @ Barking Dog A pplications 27 -Aug-2003 1 3:44:08 Unactioned
— Request Summany — Hotes Summary
Matme: - -
Alfred Brown
Applications:
10200354 TYPE, 1 Trigona Arcade, Trigonas Test Suburb
SA 5000
SI2003RTYPE, 15 Advertizer Lane, ADELAIDE 54 5000 b
Receiving Otficer:
Edldi Chicco - -
= | Todify I Close |

Brint Options | of I Zanrel |

d by Helen Lig,

Linked Request Selection

Workflow System Action Execution

When a user intends to modify the Status of a Request using a Task which contains the system action to
update a Request’s Status, a check will be made to see whether the Request (and its Secondary Requests, if
it is a Primary Request) is locked or not. If it is locked and the current logon user is not the locking user and
is not ‘SCASYS’, an error message ‘Request xxx is locked by xxx, and cannot be updated’ is displayed (As
shown), and the Task is not allowed be completed. No update is performed.

Pathway

Q Reguest 2024 is locked by Helen Liu, and cannot be updated.

An error message for updating a locked Request by a Task

Multiple Completion of Requests

The Multiple Completion of Requests batch function will now check if a Request is locked or not during the
update processing. A warning message is included in the completion email if some Requests could not be
updated because they were locked (regardless of who locked it).

Responsible Officer Reassignment

The Responsible Officer Reassignment batch function will now check if a Request is locked or not during the
update processing. A warning message is included in the completion email if some Requests could not be
updated because they were locked (regardless of who locked it). A message: ‘Request xxx is locked and
cannot be updated’ will be printed on the message log when a locked Request is encountered.

Automatic Priority Escalation
The Automatic Priority Escalation batch function will now check if a Request is locked or not during the
escalation processing.
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There will be a warning in the completion email if some Requests could not be escalated because they were
locked.

The message ‘Request xxx is locked and cannot be updated’ will be printed in the message log when a
locked Request is encountered.

When the escalation is due and a given Request is locked, it is not updated. The email for a locked Request
due for escalation will mention that another attempt will be made to escalate the Request when Automatic
Priority Escalation is next run.

Background Request Escalation
The Background Request Escalation function will now check if a Request is locked or not during the
escalation processing.

When an escalation is due and a given Request is locked, it will not be updated. The email for a locked
Request due for escalation will mention that another attempt will be made to escalate the Request in 30
minutes.

Pressing the F3 key to exit to menu
If the F3 key is selected during maintenance of a Request to return to perform a fast exit to the main menu,
the lock on the Request will be released.

Infor Local Government 13 July, 2017 Page 156



Customer Service User Guide Maintenance

Request Entry/Maintenance/Enquiry

Requests may be entered and maintained via the Request Entry option on the Customer Service menu.
However, an alternative approach is available, namely, ‘Policy & Procedure Documents — Request Entry’.
This menu option can be placed on appropriate user menus if required by Council to allow Customer service
Operators to access Policy & Procedure Documents and create Requests from here and the Policy &
Procedure Document form is required as the first screen.

Note: It is recommended that only one option is provided to Customer Service Operators. Providing both
options may cause confusion for the user.

% System Administrator Menu - Production !EI m

Group Igjfstem“ inistrator =] leons 4 List 1‘_| Properties | Refresh | Close |

[#- $ Accounts Receivable Interface =5
&) Animal Registration

[]---@ Applications

-5 Auditing

[]---@ Batch Processing

[]---% Bookings Management

[—]@ Customer Service

; @ Batch Functions

{fi canidentifier Entry

Ingpection Maintenance

@ Parameters

)
@ Reports

a Request Enquiry

© Request Entry

]@ Debtors

+-E@ Electoral Roll

]@ General Ledger Interface

]@ Infringements —
]Q Inspections

]--- Licensing

]@ Memos

+-[=" Hame and Address Register

]ﬂ Hew Zealand Valuations

]a Property Administration

]Q Query

]--- Rates Accounting

]@ Receipting LI

Frm WO = O e O e O = B O = O = O == O = B =

Customer Service menu options showing alternative Request Entry option

Ability to place Requests in an On Hold State
An enhancement was requested to be able to allow Requests to be placed in an On Hold state (available in
Release 3.07 if licensed for the authorised function ‘On Hold Status Codes’).

When a Request’s Status is set to an On Hold Status (Completion Status = ‘Hold’), a new field, ‘Hold
Activation Date’, will appear on the Request Enquiry and Request Maintenance forms.

After the On Hold period have completed, the Request’s Status will be automatically change to the On Hold
Pending Status (Completion Status = ‘No’). A new field ‘Hold Completion Date’ will appear on the Request
Enquiry and Request Maintenance forms.

The Thick Client lacks the screen real estate to show the same details as the Smart Client. As such the
existing Completion Date field is now used to display one of 3 potential values:

FIELD NAME(S) DESCRIPTION

Completion Date The Date upon which the Request was set to a Complete
status.

Only shown if Request is currently Complete (and thus shows
the date upon which this occurred) or if the Request has never
been On Hold (in which case it will be blank).

Hold Activation Date The date the Request was placed On Hold.
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Only shown if the Request is presently On Hold.

Hold Completion Date The date the Request was last taken Off Hold.
Only shown if the Request is presently Incomplete, but has
previously been On Hold.

For more information on this topic please refer to the section titled ‘On Hold Status Maintenance’.

Request Search Profile

The Request Search Profile form is used to search for specific Customer Requests. In Enquiry Mode the
User may only view the specific Customer Request, but may not modify any of the details on the Request.

If only a single record matches the search criteria entered the user will be presented with the Request
Maintenance form.

If more than one record matches the search criteria the user will be presented with the Request Selection
form from which to make their selection.

In addition, the user is able to select a Property Ward as an option at the Request details level. This allows
the user to search, for example, for Animal Requests within a given Ward for a specific Animal Type by
Breed.

I:Qj Set up a default Retrieve Search Profile that will be entered automatically for you when opening this form.
(Search Menu, Save) e.g. if you consistently use a profile of your user name as the Responsible Officer and
a Status of Unactioned enter the appropriate fields and select Search from the Menu and then Save Search
Profile as Favourite. Give the search profile a name e.g. “My default” and check the default box to on. Only
one search profile may be nominated as the default.

Searching may be conducted using a combination of Request details and additional search profile details
from other supported modules as well as References and Query results.

This means that it is possible to enter Request details, and click on one of the displayed Search Option
buttons. If required, it is also possible to select a specific Role Type from the associated drop down boxes
which will limit the search to that particular Role Type for that application Module. Note that not all related
application Modules support the use of Role Types, and the ‘Names’ module does not support searching over
‘All’ Role Types.

Note: The Query option will only appear if the authorised function “Documents and Query Search” for
application ‘LPA’ is enabled. If customers do not have this option and require the ability to use Query for
searching from Customer Service then it is advisable that they contact their account manager to organise the
purchase of this function.

Having clicked on a Search Option you will be shown the Search Profile form for that application Module. On
this form you may enter further profile details for that application, and click ‘Search’ on that form.

The search will then be performed and will select Customer Service Requests that meet both the Customer
Service Search Profile, and have links to the related application Module that also meet the Search Profile
details for that Module.

As an option, it is also possible to uncheck the ‘Search by Request Type Details’ check box, and perform a
search based on the related application Module details only.

The results of these searches will be displayed on a ‘combined’ Selection Form. These combined Selection
Forms display the items from the related application Module on the left, and the matching Customer Service
Requests on the right of the form.
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H| Request Search Profile g@@

Search By Request Details
Feguest Mumber -

Reguest Type Code b2y
Receiving Officer >_>
Responsible Officer >_>
Actioning Officer ]
Contact Type Code =
Requestar Type Code | Ward ﬂ [
Request Status b Completion Status | (All} w
Diate Received T - Request Source | T

System Date Entered -
Rezpond by Date -
Diate Responded -

Systemn Completion Date =
[ate Priority Last Modified = Priority  |{none)}
Search Options
Animzls | Al - Applications J All w
Infringemerts | JAll W Inzpections J
Licensing | Al w hlames J Hame A
Property | All W Guery Result J
Rates | All A References J
Registers | All w Debtors J All w
MZ Walustions [ |All -

MapInfo | T | Search | Close

Request Search Profile Form
NOTE: PERFORMANCE ISSUES IN CROSS MODULE SEARCHES

One significant issue that may arise when performing Cross Module Searching, is the amount of time that
may be required to complete the search. This can be a particular problem on large databases where the
combination of the Customer Service Search Profile and the application Module Search Profile result in a
small number of ‘hits’ from a large number of records.

To assist users with this potential problem, the Search processes have been enhanced with a new ‘Maximum
Search Time’ limit. The search time limit is specified at a system level by your administrator. The default
value is seconds.

When running one of these searches, if the time that the search has been executing, without displaying any
results, exceeds the specified value then the user will be shown the following Information dialog message.

Geac Computers
@ This is a long running search and a full page of resulks has not vet been Found.
Do vou want ko Conkinue searching For another 30 seconds,

Cancel the search,
or Continug the search and ignaore Further time limits,

Conkinue 1 Zancel | Zonkinue and don't ask again

Help... |

Message Dialog shown for long running searches.

This message dialog gives the user an opportunity to escape from a long running search. You may select to
continue the search for another period of time, to cancel the search and return to the previous Search Profile
form, or to continue the search regardless of how long the search may take. This final option is the equivalent
of the previous behaviour for this type of search.

The Modules which have this limiting function included are:
Animal Registration
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Applications/Licensing
Infringements

Names

Property Administration
Rates Accounting
References

Registers

Search By Request Details

Check this flag is you wish to search by request details. All criteria entered in this area will be considered in
the search (with the exception of the request number if entered).

Request Number

A Request Number range, if known, may be keyed into this field and then the Search Button selected to begin
a search.

Request Type Code

A Request Type, if known, may be keyed into this field as part of the search criteria. The Pop Up Button may
be selected to display the pre-defined list of Request Types. Once the Code is selected, the full description
of the Request Type will be displayed.

Note: If the Pop Up button is selected when this form has been invoked via the ‘New’ button on the
Inspections Search Profile form, then the Inspection Request Type Pop Up form will display listing only those
Request Types that have valid Inspection parameters defined.

Child Type(s)

This flag will become available once the Request Type is entered on the Search Profile form. If this flag is
checked ON, then when a search is performed the Request Selection by Request Type form will display
listing any Child Request Types beneath the Parent Type in an expandable hierarchy. Requests associated
with a respective Request Type can be displayed in the middle pane by focusing on the Request Type, e.g.

Request Selection By Request Type

A CThaning L . F & Meceled

Edldi Chicco ; 24-Aug-2001 14:35:00
Eddi Chicco § 05-Feb-2001 1513510 o Action Reguired
Eddi Chicco | 05-Febh-2001 15:12:43 o Action Reguired

Feceiving Officer: 4-A0g-2001 14:35:35 - Eddi Chicco
Eddi Chicco otes

(Contact Type Code:
Telephone

Feqguestar Type Code:

Request Selection by Request Type form which displays when Child Type(s) checkbox is ON

If this checkbox is checked OFF, then when a search is performed the Request Selection form will display,
e.g.
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| Request Selection

Reguest Type: ning O ‘Date Receive
(General Complaint i Chi 22-Aug-2002 05:27:34

(General Caomplaint i Chi 22-Aug-2002 052247
peneral Complairt i Chi 20-A0g-2002 11:34:16
(General Caomplaint i Chi 20-Aug-2002 11:31:08
(General Complaint i Chi 20-A0g-2002 11:29:46
(General Caomplaint i Chi 20-Aug-2002 11 29:25
(General Complaint i i [13-Aug-2002 171915
(General Caomplaint i Chi [19-Aug-2002 154212

i i 19-Aug-2002 151246

Feceiving Officer: 0-Aug-2002 11:34:27 - Eddi Chicca
Eddi Chicco otes

(Contact Type Code:
Telephone

Feqguestar Type Code:

Priarity:
3

Request Selection form which displays when Child Type(s) is checked OFF.

Receiving Officer

A Receiving Officer Code if known may be keyed into this field as part of the search criteria. The Pop Up
Button may be selected to display the pre-defined list of Receiving Officers. Once the Code is selected, the
full name of the Receiving Officer will be displayed.

Responsible Officer

A Responsible Officer Code if known may be keyed into this field as part of the search criteria. The Pop Up
Button may be selected to display the pre-defined list of Responsible Officer Codes. Once the Code is
selected, the full name of the Responsible Officer will be displayed.

Actioning Officer

An Actioning Officer Code if known may be keyed into this field as part of the search criteria. The Pop Up
Button may be selected to display the pre-defined list of Actioning Officer Codes. Once the Code is
selected, the full name of the Actioning Officer will be displayed.

Contact Type Code

A Contact Type, if known, may be keyed into this field as part of the search criteria. The Pop Up Button may
be selected to display the pre-defined list of Contact Types. Once the Code is selected, the full description of
the contact type will be displayed.

Requestor Type Code

A Requestor Type if known may be keyed into this field as part of the search criteria. The Pop Up Button
may be selected to display the pre-defined list of Requestor Types. Once the Code is selected, the full
description of the Requestor will be displayed.

Ward

The user may select a Property Ward to include in the Search Profile. This allows the user to search for
Animal Requests, for example, within a given Ward for a specific Animal Type, by Breed.

Request Status

A Request Status, if known, may be keyed into this field as part of the search criteria. The Pop Up Button
may be selected to display the pre-defined list of Request Statuses. Once the Code is selected, the full
description of the Status will be displayed. If the Request Status is not to be considered then this field should
be left blank. Request Statuses can be set up within parameters.

The following functionality for the Request Status applies when a ‘Request Type Code’ is nominated on this
form.
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If the Authorised Function ‘Status Codes at Request Type Level is authorised

= If one or more Status Codes has been assigned to the Request Type, then only those Status
Codes that have been assigned to the Request Type will be valid and will display in the Pop
Up form.

= (If no Status Codes have been assigned to the Request Type, then existing functionality will
apply — i.e. all Status codes will be valid /displayed in the Pop Up form)

Where the site does not have authority to the new functionality

= Existing functionality will apply — i.e. all Status Codes will be valid / displayed in the Pop Up
form)

Completion Status

The Customer Request Search Profile form allows searches to be filtered by Completion Status, allowing the
user to optionally limit displayed Requests to those that are Completed, Incomplete and/or On Hold. This
functionality has been included in all of the Search Options on the Customer Request Search Profile that
support the filtering of selections based on details entered.

When a Completion Status of ‘Complete’ or ‘Incomplete’ are selected, the Request Status field will be
dimmed and unavailable. Conversely, when a single Request Status (e.g. UNACTIONED) is selected for the
search profile, the Completion Status field will be dimmed and unavailable.

Request Source

The Customer Request Search Profile form allows searches to be filtered by Request Source, allowing the
user to optionally limit displayed Requests to those either created via Pathway, ePathway, Mobile Computing
or (All).

Date Received

The user may select a date range to search for Requests within the Date Received Range. Enter a “from”
and “to” date range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into consideration
when the search is performed. Dates entered in the “from” and “to” fields will assume a time of 00:00:00 and
therefore results may not be what was expected. E.g. if you wish search for all requests lodged from the 1t
April to the 5™ April (inclusive) then the from and to date range will need to be 1st April to the 6™ April.

System Date Entered

The user may select a date range to search for Requests within the System Date Entered range. Enter a
“from” and “to” range. This field is the date that the Request was entered into the system.

R As this field is a date and time field it should be noted that the time will also be taken into consideration
when the search is performed. Dates entered in the “from” and “to” fields will assume a time of 00:00:00 and
therefore results may not be what was expected. E.g. if you wish search for all requests lodged from the 1st
April to the 5th April (inclusive) then the from and to date range will need to be 1st April to the 6th April.

Respond By Date

The user may select a date range to search for Requests within the Respond By Date range. Enter a “from”
and “to” range. This field is the date that the Request is due to be actioned by.

l% As this field is a date and time field it should be noted that the time will also be taken into consideration
when the search is performed. Dates entered in the “from” and “to” fields will assume a time of 00:00:00 and
therefore results may not be what was expected. E.g. if you wish search for all requests lodged from the 15t
April to the 5" April (inclusive) then the from and to date range will need to be 1t April to the 6™ April.

Date Responded
The user may select a date range to search for Requests within the Date Responded Range. Enter a “from”
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and “to” range. This field is the date that the Request was actioned.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into consideration
when the search is performed. Dates entered in the “from” and “to” fields will assume a time of 00:00:00 and
therefore results may not be what was expected. E.g. if you wish search for all requests lodged from the 1st
April to the 5 April (inclusive) then the from and to date range will need to be 1st April to the 6 April.

System Completion Date

The user may select a date range to search for Requests within the System Completion Date range. Enter a
“from” and “to” range. This field is the date that the Request was completed in the system.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into consideration
when the search is performed. Dates entered in the “from” and “to” fields will assume a time of 00:00:00 and
therefore results may not be what was expected. E.g. if you wish search for all requests lodged from the 1st
April to the 5 April (inclusive) then the from and to date range will need to be 1st April to the 6 April.

Date Priority Last Modified

The user may select a date range to search for Requests within the Date Priority Last Modified Range. Enter
a “from” and “to” range. This field is the date that the Request was actioned.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into consideration
when the search is performed. Dates entered in the “from” and “to” fields will assume a time of 00:00:00 and
therefore results may not be what was expected. E.g. if you wish search for all requests lodged from the 1st
April to the 5" April (inclusive) then the from and to date range will need to be 1st April to the 6™ April.

Priority
Selecting from-1 -5 will limit the search to those requests with a matching Priority.

Search Options

The Customer Service Search Profile form now includes a set of ‘Option Buttons’ to provide access to the
Search Profile forms for each of the following application Modules:

Animals
Applications
Infringements
Inspections
Licensing
Names
Property
Rates
References
Registers
Debtors

New Zealand Valuations

It is now possible to enter details in the ‘Search by Request Details’ section and then click on one of the
displayed Search Option buttons. If required, it is also possible to select a specific Role Type from the
associated drop down boxes which will limit the search to that particular Role Type for that module. Note
that not all related modules support the use of Role Types, and the ‘Names’ module does not support
searching over ‘All’ Role Types.

Additionally, a Customer Service Search Profile may also be applied to the results of a Customer Service
‘Query’ result set.

Note that the availability of the Option Buttons will depend upon the availability of the Modules in question.
E.g.: For the Inspections option button to be displayed you must have both the ‘Inspections Maintenance’
authorised function, and the additional ‘Inspection Linkages’ authorised function installed.
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Having clicked on a Search Option you will be shown the Search Profile form for that application Module. On
this form you may enter further profile details for that application, and click ‘Search’ on that form.

The search will then be performed and will select Customer Service Requests that meet both the Customer
Service Search Profile, and have links to the related application Module that also meet the Search Profile
details for that Module.

As an option, it is also possible to uncheck the ‘Search by Request Type Details’ check box, and perform a
search based on the related application Module details only.

The results of these searches will be displayed on a ‘combined’ Selection Form. These combined Selection
Forms display the items from the related application Module on the left, and the matching Customer Service
Requests on the right of the form. There are many of these forms, depending on the application Module
involved.

When using these ‘Combined’ Selection forms, any actions taken will apply to the right hand items, i.e.
Customer Service Requests. The Modify button, and in Select Mode the Select Button, will process the
highlighted Requests. The ‘GIS’ button, if available, will prompt for a Property Role Type for the Customer
Service Requests and will then show any Property Parcel information linked to the highlighted Requests for
the selected Role Type.

Animals Searching

When the ‘Animals’ option button is selected, the Animal Search Profile form will display to allow the operator
to enter selection details. Note that the final result will be filtered not only by the Animal selection criteria, but
if ‘Select using Request Details’ is also selected then any search criteria entered in the fields of this section
will also be used to perform the search.

Note: The only buttons for ‘Additional Search Options’ available on the Animal Search Profile are Names and
References.

This functionality will allow users to search all Requests for an Animal of a particular Breed, Status or
Registration Class etc. In effect the search criteria are used in combination.

Applications Searching

When the ‘Applications’ option button is selected, the Class Selection form displays to allow the operator to
select a class. Subsequently, the Applications Search profile form displays to allow the operator to enter
selection details. Note that the final result will be filtered not only by Application selection criteria, but if
‘Select using Request Details’ is selected then any search criteria entered in the fields of this option will also
be used to perform the search.

Infringements Searching

When the ‘Infringements’ option button is selected, the Infringement Type Selection form displays to allow the
operator to select an Infringement Type. Subsequently, the Animal Infringements Search Profile form
displays to allow the operator to enter selection details. Note that the final result will be filtered not only by
Infringement selection criteria, but if ‘Select using Request Details’ is selected then any search criteria
entered in the fields of this option will also be used to perform the search.

Licensing Searching

When the ‘Licensing’ option button is selected, the Class Selection form displays to allow the operator to
select a class. Subsequently, the Licensing Search Profile form displays to allow the operator to enter
selection details. Note that the final result will be filtered not only by Licensing selection criteria, but if ‘Select
using Request Details’ is selected then any search criteria entered in the fields of this option will also be used
to perform the search.

Name Searching
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When the ‘Names’ option button is selected, the Owner — Search Profile form displays to allow the operator to
enter name selection criteria. Note that the final result will be filtered not only by Name selection criteria, but
if ‘Select using Request Details’ is selected then any search criteria entered in the fields of this option will also
be used to perform the search.

Property Searching

When the ‘Property’ option button is selected, the Address Search Profile form displays to allow the operator
to enter selection details. Note that the final result will be filtered not only by Property selection criteria, but if
‘Select using Request Details’ is selected then any search criteria entered in the fields of this option will also
be used to perform the search.

Note: The only buttons for ‘Additional Search Options’ available on this form are Names and References.

Query Searching

Search by Query is a new option. It is a secured function. When the ‘Query’ button is selected the Query
Search form displays to allow the operator to select a Customer Service query result via the Query Result
Selection form accessed via the Pop Up button. Note that the final result will be filtered not only by the query
result, but if ‘Select using Request Details’ is selected then any search criteria entered in the fields of this
option will also be used to perform the search.

Rates Searching

When the ‘Rates’ option button is selected, the Assessment Search Profile form displays to allow the
operator to enter selection details. Note that the final result will be filtered not only by Rates selection criteria,
but if ‘Select using Request Details’ is selected then any search criteria entered in the fields of this option will
also be used to perform the search.

Reference Searching

When the ‘References’ option button is selected, the References Search Profile form displays to allow the
operator to enter selection details. Note that the final result will be filtered not only by Reference selection
criteria, but if ‘Select using Request Details’ is selected then any search criteria entered in the fields of this
option will also be used to perform the search.

Registers Searching

When the ‘Registers’ option button is selected, the Register Pop Up form displays to allow the operator to
select a Register Code. Subsequently, the Register Entry Search Profile form displays to allow the operator
to enter selection details. Note that the final result will be filtered not only by Register selection criteria, but if
‘Select using Request Details’ is selected then any search criteria entered in the fields of this option will also
be used to perform the search.

Debtors Searching

When the ‘Debtors’ option button is selected, the Debtor Search Profile displays to allow the operator to
select a Debtor Number. Subsequently, the Request Selection by Debtor Number form displays to allow the
operator to select a record. Note that the final result will be filtered not only by Debtor selection criteria, but if
‘Select using Request Details’ is selected then any search criteria entered in the fields of this option will also
be used to perform the search.

New Zealand Valuations Searching
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When the ‘NZ Valuations’ option button is selected, the Valuation Assessment Search Profile form displays to
allow the operator to search for an Assessment. Subsequently, the Request by NZ Valuation Selection form
displays listing all the records that match the search criteria. Note that the final result will be filtered not only
by NZ Valuation selection criteria, but if ‘Select using Request Details’ is selected then any search criteria
entered in the fields of this option will also be used to perform the search.

Gis Interface Button
Selection of this button will invoke the GIS Interface. This button will only display if the user has the
appropriate authority.

Request Type Responsible Officer Pop Up Form

The Request Type Responsible Officer Pop Up allows the selection of a User for the Responsible Officer
field. Users are established in User Maintenance, which is accessible via System Administration >> Menu >>
User Maintenance.

5 Reguest Type Responsible Officer Pop Up

—User ldarfifier —— Userilsme ——————————————— Detauft—
BROCHSD [esreid Breaks [
CHIOCOE Eddi Chiceo [v
WL FDTT Therezs Madoksny r
WCOCHES reg waoochead r

— Search Profile
Resporsble Oificer (% Sssicred |

Ussr igentifisr ||
Ussr teme |
Seanth I Select | dose |

Request Type Responsible Officer Pop Up form

User Identifier / User Name

These fields display a unique User Id and Description for each user of the system. This list of User Names
will vary depending on whether the Responsible Officer setting in the Search Profile is set to Assigned or All.
This field is display only and cannot be maintained.

Default
The field displays the flag against the Responsible Officer which has been set up as the Default.

Search Profile — Responsible Officer

This field displays two radio buttons indicating which list of Responsible Officers is being displayed. If a
Request Type with Responsible Officers set up has been entered on the Request Search Profile, then the
Assigned button will be ON and the Responsible Officers displayed will be those that have been assigned to
the Request Type. The user is able to switch from Assigned to All to display the full user list. If a Request
Type has not been entered in the Search Profile, then these radio buttons will be dimmed.

Search Profile - User Identifier / User Name

Enter a User Id and/or Description on which to conduct a search. These fields are useful when there are
more than 9 User records in the system. Wild card searching is available in these fields.

Request Type Actioning Officer Pop Up Form

The Request Type Actioning Officer Pop Up allows the selection of a User for the Actioning Officer field.
Users are established in User Maintenance, which is accessible via System Administration >> Menu >> User
Maintenance.
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5 Reguest Type Actioning Officer Pop Lip

— Lkseer Idanifier Ussr flsme Dedaa—
BROCHSD [esreid Breaks [
CHIOCOE Eddi Chiceo [v
WL FDTT Therezs Madoksny r
WCOCHES reg waoochead r

— Search Profile

Actioning Dficer % Sssicred ~ o
Ussr igentifisr ||
Ussr teme |
Seanth I Select | dose |

Request Type Actioning Officer Pop Up Form

User ldentifier / User Name

These fields display a unique User Id and Description for each user of the system. This list of User Names
will vary depending on whether the Actioning Officer setting in the Search Profile is set to Assigned or All.
This field is display only and cannot be maintained.

Default
The field displays the flag against the Responsible Officer which has been set up as the Default.

Search Profile — Actioning Officer

This field displays two radio buttons indicating which list of Responsible Officers is being displayed. If a
Request Type with Responsible Officers set up has been entered on the Request Search Profile, then the
Assigned button will be ON and the Responsible Officers displayed will be those that have been assigned to
the Request Type. The user is able to switch from Assigned to All to display the full user list. If a Request
Type has not been entered in the Search Profile, then these radio buttons will be dimmed.

Search Profile - User Identifier / User Name

Enter a User Id and/or Description on which to conduct a search. These fields are useful when there are
more than 9 User records in the system. Wild card searching is available in these fields.

Role Type Pop Up Form

This Pop Up form displays all available Role Links to Customer Service.

It will display when creating a new user-defined Role Type. This form will display all the valid ‘Primary’ Role
Types upon which a new User-defined Role Type can be based.
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£ Role Type Pop Up M[=] B3
— Application —Role Mumber — Description
oMA 1 ame
AN 1 K rirmial
LAP 1 pplications
LIF 1 nfringement
LLC 1 Licensing
P& 1 Property
LPA 2 EtrestiSuburh
LR 1 ssessment

— Search Profile
Application

Role Mumber
Dezcription

Search Select LCloze

Role Type Pop Up Form

Application
This field displays the Application Code for the linked module.

Role Number
This field displays the Role Number for the Application.

Description
This field displays the Role Type Description.

Search Profile

Where a large number of records exist in a Pop Up form you may enter search profile details to target
specific records.

Request Selection Form

This form will display if more than one customer request record matches your search criteria, and the Child
Type(s) checkbox has not been checked.
From this form you may select a record to modify or create a new request.

Any Request which displays a lock or a key will be locked by another user , the same user in another session,
or the System Administrator, and may not be available for maintenance. Refer to the section on Request
Locking (148) for further details.

Note: If the user does not have access to the various “View Req Summary..” secured functions then some
Summary details included on this form may not be viewable. The details will be replaced by the message
“**Details Blocked***”. This function is controlled by the Authorised Function “Customer Service History

Logging”.

The Options button allows the maintenance of Multiple Requests. See further details in Multi Request
Maintenance.
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=10l ]
Request Numbetr Reguest Type Actioning Officer —— DateReceived ™ RequestStatus —————
2965 General Complaint Eclcdli Chicco 16-Mar-2005 1 5:23:40 Actioned -
2061 Ceneral Complaint Eclcli Chicco 11-Mar-2005 1 4. 4629 In Progress
2360 zeneral Caomplaint Eddi Chicco 11-har-2005 14:39:52 In Progress
2959 General Complaint Eclcli Chicco 11-Mar-2005 1 4: 3555 In Progress
2955 General Complaint Eddi Chicco 11-har-2005 14:31:45 In Progress
2357 General Complaint Edldi Chicoo 11-Mar-2005 14:26:52 In Progress
2956 General Complaint Eclcli Chicco 11-Mar-2005 14:17:14 In Progress
2955 General Complaint Eddi Chicco 11-har-2005 14:16:34 In Progress
2854 General Complaint Edldi Chicco 11-Mar-2005 14:15:48 In Progress :!'I
— Request Summary — Hotes Summary
Receiving Officer: = -
Chris Mckeown
Contact Type Code:
Counter Enciuiry
Requestor Type Code:
Fesident beme
Priarity:
3 - -

Job Eard | MapInfo Qptions T | Modify I Close

Request Selection Form

Number
This field displays the request number.

This field is display only and may not be maintained.

Request Type
This field displays the full description of the request type.

This field is display only and may not be maintained.

Actioning Officer
This field displays the full name of the officer responsible for the request.

This field is display only and may not be maintained.

Date Received
This field displays the date and time the request was received.

This field is display only and may not be maintained.

Request Status
This field displays the status of the request.

This field is display only and may not be maintained.

Request Summary
This field displays main request details from the request that is selected in the top half of the form. Any
Module and Reference Links will also be displayed. As you click on requests then this information changes.

If all the details are not visible you may use the scroll bar to move up and down the field. (Alternatively, press
F2, double-click in the field or select View, Zoom from the menu, ).

This field is display only and may not be maintained.

Notes Summary

This field displays the notes details from the request that is selected in the top half of the form. As you click
on requests then this information changes.
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If all the details are not visible you may use the scroll bar to move up and down the field. (Alternatively, press
F2, double-click in the field or select View, Zoom from the menu, ).

Job Card Button

The Job Card Button will only display if the user is authorised to the ‘Print Job Card’ function. Clicking this
button or using the keyboard shortcut (ALT+J) begins the process of the Job Card Report for the selected
Customer Service Request. Customer Service Requests are selected by using the multi-select functionality
available on the Selection screen.

After clicking the ‘Job Card’ button the ‘Processing Options’ form displays to allow the user to enter a
Description and gives the user the opportunity to override the default printer as well as nominating whether a
header page is printed. (The header page lists all Request Numbers selected as well as giving a total
number). The form also allows the user to cancel the process if required.

Job Card Report
The Job Card Report treats the printing of multiple Requests as a single job which ensures maximum
performance in the printing process.

The numbering of pages is done in a manner that the first page in each Job Card print will be numbered 1
and then continuous numbers applied. For instance, four Requests are selected and the job will print 4
pages if no header page printed. Each page is humbered 1. If there is a secondary page for the Job Card,
then the secondary page is numbered 2. Numbering is reset back to 1 for the next printed Request. If a
Header page needs to be printed, the number of the Header page is always set to 1.

All Processed Jobs for the “Print Job Card” function can be reprinted or deleted by returning to the System
Menu and selecting either ‘Print Processed Jobs’ or Delete Processed Jobs’ from the Tools Menu.

Note: The Job Card Report is designed to be printed in portrait format instead of the standard landscape.
The user may need to adjust their printer settings or define a new printer with portrait format settings in order
to get the best effect.

When Job Cards are printed the parameters which have been set up will determine what content is printed.
Job Card Parameters at the System Parameter level will be used if there are none set up at the Request
Type level. If parameters have been set up at the Request Type level then these will be used instead of the
System Parameters.

In addition, Child Request Types will use the parameters inherited from the Parent Request Type if
parameters have not been set up for the Child Request Type.

See further details in Job Card Parameter Maintenance.

GIS Interface Button

Selection of this button will invoke the GIS Interface. This button will only display if the user has the
appropriate authority.

Options Button

Request Selection by Request Type Form

This form displays if you have checked the Child Type(s) flag ON in the Search Profile form. From this form
you may select a record to modify or create a new Request.

This Selection form displays the Request Type initially entered in the Search Profile form, and includes any
children for the Request Type as well. To view the children Request Types the user can either double click
on the description of the Request Type, e.g. “DOG — Dog Complaints”, or click on the [+] symbol to expand
the branch.

The Requests that are displayed in the list (middle section) are refreshed each time the Request type is
changed.

The ability to multi-select and maintain Requests of a single Request Type is available.

If there are no Requests linked to the Request Type that was selected on the Search Profile form then the
Selection form will expand the first branch in the Request Type list.
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A symbol ['%ﬁ'] is used to identify Request Types that cannot have Requests logged against them. This
symbol is also used in the Request Type Pop Up. This allows users to quickly identify those Request Types
that can have Requests logged against them and those that cannot.

Any Request which displays a lock or a key will be locked by another user , the same user in another session,
or the System Administrator, and may not be available for maintenance. Refer to the section on Request
Locking (148) for further details.

The Options button allows the maintenance of Multiple Requests. See further details in Multi Request
Maintenance.

E Request selection By Request Type - |EI|5|

— Request Type
E‘j GEHN - General Complaint

— Reguest Mumber ——— Actioning Officer Pricrity Date Received — Reguest Status ————————
2953 Eddi Chicco 3 16-Mar-2005 15:25:40 Actioned -
2961 Eclcli Chicco ] 11 -Mar-2005 14:46:29 In Progress j
2950 Eclcli Chicco ] 11 -Mar-2005 14:35,32 In Progress
2959 Eddi Chicco 3 11-Mar-2005 143558 In Progress
2955 Eclcli Chicco ] 11 -Mar-200514:31:45 In Progress :!'I

— Request Summary Hotes Summary
Receiving Officer; = Y

Chris Mckeown

Contact Type Code: —
Courter Enciuiry

Requestar Type Code:

MapInfa Options TEw | IModify I Close

Request Selection by Request Type Form

Request Type

This field displays the Request Type(s) selected in the Search Profile. If the Child Type(s) checkbox was
checked ON in the Search Profile, then any existing Child Request Types will also be listed here and can be
accessed by double clicking the Parent Type or clicking the [+] alongside it.

Request Number

This field displays the Customer Request Number. Only those Requests matching the Request Type which
has focus in the pane above will be listed here.

Actioning Officer
This field displays the Actioning Officer for the Request.

Priority
This field displays the Priority setting for the Request.

Date Received
This field displays the Date and Time at which the Request was created.

Request Status
This field displays the Request Status assigned to the Request.

Request Summary

This field displays main request details from the request that is selected in the middle of the form. Any
Module and Reference Links will also be displayed. As you click on requests then this information changes.
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If all the details are not visible you may use the scroll bar to move up and down the field. (Alternatively, press
F2, double-click in the field or select View, Zoom from the menu, ).

This field is display only and may not be maintained.

Notes Summary
This field displays the notes details from the request that is selected in the middle of the form. As you click
on requests then this information changes.

If all the details are not visible you may use the scroll bar to move up and down the field. (Alternatively, press
F2, double-click in the field or select View, Zoom from the menu, ).

Combined Selection Forms

Conducting Customer Request Searches using Request Details combined with other Search Options
displays the results in a ‘combined’ Selection form. The following Selection Forms will display depending on
which module Search button is selected to be used in combination with Request details:

The Options button allows the maintenance of Multiple Requests. See further details in Multi Request
Maintenance.

-ioix

— &Animal Details Request Details |
|Reference: 1154 (1), MName: Jeremy, Dizc:Period: 123452005, Type: I33|| Fecuest: 1227, General Complaint ;I
Fecuest: 1244, Linked to 4 modules
Fequest 2220, Animal Reguests
|Reference: 1155 (8), Mame: Kerry, Dizc:Period: 767892005, Type: Issue| Fequest: 844, General Complaint
Fecuest: 1825, General Complaint
Fecuest: 1908, General Complaint

Fecuest: 1916, General Complaint J
Fequest: 2029, Animal Reguests

Recuest: 2455, General Enguiry (History Log on) :!'I
— Animal Summary — Request Summary
Animal Type: = Iarme: =
Izzue disk with notice on A L Smith - YE76 6365 (Business Phone Mumber)
Mame: b W Davicl Matt Green
Herry A Smith - 041 7859799 (Mokile Phone Mumber)
Cryners: Property: —
A Smith WARIOUS 4/362-364 Angas Street, ADELAIDE SA 5001
Miz=s Eddi Chicco hi StreetiSuburk: hi

MapInfo Dpkions | Modify I Close

Request Selection (Animals)
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—Io x|
— Ticket Details Reference Status Code ——— Balance Request Detailz
[10000003-1 05-£ug-2000 Animal attack]/ " J[540/1998 | [completed (R | 0.00] Request: 1332, General Complaint -
Fequest: 1334, General Complaint
Fequest: 2354, PC Request Type
93369541-1 01-Sep-2000 Animal wande [12345675/2000 Completed (E» 14.50 Fequest: 1950, General Complaint
93369541-2 01-Sep-2000 Biting Animal 123456752000 Completed (Re -30.00 Fequest: 1950, General Complaint
Fequest: 2916, General Complaint
|93369554-1 01-5ep-2000 Biting Animal | [01398 | [completed Ry | 10.00] Request: 19580, General Complaint
Fequest: 2455 General Enguiry (Histary Log or
933695671 01-Sep-2000 Animal wandd  [60M933 | [completed Ry | 0.00] Request: 19580, General Complaint :rl

Location

Mezt Action
Inspector
Current Contact

— Additional Offence Details

— Request Summary

On Street. Morth Street, ADELAIDE

26-Aug-2000

COOKP - Pat Cook

Charmaine Chien

Infringement:
10000003-1 05-Aug-2000 Animal sttacking ancther animal
20000023 06-Jul-2000 Renewsal not placed on application
2500-1 01-Apr-2001 Incorrect Angle
30000443-1 10-Jul-2004 Removal of Council Yegetation
Registers:
Reference Mumber: 1.3, Register: HERITAGE - Heritage
Buildings Register, Field: Customer Service.

| »

MapInfo Opkions | Modify I Close

Request Selection (Infringements)

1o x]
— Application Details Request Details
2000MISC-1 40 test 136642 Fegquest: 2172, General Complaint -
1552002788507 Testing Related Request: 1422 Releaze 213
[152/20025AB=07 Testing DCP 3 Fequest: 13849, Release 213
21 6-168/2000 Test Fecquest: 2455, General Enguiry (History Log on)
BCC-17 52000 Meay building Request: 2222, Animal Requests
Feqguest: 222, Animal Requests
Fequest: 2440, General Complaint
2161722000 Test Deletion Request: 2440, General Complaint
2161712000 Test Task Deletion Request: 2368, General Complaint :!'I
— Application Summary — Request Summary
2000MI=C-140, test 1 36642 a Street\Suburkb: =
Type - Mizcelaneous Alfred Street, ADELAIDE
A pplicant - Renste Carmen Fecisters:
Applicant - Joseph Kettesz Reference Mumber: 400, Register: ALLMOD - all modules, Fie
Cevner - Miss Renste Carmen ard: —
Crvnier - J Kertesz Adelzice
- Stray Animal: il

MapInfa Cptions Prririk Madify Close

Request Selection (Licensing / Applications)
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—ioix

— Propetty Address Statuz Reguest Details Frimary =
|James Place, ADELAIDE | |Currer|t | Reguest: 23909, General Complaint -
Feguest: 2775, General Complaint -
Request 2644, etert I~
Reguest: 2821, General Complaint 'l
Reguest: 2928, General Complaint 'l
Feguest: 2929, General Complaint l
Al 1-11 James Place, ADELAIDE 54 5001 Current Feguest: 2228, General Complaint -
21-23 Rundle Mall, ADELAIDE =2 5001 Current Feguest: 1904, General Complaint -
Feguest: 1906, General Complaint - _v|_|
— Summary
James Place, ADELAIDE s Marme:

| »

Mz Belinda Jane Anderson

ABB SERVICES - 5210 3875 (Telephone Mumber)

Serge Aaron

Graham Azsh Black

A & B M Brown-Pooh

M Alfred Ronald Fred Brown

- hrs B M Green -

MapInfo | Options | Madify I Close

Request Selection (Property)

| Request Selection by Assessment Number -0l x|

— &szezsment Mo, ——Ratepayer Names Request Detailz
3 EI M Karafotias and B Roussos and k Request: 1908, General Complaint -
4 SEXTANT PROPERTIES PIL Fequest: 1908, General Complaint
4 EI W ROBINSON & COPIL Fequest: 523, General Complaint

Fequest: 1357, General Complaint
Fequest: 1908, General Complaint
Fequest: 2916, General Complaint

5] [Cw ROBINSOM & CO PIL and Mr & Request: 1908, General Complairt
Fequest: 1921, General Complaint
Fequest: 2368, General Complaint :!'I
— SUMmary
Lszessment Status: Current . Mame: -
Azsessment Application:  Rates Mr Colin Jackson Green
Property:

1/362-364 Angas Street, ADELAIDE SA& i
WARIDUS 2i362-364 Angas Street, ADEL.~—
WARIDUS 3/362-364 Anpasz Street, ADEL.
et WARIDUS 4/362-364 Angas Street, ADEL, »

MapInfao | Cipkinns | Modify Close

Request Selection by Assessment Number (Rates)
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B Request Selection N [m] ]
Register Code |HERITAGE | |Herﬂage Buildings Register
— Register Details Reguest Details |
Feference Mumber: 18, Register: HERITAGE - Heritage Buildings Regist) Fequest: 2684, General Complaint -
Feference Number: 13, Register: HERITAGE - Heritage Buildings Regist] Fequest: 1924, General Complaint

Feguest:

1921, General Complaint

Fecuest:

1332, General Complaint

Feguest:

2711, General Complaint

Feference Mumber: 12, Register: HERITAGE - Heritage Buildings Regisﬂ

Fecuest:

1921, General Complaint

Fequest: 1920, General Complaint
Feguest: 1913, General Complaint
Fequest: 1915, General Complaint :!'I
— Register Summary — Request Summary
Customer Service: - Marme: =
Reqguest: 2030, BEC1 (with Inspections) Mz Alizanne Kate Glover Green
Request: 2654, General Complaint Registers:
Reference Mumber: 18, Register: HERITAGE - Hetitage
Buildings Register, Field: Custamer Service.
Reterence Number: 418, Register: ALLMOD - all modules,
Field: ACR link. -
Receiving Officer:
- Eddi Chicco -
Cpkions | Modify I Close |
Request Selection (Registers)
[l Request Selection o ] 4

— Inspection Details

Request Details

172003 Footings Inspection Request: 1548, EC1 (with Inspections)
172003 Sewverage Inspection Feqguest: 1848, EC1 (with Inspections)
202005 Footings Inspection Fequest: 1547, EC1 (with Inspections)
252003 Sewverage Inspection Fequest: 1548, EC1 (with Inspections)
352003 Footings Inspection Feqguest: 1873, EC1 (with Inspections)
32003 Sesverage Inspection Fecuest: 1849, EC1 (with Inspections)
4520035 Footings Inspection Feqguest 1847, EC1 (with Inspections)
452005 Sewverage Inspection Fecuest: 1574, EC1 (with Inspections)
Si2003 Footings Inspection Feguest: 1848, EC1 (with Inspections)

— Inspection Summary

Request Summary

Mumber: 1 - Mame: -
Drate: 20-Feh-2003 hdrs B W Green =
Titme: A Property:

Trype: Footings Inspection GROUMD 27 Rundle hall, ADELAIDE =4 2001 B
A e Ares ] Feceiving Officer:

(Crfficer: Eddi Chicco Edledli Chicco

Fesult: Paszed Rezult - Contact Type Code: -

MapInfo Cptions | Modify I Close

Request Selection (Inspections)
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_ioix

— Reference Details Request Details
Lzer Defined Code for Lookup|  |S678 Feguest: 2511, General Complaint -
User Defined Code for Lookuy|  |ABC Fecuest: 97, General Complaint

Fequest 137, General Camplaint
Fequest: 135, General Complaint
Fequest: 190, General Camplaint
Fecuest: 190, General Complaint
Fecuest: 194, General Complaint
Fequest. 196, General Camplaint
Recuest: 394, General Complaint :!'I

—Summary

Matme:

W Alan Richard Jones

Mr Barry James - 83814599 (Telephone Mumbet)
Property:

Level 1 2-6 James Place, ADELAIDE =4 5001
StreetSuburi:

Anderson Street, CARLTOMN
izl - -

| v
»

MapInfo | Cptions Modify | Close |

Request Selection (References)

B Request by NZ ¥aluation Selection o [m]

— Valuation Humber Status Request
[ monooo000/01 | [current | [Request 967, Genersl Complaints
Feguest: 952, General Complaints
Feguest: 960, General Complaints
[1 rano0inaos 408 | [currert | |Request: 967, General Complaints
Reguest: 961, General Complaints

— Summary
“aluation Dezcription: House & Marme: e
Calculation Method: Sumimation M Henry Green
Location; Suburban | Property: —_
Prapetty Type: Residential Dweelling 101 Advertizer Place, ADELAIDE =& 5000
“Yaluation Type: Residential StreetSuburk:
w e
Modify Close

Request by NZ Valuation Selection form
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[ Request Selection by Debtor Number -0l x|
— Dehitar Mo, Debtor Mames Request Detailz
1230 EI COlden Polynice Request: 967, General Complaints
1329 EI fr Anthony Philip Smith Fequest: 961, General Complaints
1331 Howeard Eisley Fequest: 960, General Complaints
— SUMmary
Cebtor Status: Current . Mame: -
Debtor Type: DEFALILT - Default Mr Heniry Green
Property:
101 Advertiser Place, ADELAIDE 54 S000
StrestiSuburk: B
Bridge Street, KENSIMGTON
et ol -
Cipkinns | Modify Close

Request Selection by Debtor Number form

Query Result Search Profile

The Query Result Search Profile form displays when the Query Result Search Option button is selected in
Customer Service Search Profile. It allows the user to search for a Query Result to use as part of the search
profile to use in retrieving related Requests.

B Query Search Profile

Search I

Query Result Search Profile form

Query Result Description

Enter a valid Query Result Description or select one from the Pop Up. Selecting the Search button displays
the Request Selection form displaying the records which are included in the Query Result.

Request Maintenance Form

The Request Maintenance Form is the main form that is used for creating Customer Requests. The form has
some mandatory fields, others may be filled in at a later date.

This form is retitled to ‘Request Entry’ whenever a new Request is being added, in order to remove ambiguity
for the user as to whether they are entering a new Request of maintaining an existing one.

Note: The Hot Link Menu is available from Request Entry and does not require that all mandatory links on
the form be completed prior to accessing it. (The Hot Link Menu, if set up in parameters, is accessed by
right-clicking on the form).
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Note: If the user does not have access to the various “View Request Summary..” secured functions then
some details included on this form may not be viewable. The details will be replaced by the message
“**Details Blocked***”. Any Reference fields which appear on this form will not be blocked from view. This
function is controlled by the Authorised Function “Customer Service History Logging”.

Module Links
Up to three Module Links may be specified to display on the Request Entry form. This allows for faster
processing as the user does not need to click on the Modules button first. See details under Role Link Type.

Hansen Asset Management Link

A Witches Hat glyph will display if a Hansen Asset Management hot link is available on the Request
Maintenance form. It will be red in colour if a Hansen Request has been created. See further details in the
section on Hansen Asset Management System Hot Link.

8| Request Maintenance

VR &
Request Number 10782
System Date Entered |1 O-Nowv-2010 10:02:23 |
Date Received |10-Nowv-2010 10:02:23 Respond by Date
Request Type Code |GEN ﬂ General Complaint
Receiving Officer | ECHIC || [Eddi Chiceo
Responsible Officer |ECHIC || [Eddi Chiceo
Actioning Officer | ECHIC || [Eddi Chiceo
Contact Type Code C ﬂ Counter Enguiry
Reguestor Type Code | P (= | [Public
Request Status | NEW > | [Mew Reguest System Completion Date |
Date Responded/Time Taken Days w Working Days o
Priority |1 Date Priority Last Modified |1I]-N|Jv-2EI1D 10:08:55
Notes Summary
Name |MrB L Green - 8224 0884 (After Hours Phone Number) Ll Muttiple Links E
Property |3/1 Madizon Street, Kensington SA 5068 B e 1
Infringement B el [
Keyword Name Detailz
Addrezs Details Phone Number
Options
J Notes J References J View Letter __| Questionnaires
| modules | Tasks | create Letter | E-mail History ]
Copy | Print oK Cancel

Request Maintenance Form

Primary and Secondary Reguests
From the Request Entry form the user is able to link another Request to create a Primary or Secondary Link
by selecting one of the following options from the Options / Request Link Menu:

) Create Primary Link
o Create Secondary Link

Options may be accessed via the Option buttons at the bottom of the form, or, alternatively, from the Options
dropdown menu.

Secondary Requests will inherit various characteristics from the parent. If the Primary Request is completed,
the Secondary Request will also be completed at the same time.

Provided that the Request is based on a Request Type where Inspection Parameters have been set up, and
that the authorised function code is active, then the ‘Inspections’ option will be available on the Options
dropdown menu on the toolbar.
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File Edit “iew Search Associated Tools |Opti|:|n5 Policy and Procedure

E-Mail Hiskory
Hiskary: Log
Letter 3

% Request Search Profile Madules
E Request Maintenance Mokes

@ Palicy and Procedure Docurment(s)

Request Hur  Primary/Secondary Links 3
System Date En - Questionaire
Date Rec  References
Request Type Associabed Links b bmplaint
Receiving ©  Responses L
Responsinle @ Task
Actioning Officer |BRO0H5I] 2| |David Brooks
Contact Type Code Il L}| Irternal
Requestor Type Code  |[CON il Conzents
Request Statuz  |INPROGRESS B In Progress | Sy
Date RespondediTime Taken | | W
Priority [2 -] Date F
Motes Summary | 03-kar-2004 15:0316 - Eddi Chicco - GEMERAL
Resident rang to say there was a tree branch on the

Portion of Request Entry form showing Options Menu items

Changing Request Type for an existing Request

If the Request Type for an existing Request is changed after Questions for a Questionnaire have been
answered, a Note is created containing details of the answered Questions. The details output to the Note
include the Questionnaire to which the Questions belong.

Questionnaire Processing for a new Request
The Questionnaire processing that occurs when the [Ok] button is pressed for a new Request now caters for
multiple Questionnaires for the Request Type.

When the [Ok] button is pressed for a new Request, it checks the ‘Questionnaire Mandatory’ and ‘Display
Questionnaire’ flag settings for the Request Type.

If ‘Questionnaire Mandatory’ is OFF and ‘Display Questionnaire’is also OFF
It accepts the new Request — without any Questionnaire processing.

If ‘Questionnaire Mandatory’ is ON (‘Display Questionnaire’ is always also ON)
If a Default Questionnaire has been nominated,
= It will present each Question for the Default Questionnaire one at a time.
= Once all Questions have been presented, it will display the Request Question Maintenance form —
which will ensure that at least one of the Questions for that Questionnaire has been answered.

NOTE: It only forces an answer to one of the Questions for the Default Questionnaire — even if there
are other Questionnaires defined for the Request Type

If there is no Default Questionnaire
= |t determines all ‘valid’ Questionnaires for the Request. This includes:-
(a) All answered Questionnaires (regardless of Historic/Current or Active/lnactive status), plus
(b) Any 'Current' 'Active Questionnaires with Questionnaire Code not matching any of those from
point (a)

Then, if only ONE valid Questionnaire exists
o It will present each Question for the Questionnaire one at a time one.
o Once all Questions have been presented, it will display the Request Question Maintenance
form — which will ensure that at least one of the Questions for that Questionnaire has been
answered.

or, if MORE THAN ONE valid Questionnaire exists
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o It will display the new Questionnaire Search Profile form to allow the user to select which
Questionnaire must be answered

Once a Questionnaire has been selected,
o It will present each Question for the selected Questionnaire one at a time.
o Once all Questions have been presented, it will display the Request Question Maintenance
form — which will ensure that at least one of the Questions for that Questionnaire has been
answered.

\ NOTE It only forces an answer to one of the Questions for any one of the Questionnaires.

If ‘Questionnaire Mandatory’ is OFF — but ‘Display Questionnaire’ is ON
It determines all ‘valid’ Questionnaires for the Request
This includes:-
(a) All answered Questionnaires (regardless of Historic/Current or Active/lnactive status)
Plus
(b) Any 'Current' 'Active Questionnaires with Questionnaire Code not matching any of those from
point (a)

Then, if only ONE valid Questionnaire exists
o It will present each Question for the Questionnaire one at a time — but will not force any of the
Questions for that Questionnaire to be answered.
o Once all Questions have been presented, it will display the Request Question Maintenance
form.

or, if MORE THAN ONE valid Questionnaire exists
o It will display the new Questionnaire Search Profile form to allow the user to select which
Questionnaire will be answered

Once a Questionnaire has been selected,
= |t will present each Question for the selected Questionnaire one at a time — but will not
force any of the Questions for that Questionnaire to be answered.
= Once all Questions have been presented, it will display the Request Question
Maintenance form.

Request Number
The Request Number, which is located within the frame, is allocated automatically by the system.

This field is display only and may not be maintained.

System Date Entered

The System Date Entered field, which is a Date/Time field, is automatically populated at the same time as the
Date Received with the same date and time, however, this field is not maintainable while the Date Received
field is maintainable. This date/time is system-generated.

Date Received

When creating a new request the Date Received will be defaulted to the system date and time. This may be
changed depending on the setting nominated in the Customer Service System Parameter. Initially, this field
will be the same as the System Date Entered field.

Request Source
The Request Source field will be displayed, if the Request was created via ePathway or Mobile Computing. It
will not be displayed if the record was created directly from Pathway.

Respond By Date

The Respond by Date is calculated based on the Priority settings of the Request Type. The Respond by Date
will be calculated automatically once a Request Type has been selected. If a Calendar has been associated
with the Request Type, then this calendar will be used to determine the ‘Respond by Date’.

When a new Request is entered, if the Priority of the Request is changed by the Requestor Type setting or
manually by the user, then the Respond by Date is automatically recalculated regardless of the user authority
to maintain the ‘Respond by Date’.
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When a Request is being maintained and the Priority is changed by the user, the ‘Respond by Date’ is
updated according to the parameter settings for the Request Type. If the Request Type is changed by the
user then the Respond by Date is also recalculated based on the settings of the new Request Type. (This will
only occur if the user has authority to change the Priority setting. However, if the user does not have authority
to update the ‘Respond by Date’ but does have authority to change the Priority setting, then the ‘Respond by
Date’ will be updated.)

The settings on the Request Type determine how this date is calculated. It is calculated based on the ‘Date
Received’. If the ‘Date Received’ is changed then the ‘Respond by Date’ will also be changed accordingly,
irrespective of whether the user has made a change to the ‘Respond by Date’.

The Respond by Date may be changed by the user on initial creation of the request. Once a Request has
been saved, then this field may not be directly changed. However, this may be overridden if the user has
been allocated the secured function at the parameter level. In this case the Respond by Date can be
changed by this user.

If you are creating a Secondary Request then this field is not available for modification. The contents of the
field are copied from the Primary Request

If a Request Type is a child Request Type then the child Request Type will inherit the security that is defined
at the parent Request Type level.

For Example:
The following Request Type Structure exists.
DOG - Dog Reports
DOGA - Dog Attack
DOGADD - Dog Attack by Dangerous Dog
DOGAN - Dog Attack by Normal dog
DOGW - Dog Wandering
DOGL - Dog Lost

The DOG Request Type will have the ability to record users who can modify the 'Respond by Date'. The
users that have the authority to do this will also be able to change the 'Respond by Date' on all Request
Types that are listed as children Request Types, i.e. DOGA, DOGADD, DOGAN, DOGW, DOGL.

If the Request Type is changed then the ‘Respond by Date’ will be recalculated based on the parameter
settings recorded against the new Request Type.

Note: The Calendar setup which is in use by Customer Service, either at the System level or at the Request
Type level, will affect the Respond by Date, e.g. if a Request is created at 8:43am and the default Priority
setting has an estimated duration of 1 hour, the ‘Respond by Date’ time would be set to 9:43am unless the
default Calendar specified a starting time of 9:00am. This would cause the time in the Respond by Date field
to be set to 10:00am.

Request Type Code

The Request Type that is to be assigned to this Request should be keyed into this field. If the Code assigned
to the Request type is known, simply key into the field. If the code is unknown, or if there are many Broad
and Subordinate Request Types, select the Pop Up Button to display the list of Pre-defined Request Types.

If an information-only Request Type is selected (i.e. with a blue icon) an error message will display stating
that ‘Requests cannot be logged against this Request Type.’

The ability to change the Request type of a Customer service Request is available under certain conditions.
The following functionality applies when changing a Request Type on a Customer Service Request:

= If the Request is either a Primary or a Secondary Request, the Request Type will be non-
maintainable.

= The user will have the option to Cancel the change of Request Type when Tasks are linked.

= If the user has the authority, they will be given the option of whether or not to delete Started Tasks.
Non-started Tasks will also be deleted if the Request Type is changed. If the user does not have the
appropriate work flow authority, Tasks (Started or Non-started) will not be deleted.

= Module Links will only be kept if there is a corresponding Module on the new Request Type. If the
old Module was Multiple and the new Module is Single, only the first link will be kept.

= If there is a Questionnaire with Answers linked to the Request, the details of the Questionnaire will be
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copied to a Request Note and the questions and answers deleted.
= Documents will always be kept, regardless of whether there is a corresponding Merge Type on the
new Request Type.

Note: Users will no longer be able to modify the Request Type of a Request that has linked Inspection
records. In this case an error message will display if this is attempted. The only permissible alternative, in
this case, will be to delete all Inspections on the Request, modify the Request Type as required, and then re-
create the Inspection details.

Receiving Officer

A Receiving Officer will default to the user that is logged on. This may be changed if required. Key the code
assigned to the new Receiving Officer, or select the Pop Up Button to choose from the pre-defined list.

Responsible Officer

Where the Request Type parameter has been established with a default Responsible Officer then the
Responsible Officer will be defaulted onto the Request. If no Default Responsible Officer exists then users
will be required to select a Responsible Officer when saving the Request.

The Responsible Officer may be changed at any time.

The Responsible Officer is mandatory against a Request.

No email notification will be sent to the Responsible Officer when a Request is logged or Notes are added.

Actioning Officer

Where the Request Type parameter has been established with a default Actioning Officer then the Actioning
Officer will be defaulted onto the Request. If no Default Actioning Officer exists then users will be required to
select an Actioning Officer when saving the Request.

The Actioning Officer is mandatory against a Request.

The Actioning Officer may be changed at any time.

When a new request is entered the Actioning Officer will be automatically e-mailed to say that a new request
has been allocated.

If the Actioning Officer is changed then the new officer will be e-mailed to say that a request has been
allocated.

If Notes are added or modified then this also initiates an email message to the Actioning Officer.

Note: The email which is sent to the Actioning Officer will contain a pathway.pth attachment. When this
attachment is double-clicked a Uniface session will be started and the relevant Customer Service Request
record will be displayed for maintenance. Once the OK or Cancel button is selected this new Pathway
session will close. (This process will only start a new Uniface session if one is already running on the PC.)

Contact Type Code

A default Contact Type will be entered automatically by the system as per the Customer Service System
Parameter setting.

The Contact Type may be changed at any time.

Requestor Type Code

A default Requestor Type will be entered automatically if it has been set up in System Parameters. The user
may also enter a valid Requestor Code if known or alternatively press the pop up button associated with the
field.

A setting in the Customer Service System Parameter will decide if the Requestor Type is mandatory.

Request Status

A default Request Status will be entered automatically by the system as per the Customer Service System
Parameter setting when a new Request is created. Once a Request Type is entered, the Request Status set
up as the default for the Request Type will default into this field. If a ‘Completed’ Status is selected, then the
Date Responded and Time Taken fields will be calculated, based on the amount of time taken to complete
the Request and the Calendar format, and defaulted into these fields.

An ‘Unactioned’ Status will leave a Request pending. It must be actioned at a later date.
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An ‘Actioned’ Request denotes that the Request has been attended to and is completed as required. When
an ‘Actioned’ Status is selected the Date Responded field and the time taken will be automatically updated.
These may be changed if necessary.

If the Request Status is changed from an ‘Actioned’ to an ‘Unactioned’ Status then any values in the Date
Responded and Time Taken fields will be erased automatically. (They may be re-instated manually if
required)

This field is not available if you are maintaining a Secondary Request.

Further validation is made on the request if the Request Type has the Check Tasks flag turned on. If you try
and make a request ‘Completed’ and there are outstanding Tasks in Work Flow a message will be displayed.
The outstanding Work Flow tasks must be completed before the Request may be Actioned (or set to No
Action Required).

Rules applicable to the Authorised Function ‘Status Codes at Request Type Level’.
When a new Request is created:-

= |t initially sets the Status Code to the Default Status Code as defined in Parameters >> Request
Status Maintenance.

= Once a Request Type is then entered, the Status Code is changed to the Default Status defined for
the Request Type (if any).

= When the authorised function ‘Status Codes at Request Type Level’ is authorised, to ensure that the
Status Code is valid for the nominated Request Type.
o If no Default Status has been defined for the Request Type — but one or more Status Codes
has been assigned to that Request Type, then the Status Code must be one of the assigned
Status Codes for the Request Type
o If no Status Codes have been assigned to the Request Type, then all Status Codes are valid.

When maintaining the Request Type for a selected Request:-

= If the Authorised Function ‘Status Codes at Request Type Level is authorised
o If one or more Status Codes has been assigned to the selected Request Type, then only
those Status Codes that have been assigned to the Request Type will be valid and will
display in the Pop Up form.
o (If no Status Codes have been assigned to the Request Type, then existing functionality will
apply —i.e. all Status codes will be valid/displayed in the Pop Up form)
=  Where the site does not have authority to the new functionality
o Existing functionality will apply i.e. all Status Codes will be valid / displayed in the Pop Up
form

NOTE: Existing Status Codes against open Customer Requests will remain until a user attempts to modify
the Request Status — at which time the Status Code will be validated as per the rules outlined above.

NOTE: A red ‘M’ will be displayed next to the status description field, if a ‘Completion’ status has been
entered via Mobile Computing. If the status is changed within Pathway, the letter M will be removed.

System Completion Date

The System Completion Date, which is a Date/Time field, will be automatically populated at the same time as
the Date Responded field, however, unlike the Date Responded field, this field will not be maintainable. This
date/time is system-generated.

If the status is changed from a completion status to a non-completion status the System Completion Date will
reset to blank. When a Completion Date is added to the Request the System Completion Date will be
defaulted to the date/time that the Completion Status was added.
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Date Responded

This field records the date on which the customer was given a final response to the request. The date will be
entered automatically if the Actioned Status is selected.

This field is not available if you are maintaining a Secondary Request.

Time Taken

The Time Taken field records how long the request has taken to be resolved. It will be calculated
automatically by the system based on the difference between the Date Received and the Date Responded
when the Actioned Status is selected.

The Time Taken field consists of two parts. The first part being the units of time and the second part being a
drop down option and allows the user to select from the options of:

None
Minutes
Hours
Days
Weeks

The Time Taken field will round up any fractions of time, e.g. 1.57 weeks will become 2 weeks.
This field is not available if you are maintaining a Secondary Request.

If the Date Responded is manually changed, the Time Taken will be adjusted after a confirmation message.

Calendar Format

The user is able to select between Working Days and Calendar Days using the dropdown. If Working Days
is selected, then dates and time taken are calculated based on a working week which excludes weekends
and public holidays. Start and Finish times will also be taken into account if the default Calendar has these
parameters set up.

If the Calendar Format is changed after the completion of a Request, the Time Taken will be adjusted
accordingly.

Priority

The Priority of the request will be defaulted based on the priority set at the Request Type level or alternatively
the Priority set as an overriding priority on the Requestor Type. The ‘Respond by Date’ field on the Request
is updated by the Priority setting according to the parameters on the Request Type.

Changing the Priority, either manually, or by changing the Request Type or Requestor Type, will have the
effect of changing the Respond by Date according to the parameters set up at the Request Type level.

Note: If the Priority Escalation process is run and updates the Priority of a Request, the Respond by Date is
not updated.

Date Priority Last Modified
This field displays the date the Priority was last modified. This field is display only.

When a Request is entered this date will be set to the date the Request was lodged. If a Request has the
Priority maintained by a user, whether it has increased or decreased, then the date that the Priority changed
will be updated. If the Priority is changed multiple times only the last date/time will be recorded.

Notes Summary
The Notes Summary field will display entries which the Customer Service Officer enters in the Notes Option.

This field is maintainable when adding a new Request, to enable details to be added without the need for
entering the Request Notes Maintenance form to enter details. This field is not maintainable when an
existing Customer Service Request is being maintained. Access to Notes, in this case, is via the Options
button where additional Notes can be added.

This is described under the Notes Maintenance section. If there is more than one entry in this field, the down
arrow will scroll through the selection or alternatively use the zoom feature (i.e. F2 or double clicking in the
field)
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Role Link Type

Three Module Links can be nominated to display on the Customer Service Request Maintenance form.
These fields are maintainable in both Request Entry and Request Maintenance. These Module links can be
sequenced by sorting them at the Request Type Parameter level. The description of these fields will vary
depending on the Request Type selected and which modules have been selected to display on the Request
Maintenance form.

Example
If the Property module has been selected for the Request Type and has been flagged as one of the modules
to display on the Entry form then the label will be “Property” and the value of the field will be the property
address.

To select a record (e.g. a Property Address) select the Pop Up Button associated with this field. You will be
presented with the appropriate Search Profile.

Note: The user is also able to key directly into the module link field (where the module link is a Name,
Property or Street/Suburb link) and then press Tab to activate the appropriate Search/Selection form. For
example, for a Name module link field, entering “Smith, G” and selecting Tab is sufficient to initiate a search.
For a Property module link field, entering “23 Abbott” and selecting the Tab key will possibly initially display
the Street/Suburb Pop Up for the user to select the correct Abbott Street, and then proceed to the Property
Selection form to refine the search. If only one Street/Suburb occurrence exists for a particular street (e.g.
Bridge), then no Selection form will necessarily display, and the Street/Suburb will be returned into the field.
Once a Name, Property or Street/Suburb has been selected, no further text can be entered into the field (i.e.
it is display only), however, double-clicking in the field, pressing F2 or using the Pop Up allows the user to
select another record.

Once a link has been established pressing the detail button will take you directly to the record selected. E.g.
directly to the Property Summary form.

Note: The ability to display 3 Module Links on this screen is a secured function. If no authority has been
obtained to use this function, only one Module Link will be displayed on this form.

This functionality is only available where the user is entering a NEW request.

Name Module links will display the default Communication details as well as the formatted name,
e.g. Ms Justine Green - 83726111 (Home Phone Number).

If multiple links exist for any particular module link, then the ‘Multiple Links’ flag will be checked on.

See Display of Cross-Application Urgent Memos.

Multiple Links

This checkbox is not maintainable and will be checked ON if multiple links exist for the displayed Module
Link.

Mailing Address Enquiry
Clicking the ‘envelope’ button displays the Mailing Address Enquiry form.

Reference Link Type

Four Reference fields are displayed on the Request Entry/Maintenance form. These fields are maintainable
in both Request Entry and Request Maintenance. The Reference Types of these fields are defined in
Customer Service System Parameters to allow References to be entered before a Request Type is selected
and to keep the Reference Types consistent across all Request Types. In the event of the Reference already
existing as a link to Customer Service it will be automatically linked without any further prompting. If more
than three References are required, these can be entered and maintained via the References Option.

Note: This is a secured function. If no authority has been obtained to use this function, then References will
not display on this screen. Access to References will only be via the References Option Button.

Notes Button
Pressing this button will present the Notes Maintenance Form.
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If Notes already exist for the request then the button label will be in bold typeface.

View Letter Button
Pressing this button will allow you to view any documents created for this request.

If documents exist for this request the button label will be in bold typeface.

Questionnaires Button
The Questionnaire button will only be available if a Questionnaire has been created against the Request Type
(otherwise it will be dimmed).

When the Questionnaires button is pressed, it will do the following:-
= It determines all ‘valid’ Questionnaires for the Request.

This includes:-
a) All answered Questionnaires (regardless of Historic/Current or Active/lnactive status)
Plus
b) Any 'Current' 'Active’ Questionnaires with Questionnaire Code not matching any of those
from (a)

= If the Questionnaire has not been answered, it will display each ‘valid’ Question for the Questionnaire
— one at a time — until all Questions have been processed.

= |f there is more than one Questionnaire and none are flagged as the default Questionnaire, then the
Questionnaire Search Profile will display to allow the user to choose which Questionnaire to present.

= Once all Questions have been presented, it will display the Request Question Maintenance form.

= If the Questionnaire has been answered, it will display the Request Question Maintenance form
directly.

Modules Button
Pressing this button will present the Module Links Maintenance form. This form allows for links to be created
to other records within Pathway. E.g. a Property record.

Create Letter Button
Pressing this button will present the Letter Maintenance form. This form allows you to create a document
based on information contained in the current request.

The Request must be linked to a Name record prior to selecting this option.

Primary/Secondary Requests Button
This button will only be displayed if you are maintaining a Primary or a Secondary Request.

Primary Request
If this button is displayed you are currently maintaining a Secondary Request. Press the Primary Request
Button to maintain the primary request.

When maintaining a Secondary Request the Request Link option (from the Options Menu) will display the
following options:

o De-Link
o View Primary
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File Edit “iew Search Associated TDD|S|OptiDns Policy and Procedure

E-Mail History
Letter 4
Maodules Il

| E Reguest Maintenance Palicy and Procedure Document(s)
D 0 Questionaire

References

ey Request Link Create Primary Link
Dete Reg | 145k Create Secondarilink

De-Link

Views Prirnaty

|2EI—Aug—2EIEIQ 16:21:07

Request Type Code  [EC1
Receiving Officer |CHICCOE
Responzible Officer |CHICCOE
Actioning Officer |CHICCOE
Contact Type Code [P
Requestor Type

Reguest Status  |UNACTIONED | Unactioned
Date RespondediTime Taken || | |pays | piorking Days
Priority |2 ;[ Diate Priority Last Modified  [19-20g-2002 16:21:07 |

Motes Summary

EC1

Ecidi Chic :
Eodi Chice 1= SECOnEE

Eclcdi Chicco
Telephone

lelels|ele

Rame  Mr Alexander Brown »

Property |5 Albert Lane, ADELAIDE S& 5000 B Sad
Street'Suburk b
Mame Details Phaone Mumber
Address Detailz

— Options

| hintes __| References | wiew Letter | cuestionnaire

| Modules | Create Letter | Primary Request

Copy | Print | Ok LCancel

Secondary Request showing Options available from Options/Request Link Menu

Secondary Request(s)

If this button is displayed you are currently maintaining a Primary Request. Press the Secondary Requests
Button to view a list of secondary requests (Associated Request Selection Form).

When maintaining a Primary Request the Request Link option (from the Options Menu) will display the
following options:

. Create Primary Link
. De-Link
. View Secondary
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File Edit Miew Search  Associsted Toolsloptions Policy and Procedure
E-Mail History
Letter
Modules

B Request Search Profile MNotes
1 % Request Maintenance Policy and Procedure Document{s)

G Questionaire

References

Reguest ML Request Link Create Primary Link.

Date Rec 123K Create SecondareLink
De-Link.

Aiet Prifmary;

View Secondary

|2D-Aug-2DD2 14:30:08

Feguest Type Code  [EC EC1
Receiving Officer  |CHICCOE Edidi Chicy
Responsikle Officer (CHICCOE Eclcli Chiic,
Actioning Cfficer  |CHICCOE Edldi Chicco
Contact Type Code [P Telephone
Reguestar Type
Reguest Status  JUNACTIOHED Linactioned
Date RespondediTime Taken | Days =1 |WUrking Days |
Priorty 2 =] Date Priority Last Modified  [19-Aug-2002 143008 |
Motes Sumimary

Mame |Alfred Brown
Property |1-7 Albert Place, ADELAIDE SA 5000
Streett=uburb
Matne Details Phore Mumber
Address Detailz

— Options

_I Motes _I References _I “igwe Letter _I Guestionnaire

| Modules | Tazks | Create Letter | Secondary Request(s)

Copy | FPrint | OF. I LCancel

Primary Request showing options available from the Options/Request Link Menu

Tasks Button

Pressing this button will present the Tasks against an application occurrence form. If tasks exist for this
request the button label will be in bold typeface.

Refer to the Work Flow User Guide for more information on Tasks.

References Button
Pressing this button will present the Reference Maintenance form.

If References already exist for this request the button label will be in bold typeface.

Inspections Button

Selecting this button will display the Inspection Maintenance form. This form may also be accessed via the
Inspections option on the Options menu (on the toolbar).

Email History Button

Selecting this button will display the Email Log Enquiry form. This button will be bolded if records exist. This
form may also be accessed via the Email History option on the Options menu (on the toolbar).

Refresh Button
The Refresh Button is only available when requests are being created.

As Customer Service officers typically have the maintenance form ready to enter a new request the Refresh
Button will re-set the Date Received to the current date and time and the Request Type field will be reset to
nothing.
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If Work Flow is being used then any Tasks that may have already been loaded will be deleted.

Copy Button

The Copy Button is designed to enable the Customer Service Officer to record more than one Request from
the same Customer at the same time. The Copy button when selected will default the Customer Details,

Contact Type, Requestor and Property Address Details if required.

In maintenance mode when the copy function is used for multiple Requests, a scroll bar allows the user to
move back and forward between the Requests entered during this Request Entry.

E-mail will not be sent to the Responsible Officers until the last Request has been accepted.

Print Button

The Print Button allows the user to print a work order. Selecting the Print Button displays the Print
Maintenance form where options can be selected to generate and/or print details of the Customer Request.

Note: This is a secured function. Authority is required for access to this button.

Print Maintenance Form

The Print Maintenance form is accessed via the Print button on the Customer Request Entry/Maintenance

form. This form allows users to define options when generating or printing a document.

available are:

Print Details:

e Generate and View

e Generate and Final Print
e Concatenate Names
Merge Type Details:

e Associated Merge Types
e All Merge Types

§ Print Maintenance

Print Maintenance Form

Request Number

These fields display the associated Request Number and description.
cannot be maintained.

The options

These fields are display only and
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Print Details

The print options available are as follows:
e Generate and View

e Generate and Final Print

These options are mutually exclusive. Selecting ‘Generate and View’ will generate the documents and allow
the user to access and view the documents. ‘Generate and Final Print’ will generate and then print the
documents.

Note: The Document Request and documents generated and/or printed by this option are automatically
deleted following the generation/print and will not be stored against the Customer Service Request.

There is no requirement to have a Name Link stored against the Customer Service Request. If there are
Name Links then these will be used as the Document Addressee on the Customer Service Request.

Concatenate Names

If the ‘Concatenate Names’ flag is checked on then a document will be created and addressed to all Name
Links that are selected.

If the ‘Concatenate Names’ flag is checked off then a document will be generated for each Name Link that is
selected. The first Name against the Customer Service Link will be used for the Document Address.

Merge Type Details

Selecting ‘Associated Merge Types’ will display Merge Types that are associated to the Request Type. ‘All
Merge Types’ will display all Merge Types that have been defined for Customer Service and allow the user to
select one Merge Type to be used for printing the document.

Merge Type

The Merge Type field will display the default Merge Type selected at the Request Type level. If no Merge
Type was set at the Request Type level then the System Parameter default will be used. If no System
Default has been set up then no Merge Type will be defaulted into the Merge Type field.

Selection of an appropriate Merge Type is by keying directly into the field or making a selection from the Pop
Up.

Name Details

The Name Details section displays any Names that have been linked to the Customer Service Request. The
document that is generated can be addressed to one or all names in this list dependant on the selection
made. There is no requirement to have a Name Link stored against the Customer Service Request. If there
are Name Links then these will be used as the Document Addressee on the Customer Service Request.

If the ‘Concatenate Names’ flag is checked on then a document will be created and addressed to all Name
Links that are selected.

If the ‘Concatenate Names’ flag is checked off then a document will be generated for each Name Link that is
selected. The first Name against the Customer Service Link will be used for the Document Address.

Primary Request Selection Form

This form displays when creating a new request. If the Request Type entered has been established, with the
automatic search feature turned on, then this form will display all requests entered for the same request type
within the nominated time frame set at the parameter level.

The facility exists on this form to search over a different time period if required. If a request on this form is
decided to be the Primary Request then highlight the appropriate request and press the Select Button. The
request you are currently creating will become a secondary request, the Date to Respond By field will not be
updated and the Status field will not be accessible. If Work Flow is being used no Tasks will be loaded onto
the secondary request. When the Primary Request has been actioned the status will be automatically
updated on the secondary request.
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Only Primary Requests will be displayed on this form. You cannot attach a secondary request to another

secondary request.

If you do not wish to link the request you are creating as a secondary request then press the Close Button.

Similar to the Request Selection form, the Primary/Secondary Request Selection form for linking Requests
now displays the little lock or little key to indicate a locked Request. When the locked Request gets focus, the
message ‘Request xxx is locked by xxx’ is displayed on the message area at the bottom of the window.
Refer to the section on Request Locking (148) for further details.

% Primary Request Selection

=0l x|

Cust. Req. Type Code [GEN

|General Complaint

Time Frame IOne Week - I

— Request Mumber hodule Link Actioning Officer Date Received Reguest Status ———
2440 Mame=-;Property=;Street\Su|l  |David Brooks 17 -Mar-2004 11:50:31 Call Back -
2434 @ Mame=;Property=;Strest\=ul  |Eddi Chicco 15-Mar-2004 16:05:03 Actioned
2429 Mame=-;Property=;Street\Sul  |Eddi Chicco 15-Mar-2004 151911 Actioned
2421 Mame=;Property=;Strest\=ul  |Eddi Chicco 11 -Mar-2004 1.3:50:29 In Progress
2420 Mame=-;Property=2158 Carrin|  |Eddi Chicco 11-Mar-2004 13:45:49 Unactioned
2418 Mame=;Property=;Strest\=ul  |Eddi Chicco 11 -Mar-2004 12:10:07 Actioned
2415 Mame=-;Property=;Street\Sul  |Eddi Chicco 11 -Mar-2004 12:09:56 Actioned
2417 Mame=;Property=;Strest\=ul  |Eddi Chicco 11 -Mar-2004 12:09: 45 Actioned
2415 Mame=-;Property=;Street\Sul  |Eddi Chicco 11 -Mar-2004 12:09:05 Actioned _vI_I

— Request Summary

Hotes Summary

Applications:

Receiving Officer:
Eddi Chicco

Cortact Type Code:
Counter Enguiry

Requestor Type Code:
Residert

BCC-176722000, 134 Adams Lane, ADELAIDE 54 5000

|

Select |

Display

Close

Primary Request Selection Form
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B secondary Request Selection 10| =l
Cust. Req. Type Code |GEN | |General Complaint | Time Frame IAII Requests - I

— Request Mumber Module Link —  Actioning Officer — DateReceived — Request Status —
2330 'g? Mame=-;Property=;Street\Sul  |Eddi Chicco 17-Feb-2004 09:15:24 Unactioned ;I
2321 @ Mame=;Property=;Strest\=ul  |Eddi Chicco 13-Feb-2004 09:32:31 Lnactioned —
2319 Mame=-;Property=-;Street\Sul  |®iang Liy 13-Feb-2004 09:19:56 Mo Action Required
237 Mame=;Property=;Strest\Sul  |Wiang Lio 13-Feb-2004 08:53:57 Mo Action Recuired
2316 Mame=-;Property=-;Street\Sul  |®iang Liy 13-Feb-2004 05:45:11 Mo Action Required
2314 @ Mame=;Property=;Strest\Sul  |Wiang Liu 12-Feb-2004 16:35:21 Mo Action Fecuired
2313 Mame=-;Property=-;Street\Sul  |®iang Liy 12-Feb-2004 16:30:43 Mo Action Required
2290 Mame=;Property=;Strest\Sul  |Wiang Lio 04-Dec-2003 09:33:03 Mo Action Recuired
2280 Mame=-;Property=-;Street\Sul  |®iang Liy 26-PMoy-2003 171718 Mo Action Required _vI_I

— Request Summary Hotes Summary
Receiving Officer: = -

Karen Taylor
Cortact Type Code:
Telephone
Requestor Type Code:
Residert b
Priarity:
3 - w

Display Close

Secondary Request Selection Form

Request Type Code

This field displays the request type code and description that is currently being entered.
This field is display only and may not be maintained.

Time Frame

This field displays the time frame over which the system searched for primary requests that match the
request type. By selecting a value from the drop down list you may extend or reduce the search time frame.

Request Number
This field displays the request number of all primary requests that match the search criteria.
This field is display only and may not be maintained.

Module Link

This field displays the primary module links for the primary request (i.e. only those module links which have
been flagged to display on the Request Entry screen). This field is display only and may not be maintained.

If a Request Type has the Confidential flag checked on and the user does not have authority, then Module
Links details will not be displayed. The following message will display instead:

*** This is a Confidential Request ***

Actioning Officer

This field displays the current responsible officer for the primary request. This field is display only and may
not be maintained.

Date Received

This field displays the date the primary request was received. This field is display only and may not be
maintained.

Request Status

This field displays the current status of the primary request. This field is display only and may not be
maintained.

Request Summary

The Request Summary box displays details of the Customer Request, including any Module links which have
been set up. This field is scrollable. If a Request Type has the Confidential flag checked on and the user
does not have authority, then Request Summary details will not be displayed. The following message will
display instead:
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*** This is a Confidential Request ***
The current User does not have access to this information.

Notes Summary

The Notes Summary box displays details of any Notes which have been entered against the Customer
Request. Each separate Note will be identified by the Date and Time as well as the Officer responsible for
entering the Note. If a Request Type has the Confidential flag checked on and the user does not have
authority, then Notes Summary details will not be displayed. The following message will display instead:

*** This is a Confidential Request ***

The current User does not have access to this information.

Associated Request Selection Form

This form is presented when the Secondary Requests option button is pressed on the Request Maintenance
form.

This form displays all requests that have been nominated as “Secondary” to the request currently being
maintained.

From this form you may select a secondary request to modify or press cancel to return to the Primary
Request.

The Associated Request Selection form now displays the little lock or little key to indicate the lock on a
Request. When a locked Request gets focus, a message ‘Request xxx is locked by xxx’ is displayed at the
bottom of the window. Refer to the section on Request Locking (148) for further details.

Associated Request Selection

3-ALG 20024 200:44
3-ALg-2002 12:29:19

Associated Request Selection Form

Number
This field displays the request number of the secondary request.

This field is display only and may not be maintained.

Request Type
This field displays the request type of the secondary request.

This field is display only and may not be maintained.

Actioning Officer
This field displays the name of the current Actioning Officer for the secondary request.

This field is display only and may not be maintained.

Date Received
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This field displays the date and time that the secondary request was received.

This field is display only and may not be maintained.

Contact Pop Up Form

This form is a standard pop up form. It will be displayed whenever the pop up button is pressed on the
Contact field or an invalid contact code is entered.

£ Contact Type Pop Up =] E3

— Contact Type — Description

- ounter Enguiry
E E-mail

F Faczimile

L Letter

F Telephone

— Search Profile
Coritact Type
Description |

Search | Select LCloze

Contact Type Pop Up Form

Contact
This field displays the contact type code.

This field is display only and may not be maintained.

Description
This field displays the full description of the contact type.

This field is display only and may not be maintained.

Search Profile
This area may be used to search for specific contact types.

Full wild card searching is available in these fields.

Requestor Pop Up Form

This form is a standard pop up form. It will be displayed whenever the pop up button is pressed on the
Requestor field or an invalid Requestor code is entered.
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& Requestor Type Pop Up M= E3
Reguestar
— Type Code Description
- Councillor
I IGovernment Department
ayor
F: Fesideri

— Search Profile
Reguestar Type
Dezcription

Search Select LClose

Requestor Type Pop Up Form

Requestor Code
This field displays the Requestor type code.

This field is display only and may not be maintained.

Description
This field displays the full description of the Requestor type.

This field is display only and may not be maintained.

Search Profile
This area may be used to search for specific requestor types.

Full wild card searching is available in these fields.

Request Note Search Profile Form

This form is presented when the Notes option button is pressed on the Request Maintenance Form (providing
the Filter Flag is turned on for this form).

An unlimited number of Notes may be created for a Request.

From this form you may either enter a search profile to search on existing notes or create a new note by
pressing the New Button.

B Request Note Search Profile IS[=] E3
User Identifier 2] | |
Date and Time = |

Request Note Search Profile Form

User Identifier
Enter a valid User ID into this field to search for all notes written by a specific user. Alternatively press the

Infor Local Government 13 July, 2017 Page 195



Customer Service User Guide Maintenance

pop up button associated with the field to display the user pop up form from which you may make a selection.
The full user name is also displayed.

Date and Time

Enter a Date/Time range to restrict your search to those notes matching the search criteria. If no specific
time is entered then 00:00:00 is assumed.

Request Note Selection Form

This form displays all notes that match the search criteria entered.
An unlimited number of notes may be added to a single request.
From this form you may:-

Q create new notes (New Button, F9 or Edit/New)
QO modify an existing note (Select the note you wish to modify and press the Modify Button or double click)

[Thiz is the first note input from the frort scree

Request Note Selection Form

Number

This field displays the Request Number that the Note is being created for. This field is display only and may
not be maintained.

Request Type
This field displays the Request Type. This field is display only and may not be maintained.

Officer
This field displays the User Id of the officer that created the Note on the current Request. This field is display
only and may not be maintained.

Date/Time

This field displays the date and time that the Note was created. This field is display only and may not be
maintained.

Note Type Code
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This field displays the Note Type of the selected Note. This field is display only and may not be maintained.

Note

This field displays the first line of the attached note. If the Note is ‘Confidential’ and the user is NOT in the
Structure or Group assigned to the Note, then they should not see any details of the Note. This field is
display only and may not be maintained.

Notes Summary

This field displays the full note details.

maintained.

If all the details cannot be viewed then the zoom function may be
used. (Press F2, double click on the field or select View, Zoom). This field is display only and may not be

Request Note Maintenance Form

This form allows you to :-

) enter and modify Note text
o delete an existing Note (F11 or Edit/Delete)
H Request Note Maintenance -0l x|
Request Mumbker  [337
Responsible Officer [CHICCOE | [Eddi chiceo
Date and Time  [13-Jan-2005 14:35:29 |
Mote Type Caode |FIRST | [First Cortact by Customer |
Mote |[Enter Customer comments upoen initial contact. ;I
=
Mate Security Level |Confidential - I
Structure JACR il Customer Service Structure
Responsibilty Group  [S¥SIHF ;}I Infringements System Test Group
Miote Editing |Authc:rr - I
04 Cancel

Request Note Maintenance Form

Number

This field displays the current request number.

This field is display only and may not be maintained.

Responsible Officer

This field displays the name of the officer that created the note.

This field is display only and may not be maintained.

Date and Time

This field displays the date and time that the note record was created.
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This field is display only and may not be maintained.

Note Type Code

This field allows the Note Type Code to be selected from the Pop Up. Initially, when the form is opened, it will
be set to the default Note Type. If you attempt to change the Note Type of the Note, then, after selecting
another Note Type with template text, you will be prompted with a question about overwriting the Note with
the Template from the new Note Type. Answer ‘Yes’ to overwrite the Note Text, answer ‘No’ to leave the
Note Text alone, or answer ‘Cancel’ to abandon the change altogether.

If the Request Note Maintenance form has been accessed via the Workflow Task User Action based on the
‘Newnote’ System Action, the initial Note defaults will be derived from the Note Type chosen for the Request
Type in the User Action parameters. There will also be an information message in the Task Bar saying: ‘User
Action Parameter Note Type has been applied.’

Note: If the user selects a Request for a Request type that does not have any parameters defined then the
standard Note Type Default from the associated Parent Request Type will be applied.

In Request Maintenance, upon entry of a new Note, focus will be on the Note Type field with a default value
displayed. On modification of a Note, focus will be placed in the Note field.

In Request Enquiry, when reviewing a Note, the cursor will be positioned in the Note field.

Note
This field allows for the entry of an unlimited amount of text to be entered against the customer request.

I:Qj Don’t forget that Spell Check is available (Tools, Spelling)

Note Security Level

This field allows a security Level to be selected from the dropdown. The options available are:

o General

o Restricted

o Confidential

If ‘Confidential’ is selected then the Structure and Responsibility Group fields become available to allow the
user to place some security over the display and maintenance of the Request Note.

Note: It is possible to change the Structure and Group on the Note to exclude yourself. If you select a
Structure and Group that you are not a member of then you will be excluded from ever seeing this Note
again.

See also Note Security Parameters

Structure and Responsibility Group

For Confidential Notes, the Structure and Responsibility Group will be defaulted in from the Note Type
parameters. These may be overridden at the Request Note Maintenance level. The nomination of a
Structure and Group determine which Pathway users are able to view or work with a Note.

Note Editing
The Note Editing field controls who is able to make changes to Request Notes. It provides three options as
follows:

All — will allow all users to edit the note.
Author — will allow only the author to edit the note (unless the user has Supervisor access)
¢ None — will not allow any user to edit the note (unless the user has Supervisor access)

Where a user has Supervisor Editing on Notes authority, they are able to access the "Note Editing" field
against a Note to change the setting of this field. In addition they are able to edit the Note without having to
change the "Note Editing" option.
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Note Type Pop Up Form

This form allows selection of a Note Type on which to base the current Request Note. It will display when the
Note Type Code Pop Up button is selected from the Request Note Maintenance form.

Mote Type Pop Up

ollovvup by Council
(General Mate Type crested by Conversion

Note Type Pop Up Form

Note Type / Description
These fields display the available Note Types and Descriptions.

Search Profile — Note Type Code / Description

These fields may be used to enter a Note Type Code and/or Description as a search profile. This feature is
useful when there are more than 9 Note Types set up.

Module Links Maintenance Form

This form is presented when the Modules option button is pressed on the Request Maintenance form or the
Modules option is selected from the Options Menu.

This form lists all external module occurrences which may be linked to the current request. Each assigned
Role Type will display with a button and heading. Alongside this will be listed all the Role links of that type for
the Request. Multiple Role links will be listed with the Role Type button and heading being displayed only for
the first link in the group. The user is able to see at a glance all the Role links for the Request.

To create a link, click on the required module name e.g. Property Administration and press the Insert Button
(F9). The appropriate Search Profile will be presented e.g. Property Search Profile where you may enter your
search criteria for the appropriate record. Alternatively, you may click on the button to the left of the module
link name.

To remove an existing link, click on the appropriate linked record and press F11 (or Edit/Delete).
The detail button at the end of the linked record will take you directly to that record.

The Primary Role Types which can be linked to Customer Service are the following:
Name

Property

Animal

Street/Suburb

Application

Assessment

Infringement
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e Licensing
e Registers

In addition to these, user defined Role Types based on the Primary Role Types will display if they have been
assigned in the Request Type parameters.

Note: When adding or deleting links, the Insert and Delete actions occur immediately. That is to say, once a
new link has been selected and added to the form, or when a link has been deleted, the actions have been
committed to the database. Clicking on ‘Cancel’ will not give the user the option of backing out the changes.

Note: If the user does not have access to the various “View Req Summary..” secured functions then some
details included on this form may not be viewable. The details will be replaced by the message “***Details
Blocked**”. This function is controlled by the Authorised Function “Customer Service History Logging”.

Display Of Cross-Application/Urgent Memos

When creating a new Request and a Street/Suburb is selected to be linked to the Customer Service Request,
a check will be made on any urgent Memos that are recorded against the Street selected. The display of the
Urgent Memo will occur on selection of the Street. If the Urgent Memo, for the Street, is designated as a
Cross Application Memo, then it will display when the Customer Service Request is maintained at a later
time. If the Memo is not a Cross Application Memo, then it will only be displayed if you detail out to view the
Street details. Specifying a Memo as a Cross Application Memo is achieved by checking on the 'Cross App’
Checkbox in the Memo Maintenance Form for the selected Memo.

B Module Links Maintenance (All Module Links)

Customer Service Role Type Customer Service Role Link Type
| name Mr B L Green - 8224 0884 (After Hours Phone Number) | = (Mot Mandatory-Muttiple} |
Dr A Smith - 82335590 (Contact Phone) | =
Ms E A M Chicco - 087777777 (Business Fax Number) P=
___| Parking Infringement (Mot Mandatory-Single)
__ | Rates Request (Mot Mandatory-Multiple)
__| Liguoer Licence (Mot Mandatory-Multiple)
__| Registers User defined Role Type (i (Mot Mandatory-Multiple)
__| Debtors (Mot Mandatory-Multiple)
__ | Customer (Mot Mandatory-Multiple)
__ | Other Affected Perzon (Mot Mandatory-Multiple)
__ | Street\Suburb (Mot Mandatory-Single)
__| Property 31 Madison Street, Kensington SA 5068 J (Mot Mandatory-Multiple)
__| Animal Reference: 13 (0), Name: GEMINA, Disc:Period: §78:2005, Type: J (Mot Mandatory-Multiple)
___| Applications (Mot Mandatory-Multiple)
__ | A=sessment (Mot Mandatory-Multiple)
__ | Infringement (Mot Mandatory-Multiple)
__| Licensing (Mot Mandatory-Multiple)
__| Registers (Mot Mandatory-Multiple)
Insert oK Close

Module Links Maintenance Form

Customer Service Role Type

This button displays the name of the module link which may be created. Clicking the button will insert a new
module link.

Customer Service Role

This field displays the description of the Role record which is linked to this customer request. Clicking the
detail button against a role link will display the appropriate maintenance form for the linked record (depending
on security).

Examples

If the link is a property record you will be presented with the Property Summary Form for the nominated
property.

If the link is a name record from central Name and Address you will be presented with the Personal/Company
Name Maintenance Form.
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As new Role links are created the details of the selected link are added to the displayed form. If a Property or
Street/Suburb link is added, and the system is set to automatically link Wards, then a Ward link will also be
created (as long as the standard Ward Role type (LPA-3) is also associated with the Request Type).

Clicking the ‘envelope’ button displays the Mailing Address Enquiry form.

Link Type

This field describes the type of link which exists. The following options will display:

(Not Mandatory)

Indicates that the link is available but the user will not be forced to make an entry.

(Mandatory)

Indicates that the link is available and the user must create a link to the external module.

(Multiple)

Indicates that the user is able to select multiple records from the external module. For instance, multiple
properties may be selected to link to the customer request.

(Single)

Indicates that the user may only select one record from the external module. For instance, only one property
may be selected to link to the customer request.

Linked Request Selection Form

The Linked Request Selection form displays when the Customer Service Module Link button or option is

selected from another application e.g. Animal Registration.

It enables Customer Service Requests to be

linked to another record (e.g. Animal record) if the user has the required authority. Any linked Requests may
be viewed and maintained via this form (if the user has the required authority).

Note: When an External Module (e.g., Application, Property) calls Customer Service to display all linked
Customer Service Requests, users are able to create a new link or maintain an existing link if they are

authorized.

E Linked Request Selection

Reguest Mumber Cust. Reg. Type

Rale

Diate Received

Request Status

=10l ]

2425

(General Complaint

Stray Animal

15-Mar-2004 11:45:25

Uriactioned

1296

Animal Reguests

Animal

19-Aug-2002 14:21:33

Actioned

510

Wandering Dog

Animal

14-Dec-2001 16:02:44

Urisctioned

— Request Summary

— Hotes Summarny

Stray Animal:
Reference: 1150 (9], Mame: Henry, Disc:Period: 10122004, =
Type: lzsue dizk with natice on
Receiving Cfficer:
Edldi Chicco
Contact Type Code:
Counter Enguiry
Requestor Type Code:

e

Motes

13-Mar-2004 11:48:57 - Eddi Chicco - GEMERAL

Close

Linked Request Selection form
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Request Number
This field displays the Request Number.

Request Type
This field displays the Request Type description.

Role
This field displays the Role Type description of the Request (which can be user defined or system defined).

Date Received
This field displays the Date on which the Request was created.

Request Status
This field displays the Status of the Request e.g. UNACTIONED.

Request Summary
The Request Summary box displays the Request details. The scroll bar may be used to view the entire
contents.

Notes Summary
The Notes Summary box displays the Notes details. The scroll bar may be used to view the entire contents.

Letter Maintenance Form

This form displays when the Create Letter option button is pressed on the Request Maintenance form. This
form allows you to generate documents for the current customer request.
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B Letter Maintenance g @ @

Request

Recuest Mumber |6795 | |General Complairt |

Letter Details
Merge Type |CUSTLET | » | [Customer Letter - WM Off |

Employes |EDDICHIC |EddiChi|: Test User |
Generation Options () Mo Generation Reference Mumber | 6798
{}} Generate Only Reference Date  |15-Jan-2009 00:00:00
() Generste & Ecit Retain After Final Print
() Generate & View Alloyy Regenerstion
() Dwaft Prirt
{:} Finalize
Document Summary Details
Hame Details Concatenate

Mame [ Allan John Smith |

Ok Cancel

Letter Maintenance Form

Note: The customer request record must have a name link in order to perform this function.

Request Number
This field displays the current request number and request type.

This field is display only and may not be maintained.

Merge Type

Enter the merge type code applicable to the document you wish to create. Alternatively press the pop up

button associated with the field to select from the Request Type Merge Type Pop Up.

Recurring Flag

If this checkbox is checked on, the document is flagged as recurring. Recurring letters may be identified to
enable bulk selection and printing via the Document Batch Processing option. The Recurring default is set as

a Merge Type Default.

Employee

The Employee field will contain default details if they were set up at the Merge Type level. These details may
be overridden on this form by keying in appropriate details or selecting a different Employee from the popup.

[The Pop Up will only display User Employee details that have been set up in User Maintenance].

Fee
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This field contains the fee associated with the document request. This is an optional field which may not be
displayed for certain Merge Types. This field is available for printing on documents.

Generation Options
The following options will be available for document generation:

o No Generation — This creates the document request without generation of the document.

) Generate Only — This option creates the request and generates the document. The document may
be printed at a later date using one of the Print options or the Batch Print Facility.

o Generate & Edit — This option creates the request and generates the document. The document is

automatically loaded for editing via Document Maintenance. When multiple documents are generated only
the first document is automatically loaded for editing. After returning to Pathway from the edited document
the Document Maintenance form will be available for any other documents to be selected for editing as
required. This option can only be used when the selected Merge Type allows editing.

o Draft Print — This option creates the request, generates the document plus performs a Draft print of
the document (which includes the watermark). This option can only be used when the selected Merge Type
allows editing.

o Final Print — This option creates the request, generates the document plus performs a Final print of
the document.

Reference Number
This field contains an optional Reference Number to identify the document being generated. This field is
available for printing on documents

Reference Date
This field contains an optional reference date to identify the document being generated. This field is available
for printing on documents.

Retain after Final Print

If this checkbox is checked on, word documents will be retained after they have been printed, to enable
editing and further reprints if required. If the checkbox is checked off, printing a document will remove that
document from the system. The document request will remain and the document will need to be regenerated
if a reprint is required. The default on this parameter will depend on the ‘Retain After Printing’ option which is
specified on the Merge Type. (Refer to the Merge Type Maintenance chapter for further details regarding
defining Merge Types.) This flag setting can be overridden by the ‘Retain After Printing’ flag setting on the
Batch Processing form.

Allow Regeneration Flag

If this checkbox is checked on, a document which has been generated may be regenerated as required (e.g.
after changes to a Customer Request). The Allow Regeneration option will default as checked on when
creating a new document request and may be checked off during the request entry process if required.

Document Summary Details
This field is a free-form text field which may be used to add summary notes to be recorded against the
document.

Name Details
This list displays all the name records linked to the current customer request.

This is a multi-select list. When the form is accessed, all Names will be automatically selected. Click on the
names that you wish to generate documents for. (Hold the Control key, or shift key, down as you do this).

Concatenate Names Flag

The Concatenate flag is available when more than 1 name exists within a Role Type. If this flag is checked
ON, multiple Names, within each Role Type group, will be concatenated (i.e. joined together) in one single
document. If this flag is checked OFF, then individual letters will be created for each Name selected.

Request Type Merge Type Pop Up Form

This form is a standard pop up form. It will be displayed whenever the pop up button is pressed on the Merge
Type field or an invalid merge type code is entered.
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This pop up list will display all available document templates for the request type.

B Request Type Merge Type Pop Up M= E3
— Merge Type —— Description
ICELETTER Customer Request Letter
ANMDER andering Dog Letter

— Search Profile
Merge Type
De=criftion |

Search | Select LClose

Request Type Merge Type Pop Up Form

Merge Type
This field displays the code assigned to the merge type.

This field is display only and may not be maintained.

Description

This field displays the full description assigned to the merge type.

This field is display only and may not be maintained.

Search Profile
This area may be used to search for specific merge types.

Full wild card searching is available in these fields.

Response Name Selection Form

The Response Name Selection form will display when the Insert button is selected to add a new Response to
the Customer Request. Additionally, it will display when the Responses Option is selected from the Options
Menu if there is more than one name linked to a Request. It will display all names linked to a Request and

allow selection of one or many names to attach to a Response.
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Response Name Selection

[meneral Complairts

hr Fred Green

Response Name Selection Form

Request
This field displays the Request Number and Description of the current Request. These fields are display
only.

Name Details

These fields display all names linked to the Request as Name Module links. Selecting one or more names
and selecting the Continue button will default the selected names/s to the Response Maintenance form
(Multi-selection of names will concatenate them).
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Questionnaire Maintenance

Questionnaire Search Profile Form

The Questionnaire Search Profile form allows the user to either search for all Questionnaires or to refine the
search by defining full or partial details of the Questionnaires to find and/or by selecting the Default
Questionnaire only.

A Popup Up form will be displayed when the Questionnaire Pop Up button is pressed.

] Questionnaire Search Profile

Questionnaire || |}_}| [ |
Defaut [ |

Search Close

Questionnaire Search Profile

Questionnaire Pop Up Form

The Questionnaire Pop Up form displays all Questionnaires for the Request that were found as a result of the
search profile entered.

It allows the user to either select one of the displayed Questionnaires or to further refine the search criteria
and search again.

When a Questionnaire is selected, it will return to the Questionnaire Search Profile form and will populate the
‘Questionnaire’ field with the selected Questionnaire.
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B Questionnaire Pop Up E@@

Request Type Code  [NOISE | [Moize issues |

Guestionnaire  Description

MALISIC Music Playing Guestionnaire
MiDISE Moize Guestionnaire

Search Profile
Guestionnaire Code ||
Description

Search Select Close

Questionnaire Pop Up Form

Questionnaire Selection Form

Focusing on a Questionnaire and selecting the Modify button will display the Questions for that
Questionnaire. If the Questionnaire has not yet been answered, the Questions will be displayed one at a
time. Once a question is answered, the next question will display. Once all questions have been answered,
the Request Question Maintenance form is displayed.

The Default flag will indicate if a Questionnaire has been flagged as the default Questionnaire.

B Questionnaire Selection @ @ @

Guestionnaire  Description Detault
hALISIZ husic Playving Guestionnaire
MiDISE Moize Questionnaire

[odify Close

Questionnaire Selection form
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Request Question Maintenance Form

This form displays all questions and their answers.

This form is displayed when the Questionnaires button is pressed on the Request Maintenance form and one
or more Questions have been answered. When all the Questions have been answered for a Questionnaire,
the message “Questionnaire is complete” will be displayed.

From this form you may press the More Button to insert missing answers. If all Questions have been
answered, pressing the More Button will display the message “Questionnaire is Complete”.

All Questions (and Answers) for the selected Questionnaire will display on this form regardless of whether or
not they have been answered. Any Questions that have been skipped (as a result of a Skip To Answer) will
be dimmed.

The is a Date Modified field for each Question which keeps a record of the date on which the Answer was last
entered/changed.

To delete the Answer to a Question:-
1. Select the Question to be deleted and press the [...] Detail button beside it.
=  When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown. This will delete the Answer. The Date Modified will record the date on which the
deletion occurred.

Note: If a Boolean Answer is changed or deleted, the answer to the selected question will be
changed/deleted and all the following questions will also be deleted.

B Request Question Maintenance E@@
Request Details
Reguest Mumber |34 | |N|:|ise ISEUEE |

Guestionnaire Details

Questionnaire Code  [MUSIC | [Music Playing Guestionnaire |

Date Last Modified  [13-Mar-2005 14:31:35 | Uzer [dentifier [CHICCOE
Mumber — Guestion Ansywer Date Maoclifiscd
1 What iz your name’y Barry 135-har-20085 - 4a4
2 What i the problem? Excessive noise late at night 13-Mar-20085 ais
3 Do you wish to lodge a complaint? Yes 13-Mar-2008 - ass
4 hat date did this izsus ocour? 12-Mar-2005 13-Mar-2008 1| s
More QK Cancel

Request Question Maintenance Form

Request Details

These fields display the current Request Number and Request Type to which the questionnaire is linked.
This field is display only and may not be maintained.

Questionnaire Details
The selected Questionnaire Code from the previous screen is displayed along with its description.

The Date Last Modified field will contain the most recent date that an Answer to any of the Questions was
entered or modified.
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The User ldentifier field will contain the associated User Id of the User who was responsible for the most
recent change.

Question Number

This field displays the question number. The number is allocated automatically by Pathway and may not be
maintained.

Question
This field displays the question text. The Up/Down buttons may be used to display the full Question text if
necessary. This field is display only and may not be maintained.

Answer

This field displays the answer given by the customer to the question. The Up/Down buttons may be used to
display the full Answer text if necessary. This field is display only and may not be maintained.

Date Modified
This field will contain the most recent date on which the Answer to the Question was entered or modified.

Detail Button

Pressing this button will display the appropriate Answer form where you are able to add, modify or delete an
Answer.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

More Button

When this button is pressed, the system will determine all unanswered Questions (taking into account the
‘Skip To’ values for any Boolean Questions) and present them one at a time to be answered. If all Questions
have already been answered, it will simply issue a message saying the Questionnaire is complete.

Boolean Question Maintenance Form

This form displays when a question is asked that requires a Yes/No type response. It will also be presented if
the detail button is pressed on the Question Maintenance form against a “Yes/No” type question.

It includes the following features:
= It shows details of the Questionnaire to which the Question belongs.

= |t allows the Answer to a Boolean Question to be changed

NOTE: If the Question has a ‘Skip To’ Question defined, it will warn that, if the Answer is changed,
the Answers to all following Questions will be deleted

= |t allows the Answer to a Boolean Question to be deleted

NOTE: If the Question has a ‘Skip To’ Question defined, it will warn that, if the Answer is deleted, the
Answers to this Question and all following Questions will be deleted
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B Boolean Answer Maintenance

Guestionnaire  [PARTY | |Party haise |

Guestion Mumker |E Do wou weant to take action?

NS S indecided [

I Cancel

Boolean Answer Maintenance Form

Questionnaire Details
These fields display the details of the Questionnaire to which the Question belongs.

Question Details

These fields display the Question number and the Question text. These details are display only and may not
be maintained.

Answer
This field requires the entry of a Yes, No or “Undecided” response.

The Answer may be changed or deleted by detailing out.

NOTE: If the Question has a ‘Skip To’ Answer defined, it will warn that, if the Answer is changed, the
Answers to all following Questions will be deleted.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

Comment Answer Maintenance Form

This form displays when a Question is asked that requires a Comment type response which can extend over
multiple lines.

It will also be presented if the detail button is pressed on the Question Maintenance form against a
“Comment” type question.

It includes the following features:

= It shows details of the Questionnaire to which the Question belongs.
= It also allows the Answer to be deleted or modified.
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B Comment Answer Maintenance

Questionnaire [PARTY | [Party Naise |

Guestion Mumber |2 Wihiat iz the problem?

Ansyver

o4 Cancel

Comment Answer Maintenance Form

Questionnaire Details
These fields display the details of the Questionnaire to which the Question belongs.

Question Details

These fields display the Question number and the Question text. These details are display only and may not
be maintained.

Answer
This field allows the entry of an unlimited amount of text in response to the question.

A Comment type Answer may be deleted or modified by detailing out using the Detail Button.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

Number Answer Maintenance Form

This form displays when a question is asked that requires a Number type response.

It will also be presented if the detail button is pressed on the Question Maintenance form against a “Number”
type question.

It includes the following features:

= It shows details of the Questionnaire to which the Question belongs.
= |t also allows the Answer to be deleted or modified.
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B Mumber Answer Maintenance

Guestionnaire  [PARTY | |Party haise |

Guestion Mumber |4 Howy tnany times has it happened?

Ansyver

Ok Cancel

Number Answer Maintenance Form

Questionnaire Details
These fields display the details of the Questionnaire to which the Question belongs.

Question Details

These fields display the Question number and the Question text. These details are display only and may not
be maintained.

Answer
This field allows the entry of a number in response to the question.

A Number type Answer may be deleted or modified by detailing out using the Detail Button.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

Date Answer Maintenance Form

This form displays when a question is asked that requires a Date type response.

It will also be presented if the detail button is pressed on the Question Maintenance form against a “Date”
type question.

It includes the following features:

= It shows details of the Questionnaire to which the Question belongs.
= It also allows the Answer to be deleted or modified.
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B Date Answer Maintenance

Guestionnaire  [PARTY | |Party haise |

Guestion Mumber |3 When did thiz ocour?

Ansyver

Ok Cancel

Date Answer Maintenance Form

Questionnaire Details
These fields display the details of the Questionnaire to which the Question belongs.

Question Details

These fields display the Question number and the Question text. These details are display only and may not
be maintained.

Answer
This field allows the entry of a Date in response to the question.

A Date type Answer may be deleted or modified by detailing out using the Detail Button.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

Value Answer Maintenance Form

This form displays when a Question is asked that requires a selection to be made from a list of Values.

It will also be presented if the Detail button is pressed on the Question Maintenance form against a ‘Value’
type question.

It includes the following features:

= It shows details of the Questionnaire to which the Question belongs.
= It also allows the Answer to be deleted or modified.
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8 Value Answer Maintenance Q@@

Questionnaire [PARTY | [Party Moize |
Guestion Mumber (5 Cnwehich days?
Anzwer Code ﬂ |

QI Cancel

Value Answer Maintenance form

Questionnaire Details
These fields display the details of the Questionnaire to which the Question belongs.

Question Details

These fields display the Question number and the Question text. These details are display only and may not
be maintained.

Answer Code

The Answer Code field allows a valid Answer to be keyed in or selected from the Pop Up. The list of values
presented in the Pop Up are set up in Questionnaire parameters.

A Value type Answer may be deleted or modified by detailing out using the Detail Button.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

Answer Value Pop Up Form

The Answer Value Pop Up allows the user to select a value from the displayed list in answer to the question.
A search Profile is available to allow easy searching in the case of more than 9 values being available.
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B Answer Value Pop Up

Guestion Mumber  [5 | |on which days? |
Answer Code Dezcription

FFI Friclary

[ e honday

=AT =aturday

=M Sunday

THUR Thursday

TILE= Tuesday

WWED Wizdnesday

Search Profile
Angwver Code |
Description

Search Select Close

Answer Value Pop Up form

Single Line Answer Maintenance Form

This form displays when a Question is asked that requires a Single Line type response.

It will also be presented if the detail button is pressed on the Question Maintenance form against a “Single
Line” type question.

The ‘Single Line’ Answer type can now be used as an alternative to the existing ‘Comment’ Answer type.

Note: The ‘Comment’ field is a multi-line ‘memo’ field which ePathway renders as a ‘Memo’ (multi-line) text
box on the web page. The ‘Single Line’ question type by contrast will be a straight 50 character ‘string’ entry
field.

It includes the following features:

= It shows details of the Questionnaire to which the Question belongs.
= |t also allows the Answer to be deleted or modified.
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B Single Line Answer Maintenance

Guestionnaire  [PARTY | |Party haise |

Guestion Mumker |1 Whiat is your Mame?

Ansyver

Ok Cancel

Single Line Answer Maintenance form

Questionnaire Details
These fields display the details of the Questionnaire to which the Question belongs.

Question Details

These fields display the Question number and the Question text. These details are display only and may not
be maintained.

Answer
This field allows the entry of a single line 50 character string of text in response to the question.

A Single Line type Answer may be deleted or modified by detailing out using the Detail Button.

Note: To delete the Answer to a Question:- Select the Question to be deleted and press the [...] Detail button
beside it. When the Answer Maintenance form is displayed, take F11 or select Delete from the ‘Edit’
dropdown [The Delete Button has been removed].

Request Enquiry Form

This form is displayed when a request is made from another application (say Animal Registrations) to view all
Customer Requests for that particular record. This form displays all Customer Service links to that record.

B Request Enquiry . =|olx|
i Request Mumber Regquest Type Raole Date Received —— Request Status Details
632 EC4 StreetiSuburk §4-Jun-2DD2 16:07:59 Unactioned _I
535 General Complaints Strestt=Suburkh 10-Dec-2001 15:15:36 Lractioned il
524 General Complaints StreettSuburk 10-Dec-2001 13:50:03 Lnactioned _I
373 Fallen Branch StreettSuburk 11 -Jan-2001 09:40:06 Linactioned il

Cloze |

Request Enquiry Form
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Request Number
This field displays the number of the customer service record that is linked to the external record. This field is
display only and may not be maintained.

Request Type
This field displays the description of the type of request. E.g. Wandering Dog, Barking Dog. This field is
display only and may not be maintained.

Role
The Role Description field displays the Role Type of the link. This field is display only and may not be
maintained.

Date Received
This field displays the date and time the customer request was received. This field is display only and may
not be maintained.

Request Status
This field displays the status of the customer request. This field is display only and may not be maintained.

Detail Button
Pressing this button will take the user to the specific Customer Request record. The customer request record
will not be maintainable.
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Associated Requests

Associated Requests are requests that are linked due to dependencies between Requests. e.g.: A Request
by a customer requires two departments to perform tasks and each department requires their own request.

Selecting the Associated Links option from the Options Menu on the toolbar will allow a user to select an
existing Request or create a new Request to associate.

Selecting an existing Request will link the request as an associated request and not update any details
against the selected request. In addition, Requests which have been flagged as Primary Requests (linked
through the Primary/Secondary function) within the system will be able to be linked as Associated Requests.
Secondary Requests will not be able to be selected to be Associated Requests.

Selecting ‘New’ will create a new Request. The new Request will have the parent Request details copied
across, following the rules associated with the ‘Copy’ function available, i.e. this will copy across Module
links, Contact Type and Requestor Type details. ‘Notes’ information will not be copied across and the officer
raising the Request will be required to add the required Note details to the request, as it is assumed that the
Note details on the new Request will be specific to the action required for the Request being raised.

Any Request that has been linked as an Associated Request can have Associated Requests linked to it as
well. An Associated Request will be able to be made into a Primary Request, having Secondary Requests
linked to it, but will not be able to be linked as a Secondary Request.

An additional field, ‘Allow Completion’, is available against the Parent Request in an Associated Request
relationship to allow the user to nominate whether the Parent Request can be closed if associated Requests
are still open. By default this option will be set on to allow the completion of the request, independently of any
Associated Requests.

If Allow Completion is off then a completion status is not able to be applied until all Associated Requests have
been completed. This check is only performed at the first level of Associated Requests,. i.e. where there are
Associated Requests to Associated Requests then the secondary level will not be checked to see if they are
completed.

Note: The ‘Allow Completion’ option does not override the setting at the Request Type level relating to Tasks
requiring completion for the Request to be able to be completed.

A Request will be able to be associated to more than one request e.g. a Request was logged requesting that
the footpath be repaired due to tree root damage. An additional request was logged requesting repair of a
hole on the same footpath. A third request is raised that is allocated to the work crew to repair the footpath.
This third request is linked to both requests that were raised as the one job will address the repair of the
footpath for both reported issues.

An option is also available to allow the user to de-associate Associated Requests.

Associated Links

Requests are able to be linked together via the Associated Links option on the Options Dropdown Menu.
Clicking this option will display the following sub-options:

o Child Associated Link(s)

o Parent Associated Link(s)

Note: If the open Request is a Secondary Request, it is not available to be linked and so the Parent and Child
Associated Link (s) options will be dimmed.

The following rules will apply when you attempt to associate a Request:
o If you select the calling Request you will get an error message
o If you select a Secondary Request you will get an error message
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. If an Associated Request loop is going to be formed you will get en error message,

e.g.

Request Al is the Child Associated Request to Request A3

Request A3 is the Child Associated Request to Request A2

If a new associated link between Al and A2 is to be created ( i.e. Request Al is to be the parent of Request
A2) then an associated loop will be formed.

o Once an Associate Link is created you are able to change the Allow Completion flag which is
defaulted to True. |If this flag is ON, it means that the Parent Associated Request can be completed
regardless of the Child Associated Request’s status. If the flag is OFF, the Parent Associated Request
cannot be completed if there are any outstanding Child Associated Requests.

Edt Wew Search Assocsted Tooks | Optiors Pokcy and Procedure L

B Cust. Request Search Profile :

B Cust. Request Selection

Fespond by Dete [i6 20 2 dezicw

b Complart
psee]

|l Cricoo

[Resiienl
Lo | Sysiem Compistion Osls
[ (b =] ing lays
Cindw Friovity Lot Modified 2004 14 76 48
Ce3-poie - 004 18 3T 04 - Echsi Chicaco - GEMERLAL
[ihis = o rwole

Qupsstionnain

__l Email History j Primary Cust Reguest
ooy | omee | [ e ] o |

Parent Associated Request(s) Selection Form

This form displays when the Associated Links>>Parent Associated Link(s) option is selected from the
Options Dropdown Menu. It shows Request 2404 as a Child Associated Request of Request 2391. Request
2391 being the Parent Associated Request.

Note: Request 2404 is not able to be linked as a Secondary Request now that it has been associated with
other Requests
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B parent Associated Request(s) Selection 10| =l
Child Azsociated Reguest 2415
Cust. Req. Type Code  [GEM |Genera| Complaint
— Reguest Mumber — Cust. Reqg. Type ——— Date Received ———  Reguest Ststus
2414 (General Complaint 11 -Mar-2004 12:058:31 Actioned daa |
2320 (General Caomplaint 13-Feb-2004 09:27:16 Mo Action Regquired |
— Request Summary Hotes Summary
Mame: rs -
hir Benjamin Lee Jones - §2673647 (After Hours
Phone Mumber)
Street'Suburkb:
Abhott Street, REVMELLA, |
)
Adelaide
Receiving Cfficer: - -
De-Associake Tt | Display I Close

Child Associated Request
This field displays the current Request Number labelled as the Child Associated Request to all the Requests
listed below (which are Parent Associated Requests).

Request Type Code
This field displays the Request Type Code and Description for the current Request.

Request Number
This field displays the Request Number of any Parent Associated Requests linked to the current Request.

Request Type
This field displays the Request Type of any Parent Associated Requests linked to the current Request.

Date Received
This field displays the Date Received of any Parent Associated Requests linked to the current Request.

Request Status
This field displays the Request Status of any Parent Associated Requests linked to the current Request.

Detail Button
Selecting the Detail button will display the Associated Request Details form where the Allow Completion flag
may be maintained.

Request Summary
This summary box displays summary Request details for the Parent Associated Request which has focus.

Notes Summary
The Notes Summary box displays Notes details for the Parent Associated Request which has focus.

De-Associate Button

Selecting the De-Associate Button allows the user to de-associate the Request which has focus. This
removes the link from the two Requests. If an Associated Request has Associated Requests, then the
Associated Requests will remain with the de-associated Request, e.g. Request Al has an associated
Request A2, and A2 has associated Requests A3 and A4. De-associating Request Al from A2 will not de-
associate Requests A3 and A4.
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Child Associated Request Selection Form

This form displays when the Associated Links>>Child Associated Link(s) option is selected from the Options
Dropdown Menu.

B Child Associated Request(s) Selection I ]
Parert Aszocisted Reguest 2415
Cust. Req. Type Code  [GEMN |General Complaint
 Request Mumber — Cust. Req. Type — Date Received — Reguest Ststus
24354 (General Caomplaint 15-Mar-2004 16:05:03 Actioned
24289 (General Complaint 15-Mar-2004 15:19:11 Actioned daa |
2421 (General Caomplaint 11-Mar-2004 13:50:29 Actioned |
2273 (General Complaint 26-Moy-2003 15:14:43 Mo Action Reguired ml
— Request Summary Hotes Summary
Receiving Officer: - A 5-War-2004 16:05:19 - Eddi Chicco - GENERAL -
Eddi Chicco Mote
Cortact Type Code:
Counter Enguiry A5-Mar-2004 16:05:21 - Eddi Chicco - GENERAL
Requestor Type Code: Mew note
Residert b
Priority:
3 - s

De-Associate R | Display I Close

Parent Associated Request

This field displays the current Request Number labelled as the Parent Associated Request to all the
Requests listed below (which are Child Associated Requests)

Request Type Code
This field displays the Request Type Code and Description for the current Request.

Request Number

This field displays the Request Number of any Child Associated Requests linked to the current (Parent)
Request.

Request Type

This field displays the Request Type of any Child Associated Requests linked to the current (Parent)
Request.

Date Received

This field displays the Date Received of any Child Associated Requests linked to the current(Parent)
Request.

Request Status

This field displays the Request Status of any Child Associated Requests linked to the current (Parent)
Request.

Detail Button

Selecting the Detail button will display the Associated Request Details form where the Allow Completion flag
may be maintained.

Request Summary
This summary box displays summary Request details for the Child Associated Request which has focus.

Notes Summary
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The Notes Summary box displays Notes details for the Child Associated Request which has focus.

De-Associate Button

Selecting the De-Associate Button allows the user to de-associate the Request which has focus. This
removes the link from the two Requests. If an Associated Request has Associated Requests, then the
Associated Requests will remain with the de-associated Request, e.g. Request Al has an associated
Request A2, and A2 has associated Requests A3 and A4. De-associating Request A1 from A2 will not de-
associate Requests A3 and A4.

Associated Request Details Form

This form displays the relationship between the Parent and Child Associated Requests and allows the ‘Allow
Completion’ flag to be set.

B Associated Cust. Request(s) Details 10l =l

Parent Aszociated Cust. Reguest |Cust. Reguest: 2391, General Complaint
Childd Aszociated Cust. Reguest [Cust. Reguest: 2404 General Complaint
Allovy Completion [

[0 4 Zancel

Parent Associated Request
This field displays details of the Parent Associated Request which is linked to the Child Associated Request.

Child Associated Request
This field displays details of the Child Associated Request which is linked to the Parent Associated Request.

Allow Completion

The ‘Allow Completion’ flag allows the user to nominate whether the Parent Request can be closed if
associated requests are still open. By default this flag will be set ON to allow the completion of a request,
independently of any Associated Requests.

If ‘Allow Completion is OFF then a completion status will not be able to be applied until all Associated
Requests have been completed. This check will only be performed at the first level of Associated Requests,
i.e. where there are Associated Requests to Associated Requests then the secondary level will not be
checked to see if they are completed.

Note: The ‘Allow Completion’ flag will not override the setting at the Request type level relating to Tasks
requiring completion for the Request to be able to be completed.
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Request History

Note: Customer Service History Logging is an authorised function. This means that History Logging will only
function if you are authorised to use it. If customers do not have this option and require the ability to use
History Logging in Customer Service then it is advisable that they contact their account manager to organise
the purchase of this function.

Customer Service allows the retention of a history of user- and system-initiated actions against a Request.
The available actions are Infor-defined, but it is possible for sites to nhominate which ones are recorded.

This facility is augmented with added security to enable control over the level of summary information that is
displayed on the Request Selection form (and others). This ensures that users cannot get access to sensitive
Request details via Summary displays. The action of viewing the information via the specific maintenance or
enquiry form is logged at the discretion of customer sites, providing more information about when information
has been viewed, and by whom.

As soon as the ‘Active’ flags are set on in ‘History Log Action Maintenance’, actions start to be logged. Then,
in order to view the Request History Log, the secure function of ‘Access Request History Log’ must be
assigned to the relevant user (in Request Type Parameters). This will provide access to the ‘History Log’
option from the Options menu.

Note: Unlike other Secured Function Codes, the default action for the ‘Access Request History Log’ function
is to disallow access, so it is hecessary to explicitly grant user authority to this function.

(Refer to further information in the Parameters section - 257)

e ES Vaw Sewch Associted Took | Ogrors Poky snd Precedue

D Rieguest Selection

Request

Systens O8
Oute o Peagora by Date lrl Sep J9E1 12T
Cust. Rea.) Svp— e Enguary (Mstory Log on)
Rocem__ 125 WO

Aesporatm Otfcat [CHICCOE Eos Orweco
Actoneg Oticer |CICCOE Eds Owcco

o

=
Cortact Type Coce [P B [Teteprone

o

»

Requestor Type Cooe R Fezant

Reguest Sutus [LOCGED L | Systen Comgleton Date
Doto Retponded/Time Takers Do =] Wng Days 3 |
oty P <] Detle Pricety Lot Moded 5700 5003 13 91 17
Notes Summary |17 Fab. 2004 14 8355 . rielen Lis - GENENAL -
J Queston 1

! -

Naywoed Pearme Detnin

Addens Detaly hone Nunte
Motes Reterences e Questionna e
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Request History Log Enquiry Form

The Request History Log Enquiry Form is accessed via the ‘Options’ Menu Bar drop down menu via the
‘History Log’ option which is available when the user is authorised via the Secured Function code “Customer
Service History Logging”. It displays the details of all logged actions for the selected Request. The top
section of the form lists the various log actions recorded for the Request. The lower section displays the
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recorded detail for the highlighted log entry. The values displayed in the ‘Logged Detail’ summary will vary
depending on the type of ‘Action’ and the ‘Data Code’.

History Log details cannot be directly maintained or deleted by the user. However, all log entries associated
with a Request will be deleted when the Request itself is deleted.

% Request History Log Enquiry = |EI|5|
Reguest Mumber 2006
Cust. Req. Type Code GG [General Enguiry (Histary Log on) |
— Date and Time User Identifier — Hode Identifier — Form Hame —— Action Data Code S
[29-Mar-2004 15:03:539.906 CHICCOE ADE-ECHIC ACRG1 200 Wiewved Mote ;I
29-Mar-2004 15:03:24 525 (CHICCOE ADE-ECHIC ACRG1200 Wievved Mote:
[29-Mar-2004 14:51:26 &40 CHICCOE ADE-ECHIC ACRG 000 Wiewved Feguest
29-har-2004 14:51:03.796 CHICCOE ADE-ECHIC ACRG100 ieed Cuestionnaire Answer
[29-har-2004 14:50:01.750 CHICCOE ADE-ECHIC ACRG 000 Updated Feguest
29-Mar-2004 14:05:20 525 (CHICCOE ADE-ECHIC ACRG EI::IEI Wienved Reguest
29-Mar-2004 14:04:43.734 CHICCOE ADE-ECHIC ACRG 000 Wiewved Feguest
29-Mar-2004 14:04:34 575 (CHICCOE ADE-ECHIC ACRG1000 Updsted Reguest
[29-Mar-2004 13:49:530.593 CHICCOE ADE-ECHIC ACRG 000 Wiewved Feguest _vI_I
— Logged Detail —(Request - Viewed)
Fequest Humber: 2006 -
Cust. Reqg. Type Code: GNOQ - General Encuiry (History Log om)
w
— Dizplay Sequence
" Aszcending * Descending
Print Close
Request History Log Enquiry form
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The detail display is made up of the recorded ‘Field Label’ and its associated value. In the case of an
‘Update’ action, the values recorded will display with a [Before] and [After] component, e.g.

-lo x|

Reguest Mumber 2006
Cust. Req. Type Code  [GNG |General Enguiry (History Log an) |
—Date and Time ———User Identifier — Hode Identifier —Form Hame — Action Data Code |
[29-Mar-2004 15:03:38 906 (CHICCOE ADE-ECHIC ACRG1200 Wievved Mote: ;I
29-Mar-2004 15:03:24 525 CHICCOE ADE-ECHIC ACRG1 200 Wiewved Mote
[29-Mar-2004 14:51:26 K40 (CHICCOE ADE-ECHIC ACRG1000 Wievved Reguest
29-Mar-2004 14:51:03.796 CHICCOE ADE-ECHIC ACRG1100 Viewed Guestionnaire Answer
[29-Mar-2004 14:50:01 750 (CHICCOE ADE-ECHIC ACRG1000 Updsted Reguest
[29-Mar-2004 14:05:20.525 CHICCOE ADE-ECHIC ACRG 000 Wiewved Feguest
29-Mar-2004 14:04:43 734 (CHICCOE ADE-ECHIC ACRG1000 Wievved Reguest
29-Mar-2004 14:04:534 575 CHICCOE ADE-ECHIC ACRG 000 Up,LJated Reguest
29-Mar-2004 13:49:30 593 (CHICCOE ADE-ECHIC ACRG1000 Wievved Reguest _vr|

— Logged Detail — (Request - Updated)
Femquest Status: [Before] UNACTIONED - Unactioned -
[After] LOGGED - Call Logged

— Dizplay Seqguence
" Ascending % Descending
Print Close

Request History Log Enquiry form showing Summary details for an Update Action

History logging for the Notes field will be recorded when any details are entered of modified in a Note. Up to
100 characters of the Note will be displayed on a single line. The Logged Detail Summary box will show the
[Before] and [After] details from around the area of the first change made in the Note.

~ii =

Reguest NMumber 2455
Cust. Req. Type Code  [GNG |General Enguiry (History Log an) |
—Date and Time ———User Identifier — Hode Identifier —Form Hame — Action Data Code
30-Mar-2004 10:43:14 175 (CHICCOE ADE-ECHIC ACRG1200 Updsted Mote:
F0-har-2004 10:41:41 455 CHICCOE ADE-ECHIC ACRG1 200 Updsted Mote:
[30-kar-2004 10:32:45 550 (CHICCOE ADE-ECHIC ACRG1000 Created Reguest
F0-har-2004 10:32:45.316 CHICCOE ADE-ECHIC ACRG 000 Created Mote

— Logged Detail — (Hote - Updated)
Hote: [Before] the history logging of the notes field and it is a requirement th =
[After] the history logging functionality of the notes field and it is a

— Dizplay Seqguence
" Ascending % Descending
Print Close

Request History Log Enquiry showing Note details

Infor Local Government 13 July, 2017 Page 226



Customer Service User Guide Maintenance

When a Module Link record is deleted (using F11) the History Logging action will be ‘Unlinked’.

-l x]

Reguest NMumber 2455
Cust. Req. Type Code  [GNG |General Enguiry (History Log an) |

— Date and Time ———User Identifier — Hode ldentifier —Form Hame — Action ——Data Code = |

ED-Mar-QDm 11:11:59113 (CHICCOE ADE-ECHIC ACRHROLE Unﬂvﬁﬁ Mc@h&l\ink -

F0-har-2004 11:11:15.519 CHICCOE ADE-ECHIC ACRG 000 kaed hochule L}'hk

[30-kar-2004 11:09:03 660 (CHICCOE ADE-ECHIC ACRHO000 LinkSt~—__ Link

F0-Mar-2004 11:08:51.50 CHICCOE ADE-ECHIC ACRHOOO0O Linked hocdule Link

[30-Mar-2004 11:08:37 625 (CHICCOE ADE-ECHIC ACRHO000 Linked hocdule Link

F0-har-2004 11:08:15.722 CHICCOE ADE-ECHIC ACRHOOO0O Linked hocdule Link

[30-kar-2004 11:08:11 347 (CHICCOE ADE-ECHIC ACRHO000 Linked hocdule Link

F0-har-2004 11:07:55 457 CHICCOE ADE-ECHIC ACRHOOO0O Linked hocdule Link

30-kar-2004 11:07:55.50 (CHICCOE ADE-ECHIC ACRHO000 Linked hocdule Link _vr|
— Logged Detail — (Module Link - Unlinked)

Fole Type: LLCA100 - Licuor Licence -

Role: 26/2000/MEAT, GROUND 1 7-11 ibbott, NORTH ADELAIDE 3& 5006

Femuest Nunher: 2455

Status: C - Current

Creation Date: 30-Mar-z2004

w

— Dizplay Seqguence
" Ascending % Descending
Print Close

Request History Log Enquiry form showing an Unlinked Module Link
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When a Secondary Request is linked to a Request, the History Log details are recorded on the Primary
Request. The entry will detail the Request Number of the linked Secondary Request.

Note: If the current Request is linked to another Request as a Secondary Request (i.e. the other Request is
the Primary Request), then the History Log details will not be recorded on the current Request. The Primary

Request will have a History Log record against it.

% Request History Log Enquiry = |EI|5|
Reguest Mumber 2455
Cust. Req. Type Code GG [General Enguiry (Histary Log on) |
— Date and Time User Identifier — Hode Identifier — Form Hame —— Action Data Code S
30-har-2004 11:33:06.269 CHICCOE ADE-ECHIC ACRG 000 Updated Fegu ;I
[30-kar-2004 11:31:08 941 (CHICCOE ADE-ECHIC ACRG1000 LIl Secondary Reguest Link
F0-har-2004 11:29:04 552 CHICCOE ADE-ECHIC ACR:H oo Cirked Secondary Reguest Link
[30-kar-2004 11:11:58.113 (CHICCOE ADE-ECHIC ACRHROLE ke hocdule Link
F0-har-2004 11:11:15.519 CHICCOE ADE-ECHIC ACRG 000 Wiewved Irhenchetetink:
[30-kar-2004 11:09:03 660 (CHICCOE ADE-ECHIC ACRHO000 Linked hocdule Link
F0-Mar-2004 11:08:51.50 CHICCOE ADE-ECHIC ACRHOOO0O Linked hocdule Link
[30-Mar-2004 11:08:37 625 (CHICCOE ADE-ECHIC ACRHO000 Linked hocdule Link
F0-har-2004 11:08:15.722 CHICCOE ADE-ECHIC ACRHOOO0O Linked hocdule Link _vrl
— Logged Detail —(Secondary Request Link - Linked)
Fequest Humber: 2006 -
Cust. Reqg. Type Code: GNOQ - General Encuiry (History Log om)
w
— Dizplay Sequence
" Aszcending * Descending
Print Close
Request History Log Enquiry form showing Secondary Request Link
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As with Primary/Secondary Links, Associated Parent/Child Links are logged against the ‘Parent’ Request.

~ii =

Reguest Mumber 2455
Cust. Req. Type Code GG [General Enguiry (Histary Log on) |

— Date and Time ——User Identifier — Hode Identifier — Form Hame —— Action —— Data Co
BD-Mar-zﬂDﬂf 11:56:06.128 CHICCOE ADE-ECHIC ACRHASSO Deleted s acisted Reguest Link
[30-kar-2004 11:53:05.300 (CHICCOE ADE-ECHIC ACRG1006 Created /Associated Reguest Link
F0-har-2004 11:49:06.222 CHICCOE ADE-ECHIC ACRG 006 Created Azzocisted Reguest Link
[30-kar-2004 11:33:06 269 (CHICCOE ADE-ECHIC ACRG1000 Updsted Request
F0-Mar-2004 11:51:09.941 CHICCOE ADE-ECHIC ACRG 000 Unlinked SBW
[30-kar-2004 11:29:04 552 (CHICCOE ADE-ECHIC ACRG1000 Linked Secondary Reguest Link
F0-har-2004 11:11:59.113 CHICCOE ADE-ECHIC ACRHROLE Unlinked hocdule Link
[30-kar-2004 11:11:18.519 (CHICCOE ADE-ECHIC ACRG1000 Wievved hocdule Link
F0-har-2004 11:09:03 660 CHICCOE ADE-ECHIC ACRHOOO0O Linked hocdule Link _vrl

— Logged Detail — (Associated Request Link - Deleted)

Parent Associated Recuest: 2455, General Enquiry (History Log on) -
Child Associated Request: 2434, General Complaint
41low Completion: Tes

— Display Seguence
" Aszcending * Descending
Print Close

Request History Log Enquiry showing Associated Request Link

After viewing Reference Links there will be a ‘Viewed’ log entry recorded. When viewing References the log
cannot record details of all possible Reference Links, therefore a simple count of the number of References
on the initial link display is logged.

-lolx]

Reguest Mumber 2455
Cust. Req. Type Code GG [General Enguiry (Histary Log on) |

— Date and Time ——User Identifier — Hode Identifier —Form Hame —— Action —— Data Code S
F0-har-2004 12:07:11 347 CHICCOE ADE-ECHIC CRFG1100 Wiewved Reference -
[30-kar-2004 12:04:00 455 (CHICCOE ADE-ECHIC (CRFH1002 Linked Reference
F0-Mar-2004 12:03:40.191 CHICCOE ADE-ECHIC CRFH1002 Linked Reference
[30-har-2004 12:02:54 144 (CHICCOE ADE-ECHIC (CRFHROLE LUnlinked Reference
F0-har-2004 12:02:21 503 CHICCOE ADE-ECHIC CRFH1002 Linked Reference
[30-kar-2004 11:56:06.125 (CHICCOE ADE-ECHIC ACRHASSD Deleted Azzociated Reguest Link
F0-har-2004 11:53:05.300 CHICCOE ADE-ECHIC ACRG 006 Created Azzocisted Reguest Link
[30-har-2004 11:49:06 222 (CHICCOE ADE-ECHIC ACRG1006 Created Azzociated Reguest Link
30-har-2004 11:33:06.269 CHICCOE ADE-ECHIC ACRG 000 Updated Feguest _vrl

Logged Detajl —(Reference - Viewed)

'REEIEIICES shoum: —

— Display Seguence
" Aszcending * Descending
Print Close

Request History Log Enquiry showing the Logged Detail for References
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WorkflowTask Data Code logging generates many log entries. There will be a ‘Created’ and an ‘Updated’
entry for each Task that is added. The ‘Created’ entries detail the initial values assigned to each Task record.
The ‘Updated’ entries show the initial values for Estimated Start Dates etc. There are two sets of records
because the creation of the Tasks and the calculation of Start and End Dates etc are performed as separate
steps. Also, for each Task that is modified there will also be a ‘Viewed’ log entry.

=
Reguest Mumber 2455
Cust. Req. Type Code GG [General Enguiry (Histary Log on) |
— Date and Time ———User Identifier — Hode Identifier — Form Hame —— Action Data Code S
F0-har-2004 13:42:42 955 CHICCOE ADE-ECHIC CVWF G000 Updated Wiorkflow Task _I
30-Mar-2004 13:41:25 375 (CHICCOE ADE-ECHIC C\VWFH1000 Updsted Work flowy Task
F0-har-2004 13:41:25.235 CHICCOE ADE-ECHIC CVWFH1 000 Updated Wiorkflow Task
30-Mar-2004 13:37:31 375 (CHICCOE ADE-ECHIC CWFH1020 Upddsted Wiorkflowy Task
F0-har-2004 13:37:31 316 CHICCOE ADE-ECHIC CVWFH1 020 Updated Wiorkflow Task
[30-Mar-2004 13:37:31 175 (CHICCOE ADE-ECHIC C\VWFH1000 Updsted Work flowy Task
F0-Mar-2004 13:37:31.19 CHICCOE ADE-ECHIC CWFHT 003 Updated Wiorkflow Task
[30-Mar-2004 13:37:30.753 (CHICCOE ADE-ECHIC CWFH1004 Created Work flowy Task
F0-har-2004 13:37:530.365 CHICCOE ADE-ECHIC CVWFHT 004 Created Wiorkflow Task _vrl

— Logged Detail — (Workflow Task - Updated)

Tazk Type: ECZ - Task 2 Auto started with email action
Estimated 5Start Date: [Before]
[After] 3F1-Mar-zZ004 13:37:31
Estimated Completion Date: [Before]
[After] Ol-Apr-2004 13:37:31
Original Estimated Completion Date: [Before]

| »

— Display Seguence
" Aszcending * Descending

Prink

Close

Request History Log Enquiry form showing Workflow Task logged details
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The ‘Attach’ Data Code category covers any Create/View or Delete actions performed for File Attachments
on a Request. When a new Attachment is added to a Request, a ‘Created’ log entry is written. The log entry
will show the details of the attachment including the full Path/Filename.

=
Reguest Mumber 2455
Cust. Req. Type Code GG [General Enguiry (Histary Log on) |

— Date and Time ———User Identifier — Hode Identifier — Form Hame —— Action Data Code S
F0-hiar-2004 1 5:34:3?.35| CHICCOE ADE-ECHIC COCG1010 Created Attachment -
[30-Mar-2004 15:31:58.113 (CHICCOE ADE-ECHIC CRACHMEMO Deleted hemo
S0-har-2004 15:30:14 457 CHICCOE ADE-ECHIC CRCG1010 Updated hemo
30-Mar-2004 15:28:49 235 (CHICCOE ADE-ECHIC CROG1010 Created hemo
F0-har-2004 13:54:02.550 CHICCOE ADE-ECHIC CVWFH1 020 Updated Wiorkflow Task
[30-har-2004 13:54:02 457 (CHICCOE ADE-ECHIC CWFH1020 Updsted Work flowy Task
F0-har-2004 13:54:02.575 CHICCOE ADE-ECHIC CVWFH1 000 Updated Wiorkflow Task
[30-Mar-2004 13:54:02 285 (CHICCOE ADE-ECHIC CWFH1003 Updsted Work flowy Task
F0-har-2004 13:54:00.5 CHICCOE ADE-ECHIC CVWFHT 004 Created Wiorkflow Task _vrl

— Logged Detail — (Attachment - Created)

Attachment Type: = Lustomer Fequests Attachments -
Descriptierr Customer Requests Attachments
chment PathhFile Nawme: WAZADEAUSLGOOZVRedeviDocument) PathwayhRely0Z. 12%CDCY105_Planl. jpg

— Dig ECUENCE
" Azcending din

Print Close |

Request History Log Enquiry form showing Attachment log details

Request Number
This field displays the selected Request Number.

Request Type Code
These fields display the Request Type Code and Description.

Date and Time
This field displays the Date and Time of the log entry (i.e. when the Action took place).

User Identifier
This field displays the User who performed the Action.

Node Identifier
This field displays the terminal/node/PC on which the action took place.

Form Name
This field displays the name of the Form which was viewed or modified

Action
This field displays the Action which was performed (Viewed or Updated) i.e. the type of log entry.

Data Code
This field displays the category of the log entry e.g. Request, Questionnaire Answer, Note etc.

Logged Detail

The Logged Detail field displays the recorded detail for the highlighted log entry. The values displayed in the
Logged Detail Summary will vary depending on the type of Action and the Data Code. The detail display is
made up of the recorded ‘field Label’ and its associated value. In the case of an ‘Update’ action, the values
recorded will display with a [Before] and [After] component.

Display Sequence
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By selecting a radio button, the user is able to select an ascending or descending display sequence for the
actions displayed on this form. The default sequence is ‘Descending’.

Print Button

The Print Button will only display when a History Log Merge Type has been set up in Customer Service
System Parameters. This button then allows a document to be generated and printed based on this merge
type. Clicking the ‘Print’ button will cause a full print out, via the Merge Type, of all the History details
recorded for the current Request. History details are output in ascending Date and Time sequence.

Beware: This could generate a large number of pages of printed output. An alternative to using this Merge
Type print facility is the History Log Report which offers a number of search filter criteria for selecting History
Log details for printing.

Note: Each action of generating and printing a document will also be logged. In fact, pressing the ‘Print’
button will cause 5 log entries to be made.
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Multi Request Maintenance and Bulk Functions

Multi Request Maintenance functionality allows users to maintain details on Requests ‘in bulk’. This will allow
users to quickly and easily update Requests with current information without having to maintain each Request
individually.

If any of the selected bulk functions do not have parameters set up, then a warning message will display and
the process cannot be continued.

If a Request is locked by another User, only the Print Function can be performed. An error will be reported in
the Exception Report.

‘Add Note’ Function - If the user is not authorised to ‘Add Note’, the Note will not be added and an error will
be reported in the Exception Report.

‘Add Reference’ Function - If the Reference Type is an old one which does not allow multiple links, then the
Reference will not be added, and an error will be reported in the Exception Report.

‘Create Letter’ Function - If no Merge Type is selected, or there is no Name link on the Request, or the Name
link does not belong to the selected Name Role Type, a letter cannot be created and an error will be reported
in the Exception Report.

‘Workflow’ Function - No parameters can be set up for this function. A Task Summary form will display for
each selected Request to let users add and perform any Tasks.

Request Maintenance

The options that are available in Request Entry are listed below, with a description of how the option
functions.

Add Note
This function allows the user to enter a note to be added to all the selected Requests. Where
different Request Types have been selected, then the user needs to nominate the Note Type to be
used. By default, the “Default” note type will be allocated as the Note Type to use.
The user will enter the note details, and then the note will be added to all the Requests without the
user having to cycle through each Request.

Add Reference
This displays a screen that allows the user to select a Reference Type and add a Reference against
all the selected occurrences. The Reference will be added to all the Requests without the user
having to cycle through all the Requests.

Create Letter

This function allows the user to generate a letter for the Request. The process displays a screen that
allows the user to nominate which Name Roles to select for the letter and whether or not they should
be concatenated. Where more than one name role is selected, then a letter will be produced for
each name role. Where the names are not concatenated a letter will be produced for each individual
name, otherwise a letter will be sent to the concatenated Names. The ability to select the Letter to
generate will be made available per Request Type. The letter will be generated without presenting
each Request.

Print
This option functions as per the “Print” button on Request Maintenance. This will allow the user to
print a document that will not be retained against the request, e.g. Work Order Sheet. This process
will interrogate the Request Type of the Requests selected and allow the user to nominate which
document to use to print for each type of Request. The document will then be printed. The
document will be printed without having to present each Request.

Run Workflow
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This function allows the user to maintain the tasks that are against each Customer Service Request
that has been selected. It also allows insertion and deletion of tasks. Its principal function is to allow
users to execute the tasks that are recorded against each Customer Service Request. The workflow
tasks will be presented for each Request that has been selected.

Update Actioning Officer
This function allows the user to update the Actioning Officer of the selected Requests to the Officer
that is selected. This allows the user to update the Actioning Officer without presenting the user with
each Request.

Update Responsible Officer
This function allows the user to update the Responsible Officer of the selected Requests to the
Officer that is selected. This will allow the user to update the Responsible Officer without displaying
each Request.

Update Status
This function will allow the user to update the Status of the selected Requests.
If a “Completion” Status is selected, then the current business rules will take effect, and only requests
that can be completed will be updated with the completion status selected. Any requests that are not
able to be completed will be presented to the user in a message at the end of the process. The user
will then be responsible for taking any further action. The Status of each Request will be updated
without presenting the user with each Request.

Update Contact Type

This function will allow the user to update the Contact Type of the selected Requests. This will allow
the user to update the Contact Type of the Request in a single step.

For parameter details see Multi Request Maintenance Parameters.

Multi Request Maintenance Control form

This form is accessed via the ‘Options’ button on each of the Request Selection forms. The user would multi-
select Requests on the Selection form, then select the ‘Options’ button to perform maintenance on all the
selected Requests.

Initially, the user would assign the required Bulk Functions, then set up the required details for each active
Bulk Function. The flags on the right-hand side of the form indicate which Functions need setting up. All
active ones are mandatory.

The Process button performs the bulk update process. Cancelling on the form will delete any details that
have been set up.

User and system defaults may be set up if desired.
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B Multi Reguest Maintenance Conkrol

—
B
—
—
—
—
—
—

LRI A

Multi Request Maintenance Control form
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Bulk Functions

When Bulk Functions have been assigned at the Parameter level (Customer Service>>Parameters>>System
Parameters) via the Multi Request Maintenance Parameters Option button, they display on this form. When
parameters are set up behind each button, the label becomes bolded and the ‘Assigned’ indicator becomes
checked on. The Active flag may be checked OFF, if required, without deleting the parameters which have
been set up. As a result, processing will not occur for that particular function.

The Clear button can be used to clear all parameters on this form. User defaults may also be set up to
retrieve parameters which are used frequently.

Bulk Function Selection form

The Bulk Function Selection form allows the user to assign available Bulk Functions for use in this session.
Only those Functions which have been selected via Multi Request Maintenance Parameters will be available
for selection.

B Bulk Function Selection -0l x|

— Awailable Bulk Functions — Assigned Bulk Functions
o8 s DONTE A0id Motes
ADDREF Acld Reference
CRTLET Create Letter
JE PRIMT Pririt
= LIPTACT Update Actioning Officer
LIPTCOM Update Contact Type
LUPTRES Update Rezponsible Officer
i
LIPTSTA, Update Status
WE LY Fun Work flose
«
— Search Profile
Function Mame
Desctigtion Search | ok I Cancel

Bulk Function Selection form

Available Bulk Functions

All Bulk Functions which have been assigned via the Parameters will be available for selection on the right-
hand side of this form. Selecting the ‘Select’ or ‘Remove’ buttons will move selected Functions from one side
of the form to the other.

Assigned Bulk Functions

The user is able to select all or individual Bulk Functions to use in maintaining the selected Requests.
Selecting the ‘Select’ or ‘Remove’ buttons will move selected Functions from one side of the form to the other

Search Profile — Function Name/Description

Searching may be performed over the ‘Available’ side of the form by entering a Function Name and/or
Description as the search criteria and selecting the Search button.

Notes Parameter Maintenance form
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The Notes Parameter Maintenance form displays when the ‘Add Notes’ option is selected from the Multi
Request Maintenance Control form. It allows the user to add a Note of a selected Note Type to all selected
Requests.

E Notes Parameter Maintenance = |I:I|5|

— Available Request Types

A Animal Regquests
ZEM General Complaint
[ P Request Type
Mote Type Code  |GEHERAL ;}I |General kote Type created by Conversion |
Mote |This note will be added to multiple Requests, ;I

[

Arccept Cancel |

Notes Parameter Maintenance form

Available Request Types

These fields list the Request Types pertaining to the Requests which have been selected on the Request
Selection form.

Note Type Code

Initially, the default Note Type for each Request Type will default into this field if a default has been set up.
The user is able to change or select another Note Type from the Pop Up. If there is no default Note Type for
the Request Type, this field will initially be blank. It is a mandatory field.

Note: If there are a number of Request Types listed in the Available Note Types section, a Note is required to
be added for each Request Type.

Note

The Note field is a free text field which allows s a Note to be added to all selected Requests. It allows an
unlimited amount of text to be entered. A Spelling Checker is available via the Tools menu option. This is a
mandatory field.

Reference Parameter Maintenance Form

This form displays when the ‘Add Reference’ option button is selected on the Multi Request Maintenance
Control form. It allows the user to add a Reference to all selected Requests.
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E Reference Parameter Maintenance

=101 %]

Feference Type IDL[IHO L}I |0Id Customer Reguest Mumber

Reference Mumber [P28976

Accept

Cancel |

Reference Parameter Maintenance Form

Reference Type/Number

All Reference Types defined for Customer Service will be available for selection via the Pop Up. Alternatively
a Reference Type may be keyed in. Once the Reference Type has been entered, a Reference Number (or
details) must be keyed in. The Reference Number field is a mandatory field of up to 50 characters.

Create Letter Selection Form

This form displays when the ‘Create Letter’ option button is selected on the Multi Request Maintenance
Control form. It allows the user to create a document to attach to all selected Requests.

B Create Letter Selection

=10l x|

— Awvailable Request Types

A Animal Reguests

FEM General Complaint

(3 PZ Reqguest Type
— Letter Details

Merge Type [LETTER

;}I |General Letter

— Hame Details

Concatenste Names

[ [rame rora, 1) r

v [customer (M, 1007 v

v [Cther Affected Person [ChA, 1017 [+
Accept Cancel

Create Letter Selection Form

Available Request Types

These fields list the Request Types pertaining to the Requests which have been selected on the Request

Selection form.

Letter Details
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For each Request Type listed in the ‘Available Request Types’ section, the default Merge Type will be
defaulted into the Merge Type field. If no default Merge Type has been set up for a Request Type, then this
field will initially be blank. The user may modify the details in this field either by keying in or selecting from the
Pop Up. This field is mandatory.

Name Details

All Name Role Types assigned to the Request Type which has focus will be listed here. If a Name Role Type
is selected (by checking ON the flag preceding it) the letter will be addressed to the person associated with
the Name Role Type link.

A Concatenate flag is also available to concatenate all Names together within a Role Type. |If this flag is

checked ON, and there is more than one Name associated with a Role Type, the document will list all Names
as the Document Addressee, e.g. A J Brown and P S Smith.

Print Parameters Selection Form

This form displays when the ‘Print’ option button is selected on the Multi Request Maintenance Control form.
It allows parameters to be set up for printing the documents created by the ‘Create Letter’ option.

B Print Parameters Selection =10l x|

— Available Request Types

A Animal Reguests
(=EM General Complaint
[ P Request Type
— Print Details
Concatenste Mames v
—Merge Type Details
~ Azzocizted Merge Types % &l Merge Types
Merge Type |LETTER L}I [General Letter |

Accepk Cancel |

Print Parameters Selection Form

Available Request Types

These fields list the Request Types pertaining to the Requests which have been selected on the Request
Selection form.

Print Details

Normally, this function enables a document to be printed listing details of the Request and including the first
Name, which is attached to the Request, in the relevant Name fields. If more than one Name is attached to a
Request and the Concatenate flag has been checked ON, then the printed document will list all Names
concatenated together, e.g. A J Brown and P J Smith.

Merge Type Details
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For each Request Type listed in the ‘Available Request Types’ list, the default Merge Type for the Request
Type will default into these fields. If the user is not authorised to use the Merge Type, then the default Merge
Type from System Parameters will be used instead.

Actioning Officer/Responsible Officer Selection Form

This form displays when the ‘Update Actioning Officer’ option button is selected on the Multi Request
Maintenance Control form. It allows the Actioning Officer/Responsible Officer to be updated in all selected
Requests.

B Actioning Officer Selection =10l x|

User Idertifier | el | |

Accepk Cancel |

Update Actioning Officer form

User ldentifier

These fields allow entry or selection of a valid Pathway User.

Contact Type Selection Form

This form displays when the ‘Update Contact Type’ option button is selected on the Multi Request
Maintenance Control form. It allows the Contact Type to be updated in all selected Requests.

=

Contact Type Code L | [Letter] | |

Accepk Cancel |

Contact Type Selection Form

Contact Type Code

A Contact Type may be keyed in or selected from the Pop Up for updating all selected Requests.

Note: If a user-defined label has been used for the Contact Type label, then it will display on this form.

Status Selection Form
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This form displays when the ‘Update Contact Type’ option button is selected on the Multi Request
Maintenance Control form. It allows the Contact Type to be updated in all selected Requests.

Where the site does not have authority to the ‘Status Codes at Request Type Level functionality the normal

‘Status Selection’ form will be displayed and the user is required to select a single Status Code that will be
applied to all selected Requests.

ol

Stetus Code [AcTIONED 3] [actioned | ‘

Accept Cancel |

Status Selection Form

Status Code
These fields allow a Status Code to be keyed in or selected from the Pop Up for updating all selected
Requests.

NOTE All Status Codes will be valid / displayed in the Pop Up form

When the Process button is selected on the Multi Request Maintenance Control form, the Status for each of
the selected Requests will be set to the single Status Code nominated on the ‘Status Selection’ form.

Status Selection Form (Authorised Function)

When the Authorised Function ‘Status Codes at Request Type Level is active a new ‘Status Selection’ form
will display when the Update Status button is selected on the Multi-Request Maintenance Control form.

This form will require the user to define a new Status Code for each Request Type found for the selected
Requests.

When the Process button is selected on the Multi Request Maintenance Control form, the Status of each of
the selected Requests will be set to the Status Code nominated for the Request Type of the Request on the
‘Status Selection’ form.
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B Status Selection EI [E| E|

Available Request Types
[=En | [General Complaint |
Status Code E1N |
Accept Cancel

Status Selection form (only used with ‘Status Codes at Request Type Level’ authorised Function

Available Request Types
All selected Request Types will display in this section.

The user must highlight each Request Type and then enter or select a Status Code.

Status Code
If one or more Status Codes has been assigned to the Request Type, then only those Status Codes that have
been assigned to the Request Type will be valid and will display in the Pop Up form.

(If no Status Codes have been assigned to the Request Type, then existing functionality will apply — i.e. all
Status Codes will be valid / displayed in the Pop Up form)
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Reporting & Batch Functions
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The following topics are covered in this chapter:

Overdue Warning Report

Customer Request Report

Application Tasks Report

Asset Exception Report

History Log Report

On Hold Report

Multiple Completion of Requests

Purging Requests

Automatic Priority Escalation

Responsible Officer Assignment

Reino Parking Meter Maintenance Output Interface
Reino Parking Meter Maintenance Input Interface
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Overdue Warning Report

The Overdue Warning Report allows the user to produce a Report (or send an e-mail warning) for any
Customer Service Requests that have not been actioned (Request Status is Unactioned) and have a
Date to Respond By less than today’s date. The Report can also be used to send Overdue Warning
Emails to the Responsible Officers of Requests that are Unactioned and are overdue or about to become
overdue.

Overdue Warning Report Form

The Overdue Warning Report Form allows the user to produce a Report for any Customer Service
Requests that have not been actioned. (Request Status is Unactioned)

The report can be produced in detailed or summary form.

B overdue wamingreport T=IY

— Search Profile

Reguest Mumber
Regquest Type Code
Receiving Officer
Responsible Officer
Actioning Officer
Caontact Type Code
Requestor Type Code
Reguest Status

Diate Received -
Systemn Date Entered -
Date Priarity Last Modified =

Priority ||:nnne} -~ I

| I Ghild Typei)

slelefe]s[s]e

— Processing Options

Report Type ISummary - I Produce Overdue Repart [

Send Email Wiarning [

— Query Result

Descrigtion [ 2|

Options | Process I Cancel

Overdue Warning Report Form

Request Number
Enter a “from” and “to” request number range to restrict the report to a specific range of requests.

Request Type Code

Enter a valid Request Type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the request type will be displayed.

Child Type(s)

This flag will become available once the Request Type is entered on the Search Profile form. It allows
Child Request Types to be included in the search.

Contact Type Code

Enter a valid Contact Type into the field or alternatively press the pop up button associated with the field
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to select from a list. The full description of the Contact Type will be displayed.

Entering a Contact Type into this field will restrict the report to only requests that have a matching Contact
Type. For example selecting a Contact Type of Phone will only list requests taken over the Phone.

Receiving Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching User ID in the
Receiving Officer field on the Request.

Responsible Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Responsible Officer field on the request.

Actioning Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Actioning Officer field on the request.

Requestor Type Code

Enter a valid Requestor type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the Requestor type will be displayed.

Entering a Requestor type into this field will restrict the report to only requests that have a matching
Requestor type. For example selecting a Requestor type of Councillor will only list requests submitted by
Councillors.

Request Status

Enter a valid Request Status into this field or alternatively press the pop up button associated with the
field to select from a list. The full description of the Request Status will be displayed.

Entering a Request Status into this field will restrict the report to only requests that have a matching
Request Status. Only ‘Incomplete’ Statuses will be available for selection from the Pop Up.

Functionality applicable to the authorised Function: ‘Status Codes at Request Type Level’.

New functionality has been added for the ‘Request Status’ field when a ‘Request Type Code’ is
nominated.

If the Authorised Function is authorised

e If one or more Status Codes has been assigned to the selected Request Type, then only
those Status Codes with ‘Completed’ set to ‘No’ that have been assigned to the Request
Type will be valid and will display in the Pop Up form.

e (If no Status Codes have been assigned to the Request Type, then existing functionality will
apply — i.e. all Status codes with ‘Completed’ set to ‘No’ will be valid/displayed in the Pop Up
form)

Where the site does not have authority to the new functionality

o Existing functionality will apply — i.e. all Status Codes with ‘Completed’ set to ‘No’ will be

valid/displayed in the Pop Up form)

Date Received
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Enter a valid date range into the field(s) to restrict the report to requests matching that range.

l% As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered in the “from” and “to” fields will assume a
time of 00:00:00 and therefore results may not be what was expected. E.g. if you wish search for all
requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date range will need to
be 1st April to the 6" April.

System Date Entered

The user may select a date range to search for Requests within the System Date Entered range. Enter a
“from” and “to” range. This field is the date that the Request was entered into the system.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered in the “from” and “to” fields will assume a
time of 00:00:00 and therefore results may not be what was expected. E.g. if you wish search for all
requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date range will need to
be 1st April to the 61 April.

Date Priority Last Modified
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered in the “from” and “to” fields will assume a
time of 00:00:00 and therefore results may not be what was expected. E.g. if you wish search for all
requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date range will need to
be 1st April to the 61 April.

Priority
Entering a priority number will restrict the report to requests that have a matching priority. If the Priority is
not to be considered then (none) should be selected.

Report Type

The Report type offers the user two selections via drop down button. The User may select from a
summary report or a detailed report. When in Summary Mode the report contains the following fields:

e Request Number

e Request Type

¢ Responsible Officer

o Date to Respond By

When in Detail mode the report contains the following fields:
Request Number
Request Type
Responsible Officer
Receiving Officer
Requestor Type
Contact Type

Date Received

Date to Respond By
Priority
Questionnaire Details
Module Link Details

In Detail mode a new page is started for each Request.
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Produce Overdue Report
If this flag is checked on a report will be generated.

If this flag is checked off, and the Send Email Warning is checked on, then an Email Warning only will be
issued to the relevant Actioning Officers.

Send Email Warning
If the Send Email Warning Flag is checked on an e-mail will be sent to all Actioning Officers that a
Request is overdue.

If this flag is not checked on then only the Report will be produced.

When the Send Email Warning is checked on the “Days Remaining Till Overdue” field will be displayed
on the form.

Using Search Profile as Filter

This flag provides the ability to indicate whether the search profile that is used to produce the report
should also be used in sending the reminder email message. If ‘Using Search Profile as Filter’ is set on,
then the search criteria entered by the user is used in determining if an email reminder message is sent.
If this option is off, then a reminder email message will be sent to any request that will become overdue in
the specified number of days.

Days Remaining till Overdue

Enter the number of days remaining before the Request will be overdue. This flag is used in conjunction
with the ‘Send Email Warning’ flag to send a reminder message to all Requests which will soon become
overdue. If the ‘Using Search Profile as Filter’ flag is on, then the search criteria entered by the user will
be used to determine if an email message is sent. If this option is off, then a reminder message will be
sent to any request that will become overdue in the specified number of days.

Notify Responsible Officer

If the "Send Email Warning" flag is checked on, then the "Notify Responsible Officer" flag becomes
available. This will send a 'Reminder' email to the Responsible Officer in addition to the Actioning Officer
of a Request. Where the Actioning and Responsible Officer are the same then only one email will be
sent.

Query Result - Description

The user may select from a predefined query result on which to base the Overdue Warning Report. The
Query Result may be used in place of the Search Profile options, not in conjunction with them. When a
query is selected, the user is able to nominate whether a reminder message should be sent. The option
to specify a search profile is not available when a query is specified.

The Description field allows the user to enter the name of the Query if known, or use the Pop Up Button
to select from a list of pre-defined Queries based on the Customer Service Module.

Once the Options are selected, the user may select the specific Processing Options required to produce
the Report. Full details on Batch Processing may be found in the Batch Processing Manual.
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Customer Request Report

The Customer Request Report is a generic report that may be used to select various requests based on
specific search criteria.

Customer Request Report Control Form

This report is a generic report that may be used to select various requests based on specific search
criteria.

Output from this report is stored in the reporting entities ARPCRO01 (Request details), ARPCR02 (Request
Notes), ARPCRO03 (Request Answers) and ARPCRO04 (Request Module Links). Generic export may be
used to generate flat files from these entities.

8| Customer, Request Control E@@

Search Profile
Reguest Mumber || _

Reguest Type Code ke
Receiving Officer »
Reszpanszible Officer % |
Actioring Officer B
Contact Type Code =
Reguestor Type Code =
Reguest Status i
Completion Status | (Al ™

Date Received -

System Date Entered -

Respond by Date -

Date Responded -

System Completion Date =
Diate Priority Last Modified - Priority (none}

[] search By Role Type

Application ﬂ | |
| E3
Guery Result
Deszcription ﬂ

Options | Process ‘ Cancel

Customer Request Report Form

Search Profile Flag

Check this flag on when the data is to be filtered by any of the fields specified in the first section of the
form. This flag will be checked on by default upon entering this form.

Request Number
Enter a “from” and “to” request number range to restrict the report to a specific range of requests.

Request Type Code

Enter a valid Request Type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the request type will be displayed.
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Entering a request type into this field will restrict the report to only requests that have a matching request
type. For example selecting a request type of Barking Dog will only list requests of that nature.
Contact Type Code

Enter a valid Contact type into the field or alternatively press the pop up button associated with the field to
select from a list. The full description of the contact type will be displayed.

Entering a Contact Type into this field will restrict the report to only requests that have a matching Contact
Type. For example selecting a Contact Type of Phone will only list requests taken over the Phone.

Responsible Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Responsible Officer field on the request.

Actioning Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Actioning Officer field on the request.

Receiving Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Receiving Officer field on the request.

Requestor Type Code

Enter a valid Requestor type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the Requestor type will be displayed.

Entering a Requestor type into this field will restrict the report to only requests that have a matching
Requestor type. For example selecting a Requestor type of Councillor will only list requests submitted by
Councillors.

Request Status

Enter a valid Request Status into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the Request Status will be displayed.

Entering a Request Status into this field will restrict the report to only requests that have a matching
Request Status. All Statuses will be available for selection from the Pop Up.

Functionality applicable to the authorised Function: ‘Status Codes at Request Type Level’.

New functionality has been added for the ‘Request Status’ field when a ‘Request Type Code’ is
nominated.

If the Authorised Function is authorised
e If one or more Status Codes has been assigned to the selected Request Type, then only
those Status Codes that have been assigned to the Request Type will be valid and will
display in the Pop Up form.
e (If no Status Codes have been assigned to the Request Type, then existing functionality will
apply —i.e. all Status codes will be valid/displayed in the Pop Up form)
Where the site does not have authority to the new functionality
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e Existing functionality will apply — i.e. all Status Codes will be valid/displayed in the Pop Up
form)

Completion Status
The Customer Request Control form allows filtering by Completion Status, allowing the user to optionally
limit Requests reported on to those either Completed or still Incomplete.

When a Completion Status of ‘Complete’ or ‘Incomplete’ is selected, the Request Status field will be
dimmed and unavailable. Conversely, when a single Request Status (e.g. UNACTIONED) is selected for
the search profile, the Completion Status field will be dimmed and unavailable.

Date Received
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

ng As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date
range will need to be 1st April to the 6" April. Dates selected from the Calendar will assume the current
Time.

System Date Entered

The user may select a date range to search for Requests within the System Date Entered range. Enter a
“from” and “to” range. This field is the date that the Request was entered into the system.

ng As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5 April (inclusive) then the from and to date
range will need to be 1st April to the 6 April. Dates selected from the Calendar will assume the current
Time.

Date to Respond by
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to0”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5 April (inclusive) then the from and to date
range will need to be 1st April to the 6" April. Dates selected from the Calendar will assume the current
Time.

Date Responded
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date
range will need to be 1t April to the 6" April. Dates selected from the Calendar will assume the current
Time.

Infor Local Government 13 July, 2017 Page 251




Customer Service User Guide Reporting and Batch Functions

System Completion Date

The user may select a date range to search for Requests within the System Completion Date range.
Enter a “from” and “to” range. This field is the date that the Request was completed in the system.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date
range will need to be 1st April to the 6™ April. Dates selected from the Calendar will assume the current
Time.

Date Priority Last Modified
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5" April (inclusive) then the from and to date
range will need to be 15t April to the 6™ April. Dates selected from the Calendar will assume the current
Time.

Request Status

Select a Request Status from the drop down list to restrict the report to requests matching that status. If
the Request Status is not to be considered then (none) should be selected.

Valid Request Statuses are:

Unactioned

Actioned

No Action Required
Request Complete
Requires/Required Action

ooopoo

The Request Complete status will report over all requests with either an Actioned or No Action Required
status.

The Requires/Required Action status will report over all requests with either an Actioned or Unactioned
status.

Priority
Entering a priority number will restrict the report to requests that have a matching priority. If the Priority is
not to be considered then (none) should be selected.

Search by Role Type Flag

Check this flag on when the data is to be filtered by any of the fields specified in the second section of the
form (Search by Role Type). This flag will be checked on when any Role Type field is entered.

Search by Role Type

Entering a Role Type will restrict the report to requests that only have a link to the nominated module.

Example
If the Role Type LPA 1 is entered then only requests that have a property link will be reported.

Application Description
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This field gives the ability to restrict the report to requests that only have a link to the nominated record.

Example
If the Role Type LPA 1 has been nominated then a property address may be selected (via the Pop Up

button). Only requests that are linked to that property address will be reported.
Query Result

The report may be restricted to only those requests that have been selected via a Query. When a Query
Result set is used then all other Search Profile information on the form is ignored.
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Application Tasks Report

Customer Service Search Profile Parameters Form

This search profile allows further filtering prior to running the Application Tasks Report.

B Customer Service Search Profile Parameters 101 =l

—Iv¥ —Search Profile
Request Mumber

Reguest Type Code  |GEH General Complaint | [~ child Type(s)
Receiving Officer
Respansible Officer
Actioning Officer
Coritact Type

Reguestar Type

Request Status

Date Received

System Date Entered
Respond by Date

Date Responded

System Completion Date
Date Priarity Last Maodified

Priarity |(nnne) -I
— —Search By Role Type

Application I I ;)I [

Description | B

[0 4 I Zancel |

olelelo[ole sl

Customer Service Search Profile Parameters Form

Request Number

A Request Number range may be entered into this field to select one Request or a range of Requests to
include in the report.

Request Type Code

A Request Type, if known, may be keyed into this field. The Pop Up Button may be selected to display
the pre-defined list of Request Types. Once the Code is selected, the full description of the Request
Type will be displayed.

Child Type(s)
This flag will become available once the Request Type is entered on the form. It allows Child Request
Types to be included in the search profile.

Contact Type

A Contact Type, if known, may be keyed into this field. The Pop Up Button may be selected to display the
pre-defined list of Contact Types. Once the Code is selected, the full description of the Contact Type will
be displayed.

Responsible Officer

A Responsible Officer Code, if known, may be keyed into this field. The Pop Up Button may be selected
to display the pre-defined list of Responsible Officer Codes. Once the Code is selected, the full name of
the Responsible Officer will be displayed
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Actioning Officer

An Actioning Officer Code, if known, may be keyed into this field. The Pop Up Button may be selected to
display the pre-defined list of Actioning Officer Codes. Once the Code is selected, the full name of the
Actioning Officer will be displayed.

Receiving Officer

A Receiving Officer Code, if known, may be keyed into this field. The Pop Up Button may be selected to
display the pre-defined list of Receiving Officers. Once the Code is selected, the full hame of the
Receiving Officer will be displayed.

Requestor Type

A Requestor Type, if known, may be keyed into this field. The Pop Up Button may be selected to display
the pre-defined list of Requestor Types. Once the Code is selected, the full description of the Requestor
will be displayed.

Request Status

Select a Request Status from the Pop Up to select Requests matching that status. If the Request Status
is not to be considered then this field should be left blank(none) should be selected. Request Statuses
are user defined and can be set up within parameters.

Date Received

The user may select a date range to select Requests within the Date Received Range. Enter a “from”
and “to” date range.

System Date Entered

The user may select a date range to search for Requests within the System Date Entered range. Enter a
“from” and “to” range. This field is the date that the Request was entered into the system.

Respond by Date

The user may select a date range to select Requests within the Respond By Date range. Enter a “from”
and “to” range. This field is the date that the Request is due to be actioned by.

Date Responded

The user may select a date range to select Requests within the Date Responded Range. Enter a “from”
and “to” range. This field is the date that the Request was actioned.

System Completion Date

The user may select a date range to search for Requests within the System Completion Date range.
Enter a “from” and “to” range. This field is the date that the Request was completed in the system.

Date Priority Last Modified

The user may select a date range to select Requests within the Date Priority Last Modified Range. Enter
a “from” and “to” range. This field is the date that the Request was actioned.

Priority

Selecting from-1 -5 will limit the search to those requests with a matching Priority.

Search by Role Type - Application / Description

If this flag is checked on then the report will be produced based on a specific module link. E.g. by
property address.

Enter a valid role code or select from the available pop up.

Example

To select all requests that have been lodged against a specific property address then select the role link
type of LPA 1. The Pop Up button on the next field may then be pressed. The Property Search Profile
form will be displayed from which you can enter the required property address.
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Asset Exception Report

Asset Exception Control Form

% Asset Exception Control

Optiong Process

Asset Exception Control Form

Search Profile — Request
Enter a Request Number or range of Request Numbers over which to conduct your report.

Search Profile — Responsible Officer

Enter a Responsible Officer over which to run your report. Alternatively, you may select one from the Pop
Up.
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History Log Report

History Log Report Control Form

The History Log Report Control form offers similar search filter capabilities to the customer Service
Request Report, and additionally provides for the filtering of the History Log details from the selected
Requests.

Additional History Log filter fields are;

The User Id of the user who caused the log entry to be made
The Node Id of the PC on which the log entry was made

The type of log entry

A range of Date and Time values.

It is also possible to sequence the log entries within each Request by Ascending/Descending Date and
Time, or by Date and Time within User-Id.

See also History Log Action Parameters and Request History.

o]
Reguest Mumber -
Cuzt. Req. Type Code 2| | T Gl Tpmets)
Receiving Officer L)I
Responsible Officer %]
Actioning Officer L)I
Contact Type Code %]
Regquestor Type Code i
Reguest Status B
Date Received
System Date Entered
Respand by Date
Date Responded
Date Priority Last Modified
Priarity Im
— History Log
Changed by User =2
Mode Idertifier
Action (Al ;|
Date and Time

Display Sequence

Date and Time, Milliseconds

|[Iescending =

Options |

Process | Zancel

History Log Control form

Request Number

Enter a “from” and “to” request number range to restrict the report to a specific range of requests.

Request Type Code

Enter a valid Request Type into the field or alternatively press the pop up button associated with the field
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to select from a list. The full description of the request type will be displayed.

Entering a request type into this field will restrict the report to only requests that have a matching request
type. For example selecting a request type of Barking Dog will only list requests of that nature.

Checking the ‘Child Types’ flag ON will include any child Request Types in the search.
Receiving Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Receiving Officer field on the request.

Responsible Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Responsible Officer field on the request.

Actioning Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the report to only requests that have a matching user id in the
Actioning Officer field on the request.

Contact Type Code

Enter a valid Contact Type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the contact type will be displayed.

Entering a Contact Type into this field will restrict the report to only requests that have a matching Contact
Type. For example selecting a Contact Type of Phone will only list requests taken over the Phone.

Requestor Type Code

Enter a valid Requestor type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the Requestor type will be displayed.

Entering a Requestor type into this field will restrict the report to only requests that have a matching

Requestor type. For example selecting a Requestor type of Councillor will only list requests submitted by
Councillors.

Request Status

Enter a valid Request Status into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the Request Status will be displayed.

Entering a Request Status into this field will restrict the report to only requests that have a matching
Request Status. All Statuses will be available for selection from the Pop Up.

Date Received
Enter a valid date range into the field(s) to restrict the report to requests matching that range.
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l% As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1t April to the 5" April (inclusive) then the from and to date
range will need to be 1st April to the 61 April. Dates selected from the Calendar will assume the current
Time.

System Date Entered

The user may select a date range to search for Requests within the System Date Entered range. Enter a
“from” and “to” range. This field is the date that the Request was entered into the system.

l% As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5" April (inclusive) then the from and to date
range will need to be 1st April to the 6" April. Dates selected from the Calendar will assume the current
Time.

Respond By Date
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5" April (inclusive) then the from and to date
range will need to be 15t April to the 6™ April. Dates selected from the Calendar will assume the current
Time.

Date Responded
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

I:Qj As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5" April (inclusive) then the from and to date
range will need to be 1st April to the 6 April. Dates selected from the Calendar will assume the current
Time.

Date Priority Last Modified
Enter a valid date range into the field(s) to restrict the report to requests matching that range.

Fb As this field is a date and time field it should be noted that the time will also be taken into
consideration when the search is performed. Dates entered manually (i.e. keyed in) in the “from” and “to”
fields will assume a time of 00:00:00 and therefore results may not be what was expected. E.g. if you
wish search for all requests lodged from the 1st April to the 5™ April (inclusive) then the from and to date
range will need to be 15t April to the 6™ April. Dates selected from the Calendar will assume the current
Time.

Priority
Entering a priority number will restrict the report to requests that have a matching priority. If the Priority is
not to be considered then (none) should be selected.
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History Log — Changed by User

This field allows a UserID to be entered or selected from the Pop Up.

History Log — Node Identifier
This field allows a PC/Terminal/Node to be keyed in to identify the log entry.

History Log — Action
This field allows the selection of an Action from the dropdown list. The available options are as follows:

(Al
Created
Deleted
Linked
Unlinked
Updated
Viewed
Printed

History Log — Date and Time

These fields allow a date range to be entered over which to run the report.

History Log — Display Sequence

This field allows the user to select a Display Sequence for the report. The options available are as
follows:

. Date and Time, Milliseconds
. UserlD, Date and Time, Milliseconds

In addition the user is able to select either ascending or descending order. The default is ‘Descending’.
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On Hold Report

A new On Hold Report has been defined within the Smart and Thick Client, which allows selection by
Request Type, Status (restricted to On Hold Status codes only), Date Ranges and Priority. All search

fields are optional.

B On Hold Report Control

I[=] E3

— Search Profile
Request Type Code
Fequest Status

Diate Received

Date Responded
Hold &ctivation Date
Hold Completion Date
Priarity

2|

| I Ghild Typeis)

OHHOLD

3

o0 Hold

— Query Result
Description

|

Options | Process | Cancel

Once the Search Profile options have been set as required, press the Process button. You will then be

prompted to type in a Description, choose a Run Type and Printer.

An e-mail will be sent to the person who submitted the Report listing the submission time details, search
criteria and number of matching Requests.

The report can be run with or without printing the Header Page.
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Multiple Completion of Requests

The Multiple Completion of Requests function will “complete” all requests that match the search criteria.
A Status of Actioned, a completion date and a responsible officer will be written to the selected requests.

For each Request processed, if the Check Tasks flag is set ON, a check for incomplete Tasks will occur.
If any incomplete Tasks exist, then the Request will not be completed.

The Multiple Completion of Requests Report will include a list of the Requests that could not be
completed due to incomplete Tasks, as well as a list of Requests that were completed as part of the
Multiple Completion of Requests Batch Job. Only Requests that were unactioned, and are within the
Retrieve Profile, are listed in the Report.

The Multiple Completion of Requests Report also allows previously processed jobs to be reprinted.

This report will also perform a check against the ‘Allow Completion’ indicator of Associated Requests
before a Request can be completed.

The Multiple Completion of Requests batch function will check if a Request is locked or not during the
update processing. A warning message is included in the completion email if some Requests could not
be updated because they were locked (regardless of who locked it).

Multiple Completion of Requests Form

The Multiple Completion of Requests function will “complete” all requests that match the search criteria.
A Status of Actioned, a Date Responded, System Completion Date, and a responsible officer will be
written to the selected requests.

If you are using Work Flow with Customer Service then generally the Request would be completed once
all Tasks are completed.

There are two sections to the generated report. Section 1 details all requests that have been made
Complete. Section 2 details all requests that fell within the search criteria however could not be
completed due to outstanding work flow tasks and the Check Tasks flag has been set to ON for the
Request Type.

Completion of Regqu

ocal Government
ddli Chicco

22-Aug-2002 13:22:43
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Multiple Completion of Requests Form

Request Number
Enter a “from” and “to” request number range to restrict the process to a specific range of requests.

Request Type Code

Enter a valid Request Type into the field or alternatively press the pop up button associated with the field
to select from a list. The full description of the request type will be displayed.

Entering a request type into this field will restrict the process to only requests that have a matching
request type. For example selecting a request type of Barking Dog will only complete requests of that
nature.

Child Type(s)
This flag will become available once the Request Type is entered on the form. It allows Child Request
Types to be included in the search profile.

Responsible Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the process to only requests that have a matching user id in
the Responsible Officer field on the request.

Actioning Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

Entering a user id into this field will restrict the process to only requests that have a matching user id in
the Actioning Officer field on the request.

Request Status

Enter a valid Request Status into this field, or, alternatively, select the pop up button associated with the
field to select from a list.

Entering a Request Status into this field will restrict the process to only requests that have a matching
Request Status on the request.

Functionality applicable to the Authorised Function: ‘Status Codes at Request Type Level’.

New functionality has been added for the ‘Request Status’ and ‘Completion Status’ fields when a
‘Request Type Code’ is nominated.

If the new authorised function ‘Status Codes at Request Type Level is authorised

For the ‘Request Status’ field
= If one or more Status Codes has been assigned to the selected Request Type, then only those
Status Codes with ‘Completed’ set to ‘No’ that have been assigned to the Request Type will be
valid and will display in the Pop Up form.
= (If no Status Codes have been assigned to the Request Type, then existing functionality will apply
—i.e. all Status Codes with ‘Completed’ set to ‘No’ will be valid / displayed in the Pop Up form)

For the ‘Completion Status’ field
= If one or more Status Codes has been assigned to the selected Request Type, then only those
Status Codes with ‘Completed’ set to ‘Yes’ that have been assigned to the Request Type at the
parameter level will be valid and will display in the Pop Up form.
= (If no Status Codes have been assigned to the Request Type, then existing functionality will apply
—i.e. all Status codes with ‘Completed’ set to ‘Yes’ will be valid / displayed in the Pop Up form)
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Where the site does not have authority to the new functionality

For the ‘Request Status’ field
= Existing functionality will apply — i.e. all Status Codes with ‘Completed’ set to ‘No’ will be valid /
displayed in the Pop Up form)

For the ‘Completion Status’ field
= Existing functionality will apply — i.e. all Status Codes with ‘Completed’ set to ‘Yes’ will be valid /
displayed in the Pop Up form)

Note: When this process is run, and the Status Code nominated as the ‘Completion Status’ is not valid for
the Request Type of a Request, the Request will not be updated with the ‘Status Code’ nominated as the
‘Completion Status’ and an exception will be printed on the report.

Update Options - Date Responded
Enter a date and time that will be recorded against the Requests that will be marked as completed. This
date and time will be written to the “Date Responded” field.

This field is mandatory.

Update Options - Actioning Officer

Enter a valid User ID into the field or alternatively press the pop up button associated with the field to
select from a list. The full name of the user will be displayed.

The officer name entered into this field will be written as the Actioning Officer on each of the completed
requests.

This field is mandatory.

Update Options - Completion Request Status

Enter a valid Request Status into this field or, alternatively, select one from the Pop Up. Only Request
Statuses which have a status of Completed are available for selection in this form.

When the Multiple Completion of Requests function is run, a ‘completed’ Status, a completion Date and a
Responsible Officer will be written to the selected Requests.

Query Result - Description

The user may select from a predefined query result to base the Multiple Completion of Requests on. The
Query Result is used in place of the Search Profile selected options not in conjunction with them.

The Description field allows the user to enter the name of the Query if known, or use the Pop Up Button
to select from a list of pre-defined Queries based on the Customer Service Module.
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Purging Requests

The Purging Requests function will delete all requests from the database that match the search profile.
Only Actioned requests are purged. It is recommended that the function be run in “Report Only” mode
first and the report is checked for accuracy prior to running in “Update” mode.

The details of any Tasks associated with the Request(s) being purged will be displayed in the Report.

A check will also be made to determine if any Associated Requests are not completed. If these exist then
the deletion of the Request will not be allowed.

Purging Requests Form

The Purging Requests function will delete all requests from the database that match the search profile.
Only Actioned requests are purged. It is recommended that the function be run in “Report Only” mode
first and the report is checked for accuracy prior to running in “Update” mode.

If Work flow is being used and the Check Tasks flag is set OFF then all Tasks associated with the
Requests will also be purged regardless of their completion status.

If The Check Tasks flag is set ON for a particular Request Type and incomplete Tasks exist, then these
Requests will not be purged as their Request Status is not set to ‘Actioned”.

A check will also be made to determine if any Associated Requests are not completed. If these exist then
the deletion of the Request will not be allowed.

Purging Requests

cal Government

Process LCancel

Purging Requests Form

Request Number
Enter a “from” and “to” request number range to restrict the process to a specific range of requests.

Only requests received within the nominated request number range will be purged.

Request Type Code

Enter a specific request type to be purged. The code may be entered directly or alternatively press the
pop up button associated with the field.

If a request type is nominated then only requests with the nominated request type will be purged.

Infor Local Government 13 July, 2017 Page 265



Customer Service User Guide Reporting and Batch Functions

Child Type(s)
This flag will become available once the Request Type is entered on this form. It allows Child Request
Types to be included in the purge.

Request Status

This field allows the user to select a specific request status for the purge function. The options which are
available from the Pop Up will only include Statuses with a Completion Status of ‘Yes’. Note that
Unactioned requests may not be purged.

Note: As of Release 3.04, the Status field may be left blank to include all Completed Statuses.

Functionality applicable to the authorised function: ‘Status Codes at Request Type Level’.

New functionality has been added (in Release 3.03) for the ‘Request Status’ field when a ‘Request Type
Code’ is nominated.

If the Authorised Function is authorised
= |f one or more Status Codes has been assigned to the selected Request Type, then only those
Status Codes with ‘Completed’ set to ‘Yes’ that have been assigned to the Request Type will be
valid and will display in the Pop Up form.
= (If no Status Codes have been assigned to the Request Type, then existing functionality will apply
—i.e. all Status codes with ‘Completed’ set to ‘Yes’ will be valid/displayed in the Pop Up form)
Where the site does not have authority to the new functionality
= Existing functionality will apply — i.e. all Status Codes with ‘Completed’ set to ‘Yes’ will be
valid/displayed in the Pop Up form)

Date Received
Enter a “from” and “to” received date range to restrict the process to a specific range of requests.

If a date range is nominated then only requests received within the date range will be purged.

Date Responded
Enter a “from” and “to” responded date range to restrict the process to a specific range of requests.

If a date range is nominated then only requests that have a Date Responded within the date range will be
purged.

Processing Options
The Processing Options allow the user to select from the options in the drop down list: - Report only or
Update and Report.

The Report only option allows the user to produce a report to ensure that they are happy with the
Requests that are to be purged.

The Report and Update option when selected and processed will both purge the selected Requests and
produce a report as well.

Query Result - Description

The user may select from a predefined query result to base the Purge Requests on. The Query Result
may used in place of the Search Profile selected options not in conjunction with them.

The Description field allows the user to enter the name of the Query if known, or use the Pop Up Button
to select from a list of pre-defined Queries based on the Customer Service Module.
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Automatic Priority Escalation

Priority Escalation is a job that can be scheduled by users to run either on a server or a nominated PC.
Users are able to manually stop and start the Priority Escalation Process. Users have the option of
scheduling the Priority Escalation Process to start and end automatically. Where the process is started
automatically users have the option of setting the start and end times of the process. Users are able to
view the jobs that are on the queue at any time.

To determine if a request needs to be escalated the following criteria is used:

e The request must be of a Request Type which has Priority Escalation set on.

e The request must be set to a Non-Completion Status.

e The last date/time that Priority Escalation occurred is used to determine if the priority on the request
should be updated.

If the escalation units against a priority are not set or zero then there will be no escalation against a
request with a priority of that level.

A request will be selected for priority escalation when the last date that priority escalation occurred plus
the escalation time units for the priority is less that the current date and time. The Customer Service
Calendar and the Calendar Format will be taken into account when determining which requests should
have the priority escalated.

For example:
Request Type of “DEBRIS”.

Notify Responsible Officer is set on.

The Request Type has the Calendar Format set to Working Days and Customer Service is using a
calendar where there are no public holidays and weekends are non-working days. The working day is
flagged as 9am to 5pm.

e Priority 1
Escalation time Unit : 4 hours
Users to Notify : CEO, Department Manager

o Priority 2
Escalation time Unit : 2 days
Users to Notify : Department Manager

e Priority 3
Escalation time Unit : 5 days
Users to Notify : Work Crew Team Leader, Department Manager

e Priority 4
Escalation time Unit : 15 days
Users to Notify : Work Crew Team Leader

e Priority 5
e Escalation time Unit : 30 days

There are five requests in the system with a Request Type of “DEBRIS”.

e Requestl

Priority : 1

Date Lodged : 14/01/2000 9:50 am

Date Priority was last updated : 14/01/2000 9:50 am

e Request2
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Priority : 2
Date Lodged : 13/01/2000 11:00 am
Date Priority was last updated : 13/01/2000 11:00 am

e Request3

Priority : 3

Date Lodged : 14/01/2000 4:00 p.m.

Date Priority was last updated : 14/01/2000 4:00 p.m.

e Request4

Priority : 4

Date Lodged : 04/01/2000 9:00 am

Date Priority was last updated : 04/01/2000 9:00 am

e Request5

Priority : 5

Date Lodged : 14/01/2000 10:00 am

Date Priority was last updated : 14/01/2000 10:00 am

The priority escalation process will update the priorities on the above requests with the following results.

e Requestl

Priority : 1

Date Lodged : 14/01/2000 9:50 am

Date Priority was last updated : 14/01/2000 1:50 p.m.

Responsible Officer is e-mailed.

CEO & Department Manager e-mailed with the re-notification message.

e Request?2

Priority : 1

Date Lodged : 13/01/2000 11:00 am

Date Priority was last updated : 17/01/2000 11:00 am (as the 15" & 16™ are a weekend).
Responsible Officer is e-mailed.

CEO & Department Manager e-mailed with the Priority Updated message.

e Request3

Priority : 2

Date Lodged : 14/01/2000 4:00 p.m.

Date Priority was last updated : 21/01/2000 4:00 p.m.
Responsible Officer is e-mailed.

Department Manager e-mailed with the Priority Updated message.

e Request4

Priority : 3

Date Lodged : 04/01/2000 9:00 am

Date Priority was last updated : 04/02/2000 9:00 am

Responsible Officer is e-mailed.

Work Crew Team Leader & Department Manager e-mailed with the Priority Updated message.

e Request5

Priority : 4

Date Lodged : 14/01/2000 10:00 am

Date Priority was last updated : 25/02/2000 10:00 am

Responsible Officer is e-mailed.

Work Crew Team Leader e-mailed with the Priority Updated message.

On a secondary iteration the following would be produced.

e Requestl
Priority : 1
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Date Lodged : 14/01/2000 9:50 am
Date Priority was last updated : 17/01/2000 9:50 a.m.
Responsible Officer is e-mailed. CEO & Department Manager e-mailed with the re-notification message.

e Request?2

Priority : 1

Date Lodged : 13/01/2000 11:00 am

Date Priority was last updated : 17/01/2000 3:00 p.m. (as the 15" & 16" are a weekend).
Responsible Officer is e-mailed.

CEO & Department Manager e-mailed with the re-notification message.

e Request3

Priority : 2

Date Lodged : 14/01/2000 4:00 p.m.

Date Priority was last updated : 23/01/2000 4:00 p.m.
Responsible Officer is e-mailed.

Department Manager e-mailed with the Priority Updated message.

e Request4

Priority : 2

Date Lodged : 04/01/2000 9:00 am

Date Priority was last updated : 11/02/2000 9:00 am

Responsible Officer is e-mailed.

Department Manager e-mailed with the Priority Updated message.

e Request5

Priority : 3

Date Lodged : 14/01/2000 10:00 am

Date Priority was last updated : 17/03/2000 10:00 am

Responsible Officer is e-mailed.

Work Crew Team Leader & Department Manager e-mailed with the Priority Updated message.
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Automatic Priority Escalation Form

The Automatic Priority Escalation form allows the Priority Escalation Process to be defined and run either
interactively or scheduled to be run at a later time.

The Automatic Priority Escalation batch function will check if a Request is locked or not during the
escalation processing. There is a warning in the completion email if some Requests could not be
escalated because they were locked. A message ‘Request xxx is locked and cannot be updated’ is
printed in the message log when a locked Request is encountered.

When the escalation is due and a given Request is locked, it is not updated. The email for a locked
Request due for escalation mentions that another attempt will be made to escalate the Request when
Automatic Priority Escalation is next run.

Background Request Escalation

The Background Request Escalation function will also check if a Request is locked or not during the
escalation processing.

When an escalation is due and a given Request is locked, it is not updated. The email for a locked
Request due for escalation will mention that another attempt will be made to escalate the Request in 30
minutes.

Automatic Priority Escalation Form

Request Type Code
Enter a Request Type Code, if known, or alternatively, one can be selected from the Pop Up.

Child Type(s)
This flag will become available once the Request Type is entered on the Search Profile form. It allows
Child Request Types to be included in the search.

Request Status

Enter a Request Status, if known, or alternatively, one can be selected from the Pop Up. Only Statuses of
‘Incomplete’ will be available for selection from the Pop Up.

Functionality applicable to the Authorised Function: ‘Status Codes at Request Type Level’.

New functionality has been added for the ‘Request Status’ field when a ‘Request Type Code’ is
nominated.

If the Authorised Function is authorised
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= If one or more Status Codes has been assigned to the selected Request Type, then only
those Status Codes with ‘Completed’ set to ‘No’ that have been assigned to the Request
Type will be valid and will display in the Pop Up form.

= (If no Status Codes have been assigned to the Request Type, then existing functionality will
apply — i.e. all Status codes with ‘Completed’ set to ‘No’ will be valid/displayed in the Pop Up
form)

Where the site does not have authority to the new functionality

e Existing functionality will apply — i.e. all Status Codes with ‘Completed’ set to ‘No’ will be

valid/displayed in the Pop Up form)

Date Received
A date range may be entered in these fields to process Request Types created within that date range.

‘ [ As these Date fields are Date/Time fields, dates entered will assume a time of 00:00:00.

A date may be keyed in, or alternatively, by double-clicking in the field or pressing F2, a date can be
selected from the Calendar Pop Up. Valid date formats are:

01-May-2000

010500

01052000

1/5/00

1.5.00

Example:
Entering a date range of 28/3/99 to 30/3/99 will only return results where the Date is between 28/3/99
00:00:00 and 30/3/99 00:00:00. Which will effectively be those records for the 28™ and 29" March only.

Date Responded

A date range may be entered in these fields to process Request Types where the Date Responded lies
within that date range.

‘ [ As these Date fields are Date/Time fields, dates entered will assume a time of 00:00:00.

A date may be keyed in, or alternatively, by double-clicking in the field or pressing F2, a date can be
selected from the Calendar Pop Up. Valid date formats are:

01-May-2000

010500

01052000

1/5/00

1.5.00

Example:
Entering a date range of 28/3/99 to 30/3/99 will only return results where the Date is between 28/3/99
00:00:00 and 30/3/99 00:00:00. Which will effectively be those records for the 28™ and 29" March only.

Priority
Select a Priority value from the drop-down. Each Priority value needs to be processed separately, i.e.
the user is unable to process all Priority levels in a single job.

Query Result - Description

The Query Result is used in place of the Search Profile selected options not in conjunction with them.
The Description field allows the user to enter the name of the Query if known, or use the Pop Up Button
to select from a list of pre-defined Queries based on the Customer Service Module.
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Responsible Officer Reassignment

The Customer Service module now provides the ability to update the Actioning and Responsible Officers
of Requests. The process allows the update of Request Type Parameters, open Requests, Task Type
Parameter settings and open Tasks.

How it works:

Updating Responsible Officer on Request Type(s)
If you want to update any Request Types, specify the Responsible Officer and / or Replacement Officer
and tick the ‘Update Request Types’ option.

If both the Responsible Officer and Replacement Officer are provided, all the settings of the Responsible
Officer will be copied to the Replacement Officer. Also the original Responsible Officer will be removed if
the ‘Remove original Officer from Request Type’ is ticked otherwise the officer will remain.

If only the Responsible Officer is provided, the Responsible Officer will be removed against the selected
Request Type(s) if the ‘Remove original Officer from Request Type’ it ticked.

If only the Replacement Officer is provided, the Replacement Officer will be added as a Responsible
Officer against the selected Request Type(s) (but only if the Replacement Officer has not been not
assigned before).

To update specific Request Types, in addition to the steps above, detail out on the ‘Request Type
Selection’ option button to select or remove the Request Types required. You must also tick the
‘Selected Request Types’ option (otherwise it will ignore the ‘Request Type Selection” made and update
all Request Types matching the nominated officers).

This process can be run in ‘Report only’ mode or ‘Update and Report’ mode.
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E Responsible Officer Reassignmient [ _ (O]

— Processing Parameters

Responzible Officer  [EDDI ;}I Ecldi Chicco
Replacement Officer |KAJ ;}I Kelly Jamieson
| Request Type Selection | Taszk Type Selection
v Update Regquest Types [ Updste Task Types
¥ Selected Reguest Types [~ | Selested Tesk Types

v Remove criginal Officer from Reguest Type
[T Incomplete Tasks
n Update Reguests I Selected Tash Types
¥ Open Reguests E-mzil [Hot required |
¥ on Haold Requests
r Camplete Requests
[T Selected Request Types

E-mzill [Hot required =1
Replace JResponsible Officer ;l
Input file | |
— Processing Options
Job Type  [Report Only =1 Repart Type  |Detailed -1

Opkians | Process I Cancel |

Responsible Officer Reassignment Control showing settings for Request Type processing

Updating an Open Request
The ability to update the Responsible Officer and Actioning Officer of Open, On Hold and / or Complete
Request(s) has been made available.

Both Responsible Officer and Replacement Officer are mandatory when updating Requests.
Users are able to choose which type of Request to update (Open, On Hold and / or Complete requests).

Users can also select the replacement option (the request’'s Responsible Officer, Actioning Officer or
Both).

To update Request linked to specific Request Types, detail out on the ‘Request Type Selection’ option
button to select or remove the Request Types required. You must also tick the ‘Selected Request Types’
option below the ‘Update Requests’ option (otherwise it will ignore the ‘Request Type Selection’ made and
update all Request matching the nominated officers).

This process can be run in ‘Report only’ mode or ‘Update and Report’ mode.

If this process is run in ‘Update and Report’ mode, users will be able to nominate their E-mail options as
follows:

. Option : Not Required
This option does not send email to the Replacement Officer regarding the new replacement.

. Option : Individual Request
This option sends an email to the Replacement Officer for every Open Request Updated.

0 Option : Summary
At end of the processing, an email will be sent to the Replacement Officer with all the Open Requests
updated.
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E Responsible Officer Reassignment M=l B

— Processing Parameters

Responsible Cfficer [EDDI | [Eodi chiceo
Replacement Officer |KAJ ;}I Welly Jamieson
| Request Type Selection | Task Type Selection
[T Updste Reguest Types [T Updste Task Types
[T Selected Reqguest Types I~ Selected Tash Tvpes

¥ Remaove original Officer from Reguest Type
[T Incomplete Tasks
¥ Updste Reguests [T | Selected Task Types
I Open Requests E=rm&il |Hut required ;|
¥ on Hald Requests
I Complete Requests
v Selected Reqguest Types

E-mzill [Hot required =1
W=l T Responsible Officer -
Input file | 2|
— Processing Options
Jok Type |Repurt Onhy = Report Type |I]e‘tailed =

Opkions | Process I Cancel |

Responsible Officer Reassignment Control showing settings for processing open requests as well as
Request Types

Updating the Default Responsible Officer of Workflow Customer Service Task Types
The ability to nominate the Customer Service Workflow Task Types that need to be updated has been
made available.

Only the Responsible Officer field is required for this process (the Replacement Officer is not required).
During this processing, if the default Responsible Officer of the Task Types match the nominated
Responsible Officer, the default Responsible Officer will be removed so there will be no default
Responsible Officer for the Task Types.

If you want to update any Workflow Task Type, specify the Responsible Officer and tick the ‘Update Task
Types’ option.

To update specific Workflow Task Types, in addition to the steps above, detail out on the ‘Task Type
Selection’ option button to select or remove the Task Types required. You must also tick the ‘Selected
Task Types’ option (otherwise it will ignore the ‘Task Type Selection’ made and update all Task Tasks
matching the nominated officer).

This process can be run in ‘Report only’ mode or ‘Update and Report’ mode.
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E Responsible Officer Reassignment | _ (O] x|

— Processing Parameters

Responzible Officer  [EDDI ;}I Ecili Chicco
Replacement Officer E
| Reguest Type Selection | Task Type Selection
r Update Regquest Types ¥ Updste Task Types
[T Selected Reqguest Types ¥ Selected Task Types

V| Remove original Officer from Reguest Type
[T Incomplete Tasks
r Update Reguests I~ Selected Tash Types
[+ Open Reguests E=rmail |Hut required ;|
¥ on Haold Requests
r Complete Reguests
[T Selected Reqguest Types

E-mzill (Mot required =1
Replace JResponsible Officer ;[
Input file | »|
— Processing Options
Job Type  |Report Only = Repart Type  |Detailed =

Optians | Process | Cancel |

Responsible Officer Reassignment Control showing Workflow Task Type processing

Updating the Responsible Officer of Workflow Customer Service Incomplete Tasks
The ability to update the Responsible Officer of Incomplete Tasks has been made available.

Both the Responsible Officer and Replacement Officer are mandatory when updating Incomplete Tasks.
During the processing, if the Replacement Officer is not defined in the Task Responsibility Structure and
Group, an error will be reported and the original Task Responsible Officer will not be replaced or

removed.

If you want to update the Workflow Task Types on any Incomplete Task, specify the Responsible Officer
and Replacement Officer and tick the ‘Incomplete Tasks’ option.

To update specific Workflow Task Types, in addition to the steps above, detail out on the ‘Task Type
Selection’ option button to select or remove the Task Types required. You must also tick the ‘Selected
Task Types’ option below the ‘Incomplete Tasks’ option (otherwise it will ignore the ‘Task Type Selection’
made and update all Task Tasks matching the nominated officers).

This process can be run in ‘Report only’ mode or ‘Update and Report’ mode.

If this process runs in ‘Update and Report’ mode, users will be able to nominate their email options as
follows:

. Option : Not Required
This option does not send email to the Replacement Officer regarding the new replacement.

. Option : Individual Task
This option sends an email to the Replacement Officer for every Incomplete Task Updated.

. Option : Summary
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At end of the processing, an email will be sent to the Replacement Officer listing all the Incomplete Tasks
updated.

% Responsible Officer Reassignment Mi=] E3
— Processing Parameters
Responzible Officer  [EDDI ;}I Ecldi Chicco
Replacement Officer (KA (%] |Welly Jamisson
I Request Type Selection I Task Type Selection
r Update Reguest Types [T Update Task Types
[T Selected Reqguest Types I~ Selected Tash Tvpes
V| Remove original Oificer from Reguest Type
¥ Incomplete Tasks
r Update Reguests v Selected Task Types
¥ Open Reguests E-mzil [Hot required |

¥ onHold Requests
r Camplete Requests
[T Selected Reqguest Types

E-mail (Mot required =1
Fenlaze [Both =1
Input file | 2|
— Processing Options
Job Type  [Report Only =1 Repart Type  |Detailed -1

Opkions | Process | Cancel |

Responsible Officer Reassignment Control showing Workflow incomplete Task processing

Updating using an External File
The ability to update the various officer details from an external file has been made available. Users are
able to take an external file produced from an external source and update the officer detalils.
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E Responsible Officer Reassignment [ _ (O]

—Praecessing P 3 |
1g-Parameters

Responzible Officer ;}I
Replacement Officer ;)I
| Request Type Selection | Taszk Type Zelection
[T Updste Reguest Types [T Updste Task Types
[T Selected Reqguest Types I~ Selected Tash Tvpes

¥ Remove original Officer from Reguest Type
[T Incomplete Tasks
[T Updste Requests I~ Sclected Tash Tvpes
¥ open Requests E-mai| [Hot required 1
¥ on Hold Requests
r Complete Reguests
[T Selected Reqguest Types

E-mzill [Mot required =1
Fenlaze [Both =1
Input file [cexternalfile.txt] 2]

— Processing Options
Jok Type |Repurt Onhy = Report Type |I]e‘tailed =

Opkions | Process I Cancel |

Responsible Officer Reassignment Control showing External file processing

The input file must be in CSV format (without field names — fields would be determined by position). The
layout of the input file is defined by the following:

Field Field Name Description Valid Values Notes
Field 1 | Responsible Old Responsible | Valid Pathway | Mandatory when  updating
Officer Officer to be | Uer ID Open Requests, Task Type
replaced and Tasks
Field 2 | Replacement New Responsible | Valid Pathway | Mandatory = when updating
Officer Officer. Uer ID Open Requests and Tasks
Field 3 | Update Update Request | Y Mandatory
Request Types | Type Responsible | N Y —Yes
Flag Officer N - No
Field 4 | No. of Request | Total count of | Numeric Mandatory
Types Request Types to 0 if not required to update
update Request Type
Next Request Type | A list of Request | Valid Request | Mandatory when  updating
field Codes Type Codes | Type Codes. Request Types
separated by
comma
Next Selected Update Open | Y Mandatory
field Request Types | Requests under the | N Y - Yes
Flag supplied Request N — No
Type Codes
Next Update Open | Update Open | Y Mandatory
field Requests Flag | Requests N Y —Yes
N — No
Next Email option for | Email to new | N Mandatory
field Open Requests | Responsible Officer | R N - Not required
option S R — Every Request updated
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S - Summary update Information
sent at end of process
Next Replacement Replace A Mandatory
field Option Responsible R A — Replace Actioning Officer
Officer,  Actioning | B only
Officer or Both. R - Replace Responsible
Officer
B —Replace Both
Next Update Task | Remove Customer | Y Mandatory
field Types flag Service Task Type | N Y - Yes
Responsible Officer N — No
Next No. of Task | Total count of Task | Numeric mandatory
field Types Types 0 if not required to update Task
Types
Next Task Type | A list of Request | Valid Task | Mandatory when  updating
field Codes Type Codes | Type Code Task Types
separated by
comma
Next Selected Task | Update Incomplete | Y Mandatory
field Type flag Tasks under the | N Y - Yes
supplied Task Type N - No
Codes.
Next Update Update Incomplete | Y Mandatory
field Incomplete Task Responsible | N Y - Yes
Tasks flag Officer N - No
Next Email  Option | Emalil to new | N Mandatory
field for Incomplete | Responsible Officer | T N — Not required
Tasks option S T — Every Task Updated
S — Summary update Informatior
sent at end of process
Sample file

HELIU,TLIAK,Y,3,ALLMOD,TL,HL,Y,Y,S,B,Y,3,ASSET,EMAIL, XITSKT,N,Y,S
SDREW,TLIAK,N,0,N,Y,R,A,Y,3,CBACK,LETTER,BANK,Y,Y,S

Responsible Officer Reassignment Form

This form provides the user with the ability to update Responsible Officers and/or Actioning Officers in
selected Request Types as well as in open Requests. In addition it allows the Responsible Officer to be
updated in Workflow Task Types as well as in uncompleted Tasks.

For a detailed description of this functionality please refer to the section on Responsible Officer

Reassignment (272).

The Responsible Officer Reassignment batch function will check if a Request is locked or not during the
update processing. A warning message is included in the completion email if some Requests could not
be updated because they were locked (regardless of who locked it). And a message ‘Request xxx is
locked and cannot be updated’ is printed on the message log when a locked Request is encountered.

Refer to the section on Request Locking (148) for further details.
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E Responsible Officer Reassignment | _ (O] x|

— Processing Parameters
Responsible Officer || B |
Replacement Officer =

| Reguest Type Selection | Task Type Selection
r Update Regquest Types [T Updste Task Types
[T Selected Reqguest Types [~ Selested Task Types

V| Remove original Officer from Reguest Type
[T Incomplete Tasks
r Update Reguests I~ Selected Tash Types
[+ Open Reguests E=rmail |Hut required ;|
¥ on Haold Requests
r Complete Reguests
[T Selected Reqguest Types

E-mzill (Mot required =1
Fenlaze [Both =1
Input file | »|
— Processing Options
Job Type  |Report Only = Repart Type  |Detailed =

Optians | Process I Cancel |

Responsible Officer Reassignment Form

Processing Parameters — Responsible Officer

These fields allow a valid user to be keyed in or selected from the Pop Up as the Responsible Officer.
Once selected or entered, the description will default into the Description field.

Both the Responsible Officer and Replacement Officer are mandatory when updating Incomplete Tasks.
During the processing, if the Replacement Officer is not defined in the Task Responsibility Structure and
Group, an error will be reported and the original Task Responsible Officer will not be replaced or
removed.

Similarly, if the Responsible Officer and Replacement Officer are the same, an error message will display
asking the user to select different users.

Processing Parameters — Replacement Officer

These fields allow a valid user to be keyed in or selected from the Pop Up as the Replacement Officer.
Once selected or entered, the description will default into the Description field.

Both the Responsible Officer and Replacement Officer are mandatory when updating Incomplete Tasks.
During the processing, if the Replacement Officer is not defined in the Task Responsibility Structure and
Group, an error will be reported and the original Task Responsible Officer will not be replaced or
removed.

Request Type Selection

Selecting the Request Type Selection button will take the user to the Request Type Selection form where
available Request Types may be selected for inclusion in the Officer Reassignment process.

Note: The field label will become bold if any Request Types have been selected.
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Update Request Types
The ‘Update Request Types’ flag should be checked on if Request Types are to be included in the
Responsible Officer update.

Selected Request Types

The Selected Request Types flag is controlled by the ‘Update Request Types’ flag along with the
‘Request Type Selection’ status, i.e. this flag will only be available when the ‘Update Request Types’ flag
is checked on and the ‘Request Type Selection’ label is bold. Otherwise it will be dimmed and
unavailable.

Remove original Officer from Request Type

During processing, all of the settings of the Responsible Officer will be copied to the Replacement Officer.
If the ‘Remove original Officer from Request Type’ flag is ticked the Responsible Officer will be removed
from the Request Type otherwise if un-ticked, the officer will remain.

Update Requests

The ‘Update Requests’ flag will allow users to update the officers on the requests. To update requests,
both the Responsible and Replacement Officers must be specified. When this flag is checked on, it
causes the ‘Selected Request Types’ flag to become available for selection.

Open Requests

The ‘Open Requests’ flag should be checked on when uncompleted Requests are to be included in the
Responsible/Actioning Officer replacement process. When this flag is checked on, it causes the
‘Selected Request Types’ flag to become available for selection.

Example:

If a Request Type has been selected (via the Request Types Selection button), Open Requests has been
checked ON and Selected Request Types has also been checked ON, then Officer Replacement will
apply to both the Request Type selected (in parameters) and any open Requests of the selected Request

Type.

On Hold Requests
The ‘On Hold Requests’ flag should be checked on when uncompleted Requests on hold are to be
included in the Responsible/Actioning Officer replacement process.

Complete Requests
The ‘Complete Requests’ flag should be checked on when completed Requests are to be included in the
Responsible/Actioning Officer replacement process.

Selected Request Types

The Selected Request Types flag is controlled by the ‘Open Requests’ flag along with the ‘Request Type
Selection’ status, i.e. this flag will only be available when the ‘Open Requests’ flag is checked on and the
‘Request Type Selection’ label is bold. Otherwise it will be dimmed and unavailable.

Email

This field is controlled by the ‘Open Requests’ flag as well as the ‘Job Type’ selection, i.e. only when the
‘Open Requests’ flag is checked ON and the ‘Job Type’ is set to ‘Update and Report’ mode will it become
available. Otherwise it is dimmed. The default email option is ‘Not Required.’.

If the Officer Replacement process runs in Update and Report mode, users are able to nominate their
email options as follows.

. Option : Not Required
This option does not send email to the Replacement Officer regarding the new replacement.

. Option : Individual Task
This option sends an email to the Replacement Officer for every Open Request Updated.

0 Option : Summary
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At end of the processing, an email will be sent to the Replacement Officer listing all the Open Requests
updated.

Replace

The ‘Replace’ option is controlled by the ‘Open Requests’ flag. If ‘Open Requests’ is checked ON, then
this field will become available. Otherwise it will be dimmed. It allows selection from a dropdown list of
the following options:

. Actioning Officer
. Responsible Officer
. Both

The default value is ‘Both’ (i.e. Actioning Officer and Responsible Officer).

Task Type Selection

Selecting the Task Type Selection button will take the user to the Task Type Selection form where
available Task Types may be selected for inclusion in the Officer Reassignment process.

If no Task Types are selected, then any processing will apply to ALL Task Types.
If Task Types have been selected and the ‘Selected Task Types’ flag (for updating Task Types) is on,

then the nominated Responsible Officer will be removed from the selected Task Types (if the
Replacement Officer is blank).

Note: The field label will become bold if any Task Types have been selected.

Update Task Types

This flag controls the removal of the Responsible Officer from Task Types. If no Task Types are
selected in ‘Task Type Selection’, then ALL tasks are targeted. In order that only selected Task Types
are processed, then a selection needs to be made in ‘Task Type Selection’ and the ‘Selected Task Types’
flag checked ON.

A user must be selected in the Responsible Officer field before updating the Task Type Officer.

Selected Task Types

The ‘Selected Task Types’ flag is controlled by the ‘Update Task Types' flag along with the ‘Task Type
Selection’ status, i.e. this flag will only be available when the ‘Update Task Types’ flag is checked on and
the ‘Task Type Selection’ label is bold. Otherwise it will be dimmed and unavailable.

Incomplete Tasks

The ‘Incomplete Tasks’ flag should be checked on when uncompleted Tasks are to be included in the
Responsible/Actioning Officer replacement process. When this flag is checked on, it causes the
‘Selected Task Types’ flag to become available for selection.

Selected Task Types

The ‘Selected Task Types’ flag is controlled by the ‘Incomplete Tasks’ flag along with the ‘Task Type
Selection’ status, i.e. this flag will only be available when the ‘Incomplete Task Types’ flag is checked on
and the ‘Task Type Selection’ label is bold. Otherwise it will be dimmed and unavailable.

Email

This field is controlled by the ‘Incomplete Tasks’ flag as well as the ‘Job Type’ selection, i.e. only when the
‘Incomplete Tasks’ flag is checked ON and the ‘Job Type' is set to ‘Update and Report’ mode will it
become available. Otherwise it is dimmed. The default email option is ‘Not Required.’.

If the Officer Replacement process runs in Update and Report mode, users are able to nominate their
email options as follows.

. Option : Not Required
This option does not send email to the Replacement Officer regarding the new replacement.

3 Option : Individual Task
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This option sends an email to the Replacement Officer for every Incomplete Task Updated.

. Option : Summary
At end of the processing, an email will be sent to the Replacement Officer listing all the Incomplete Tasks
updated.

Input File

This field allows an external input file to be specified (e.g. externalfile.txt). Users are able to use an
external file produced from an external source and update Officer details. The input file must be in CSV
format (without field names - as fields will be determined by their position). The layout of the input file will

be as follows:
Field Field Name Description Valid Values Notes
Field 1 | Responsible Old  Responsible | Valid Pathway | Mandatory when updating
Officer Officer to be | Uer ID Open Requests, Task Type
replaced and Tasks
Field 2 | Replacement New Responsible | Valid Pathway | Mandatory when updating
Officer Officer. Uer ID Open Requests and Tasks
Field 3 | Update Update Request | Y Mandatory
Request Types | Type Responsible | N Y —Yes
Flag Officer N - No
Field 4 | No. of Request | Total count of | Numeric Mandatory
Types Request Types to 0 if not required to update
update Request Type
Next Request Type | A list of Request | Valid Request | Mandatory when updating
field Codes Type Codes | Type Codes. Request Types
separated by
comma
Next Selected Update Open | Y Mandatory
field Request Types | Requests under the | N Y - Yes
Flag supplied Request N — No
Type Codes
Next Update Open | Update Open | Y Mandatory
field Requests Flag | Requests N Y —Yes
N — No
Next Email option for | Email to new | N Mandatory
field Open Requests | Responsible Officer | R N - Not required
option S R — Every Request updated
S - Summary update Informal
sent at end of process
Next Replacement Replace A Mandatory
field Option Responsible R A — Replace Actioning
Officer,  Actioning | B Officer only
Officer or Both. R — Replace Responsible
Officer
B —Replace Both
Next Update  Task | Remove Customer |Y Mandatory
field Types flag Service Task Type | N Y - Yes
Responsible Officer N — No
Next No. of Task | Total count of Task | Numeric mandatory
field Types Types 0 if not required to update
Task Types
Next Task Type | A list of Request | Valid Task | Mandatory when updating
field Codes Type Codes | Type Code Task Types
separated by
comma
Next Selected Task | Update Incomplete | Y Mandatory
field Type flag Tasks wunder the | N Y - Yes
supplied Task Type N - No
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Codes.

Next Update Update Incomplete | Y Mandatory
field Incomplete Task Responsible | N Y - Yes

Tasks flag Officer N - No
Next Email  Option | Email to new | N Mandatory
field for Incomplete | Responsible Officer | T N — Not required

Tasks option S T — Every Task Updated

S — Summary update Informg
sent at end of process

Sample file

SMITHJ,BROWNP,Y,3,ALLMOD,TL,HL,Y,Y,S,B,Y,3,ASSET,EMAIL,XITSKT,N,Y,S
GREENF,HARRISONT,N,0,N,Y,R,A,Y,3,CBACK,LETTER,BANK,Y,Y,S

Processing Options — Job Type

The user may choose from the following options:

. Report Only

. Update and Report

If ‘Report Only’ is selected then reports are generated but no data is updated. If ‘Update and Report’ is
selected, then the Officer Replacements will physically take place as well as the report generation.

The default value for the ‘Job Type’ field is ‘Report Only’.

Note: The email field will only become available when the ‘Update and Report’ option is selected.

Processing Options — Report Type

The user may choose from the following Report Type options:
. Detailed

. Summary

The default value for the ‘Report Type’ field is ‘Detailed’.

‘Detailed’ report is available for all options. ‘Summary’ report is only available for Open Requests and
Incomplete Tasks, i.e. when the ‘Open Requests’ and/or ‘Incomplete Tasks’ flags are checked on, or
when using an input file for processing. In these cases both Detailed and Summary options would be
available as Report Type options. Otherwise, only the ‘Detailed’ option is available.

Note: The email field will only become available when the ‘Update and Report’ option is selected.

Request Type Selection Form

This form is used to select Request Types for inclusion in the Responsible Officer Reassignment
process. The Select and Remove buttons are used to move Request Types from the ‘Available’ side to
the ‘Assigned’ side of the form.
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1ol
— Awailable Request Types | —Assigned Request Types
10004 DRMN10004 TEST d = A1 Animal Fequests
11 11 _I = B0 Barking Doy
L Feguest Type &
ALUTO Feguest with Auto zearch —r-
[=] Fequest Type B
B Blue Moutnains YWieed Reguest
C Feguest type C _‘_
CAL U=ing different calendar
(CHILD (Child 1 belonging to Parent
CHILDZ Chfld 2 of Parent '“_
CHILDS Child 3 of Parent :!'I
—Search Profile
Reguest Type Code
Request Type Description - |
Searc 04 Cance

Request Type Selection form

Available Request Types
The fields on the left side of the form contain the Request Types which are available for selection.

Assighed Request Types
The fields on the right hand side of the form contain the Request Types which have been assigned.

Search Profile — Request Type Code/Description

These fields allow the user to enter a Request Type Code and/or Description as a search profile to find a
particular Request Type or group of Request Types. This can be useful when there are more than 9
Request Types to search through.

Task Type Selection form

This form is used to select Task Types for inclusion in the Responsible Officer Reassignment process.
The Select and Remove buttons are used to move Task Types from the ‘Available’ side to the ‘Assigned’
side of the form.
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=loix]
Wiarkflowe Application |ACR | |Customer Service
— Auvailable Task Types I — Aszigned Task Types
4] iviorking dhay - S
2 2 Working days =
A3 3 Working days
24 1 Calendar day —E
A5 2 Calendar Days
A5 3 Calendar Days
ADDINFC Additional Info (Reset Actual Time) - =
ASSETEMD End Azzests Maintenance C =
ASSETS Assets Task 1
ASSETSTART Start Azzets Maintenance . |—
ALUTO At started task _v|_|
— Search Profile
Tazk Type
Description
Search | QK I Cancel

Task Type Selection Form

Workflow Application
These fields display the Workflow Application Code and Description.

Available Task Types
The fields on the left side of the form contain the Task Types which are available for selection.

Assigned Task Types
The fields on the right hand side of the form contain the Task Types which have been assigned.

Search Profile — Task Type/Description

These fields allow the user to enter a Task Type Code and/or Description as a search profile to find a
particular Task Type or group of Task Types. This can be useful when there are more than 9Task Types
to search through.
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Reino Parking Meter Maintenance Output Interface

The Customer Service Module provides an Interface to the Reino Parking Meter Maintenance system.
Customer Service Requests are logged for faulty or damaged Parking Meters and a file can be
periodically downloaded to the Reino Parking Meter Maintenance system.

B Park Meter Fault Output Control g@@

Processing Parameters

Parking Meter ID Reference Code ﬂ
Car Registration Reference Code ﬂ
Reguest status "Work In Progress" ﬂ
Reguest status for "Mew Reguest" ﬂ
Processing Options
Background Job Guele ﬂ |

Start Background Processing Time
Finizh Background Processing Time
Sample Interval (Minutes)

Opkions Process Zancel

Park Meter Fault Output Control form

Processing Parameters — Parking Meter ID Reference Code

Select the Parking Meter ID Reference Code to be used. This must first be set up in the parameters so
that it can be selected. The Parking Meter ID Reference Code must to be set to “EQUIPMENT”.
Processing Parameters — Car Registration Reference Code

Select the Car Registration Reference Code to be used. This must first be set up in the parameters so
that it can be selected. The Car Registration Reference Code must be set to “REGISTRAT".

Processing Parameters — Request Status “Work in Progress”

Select the Request Status “Work in Progress” to be used. This must first be set up in the parameters so
that it can be selected. The Request status for “Work in progress” must be set to “WIP”. Once
processed by the Output process the Customer Request will have its Request Status set to this.

Processing Parameters — Request status for “New Request”

Select the Request Status for a New Request to be used. This must first be set up in the parameters so
that it can be selected. The Request status for “New Request’” must be set to “NEW”.

Processing Options — Background Job Queue

Select the Background Job Queue to be used by this process. A background job queue should be
created to be used solely by this process.

Processing Options — Start Background Processing Time

Set the Start Background Processing Time for the time to start the processing. A job will be scheduled
on the nominated Background Job Queue to commence at this time.

Processing Options — Finish Background Processing Time

Set the Finish Background Processing Time for the time to stop the processing. Jobs will stop being
scheduled on the nominated Background Job Queue after this time. The Background Job Queues will
however not be stopped at this time.
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Processing Options —Sample Interval (Minutes)

Enter a time span for the process to schedule the next job. If the interface is to look for new records
every 5 minutes then 5 should be entered. Once a job is processed on the nominated Background
Queue another job will be scheduled to be processed after this time.
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Reino Parking Meter Maintenance Input Interface

The Customer Service Module provides an Interface to the Reino Parking Meter Maintenance system.
Customer Service Requests are logged for faulty or damaged Parking Meters and a file can be
periodically uploaded by the Reino Parking Meter Maintenance system.

Note: A modification has been made (in Release 2.21) to the Parking Meter Fault input to allow the entry
of a Note Type Code to use on the new notes created when a Request is updated. Note that this Note
Type needs to be defined on the Request Type or the Request Type's parent, and if not found, the
process will look for a 'GEN' Note Type on the Request Type, and if that is not found the Note Type on an
existing Note on the Request is used. If no Note Type can be established, an exception will be
generated. An additional change has been made to exception processing. If an exception is produced,
then the CMACTIVE flag on the CIFRINP record will be set to 2. The CMACTIVE flag is set to 1 for all
successful records. Modifications have also been made to ensure Exception emails are sent to the User
selected on the Control form.

8 Parking Meter Fault Input Control

Processing Parameters

Parking Meter ID Reference Code || 2| | |
Request status "Work In Progress" 2
Request Status "Clozed" 2
Email exception message to User 2| | | |
Processing Options
Background Job Gueue | | |

Start Background Proceszing Time
Finizh Background Processing Time
Sample Interval (Minutes)

Opkions Process Zancel

Parking Meter Fault Input Control

Processing Parameters — Parking Meter ID Reference Code

Select the Parking Meter ID Reference Code to be used. This must first be set up in the parameters so
that it can be selected. The Parking Meter ID Reference Code must to be set to “EQUIPMENT”.
Processing Parameters — Request Status “Work in Progress”

Select the Request Status “Work in Progress” to be used. This must first be set up in the parameters so
that it can be selected. The Request status for “Work in progress” must be set to “WIP”.

Processing Parameters — Request Status “Closed”

Select the Request Status “Closed” to be used. This must first be set up in the parameters so that it can
be selected. The Request status for “Closed” must be set to “CLOSED”.

Processing Parameters — Email exception message to User

Select the user to be notified by e-mail of any exception messages. The selected user must have an e-
mail address nominated.
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Processing Options — Background Job Queue

Select the Background Job Queue to be used by this process. A background job queue should be
created to be used solely by this process.

Processing Options — Start Background Processing Time
Set the Start Background Processing Time for the time to start the processing. A job will be scheduled
on the nominated Background Job Queue to commence at this time.

Processing Options — Finish Background Processing Time

Set the Finish Background Processing Time for the time to stop the processing. Jobs will stop being
scheduled on the nominated Background Job Queue after this time. The Background Job Queues will
however not be stopped at this time.

Processing Options —Sample Interval (Minutes)

Enter a time span for the process to schedule the next job. If the interface is to look for new records
every 5 minutes then 5 should be entered. Once a job is processed on the nominated Background
Queue another job will be scheduled to be processed after this time.
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Asset Management Integration

Hansen Asset Management Interface and Pathway Customer Service.

Overview of Functionality

This section details the interface between Pathway Customer Service and Hansen Asset Management
software.

The functionality provides Customer Service staff and Works Department staff with the ability to enter
Requests and complete them as required.

Customer Service Staff are able to enter the details into Pathway Customer Service. When the operator
determines that the request needs to be sent to the Works Department for action, a Pathway Customer
Service Workflow Task is added to the Request. When the task is executed it initiates the process that
will ultimately create a Hansen Work Order. The creation of the Hansen Request can only be initiated by
the user creating and executing the specific Task against the Customer Service Request.

The Task is defined by Customer Service staff and uses a System action defined by Infor. This action
initiates the process that results in a Hansen request being created.

Pathwray- Cperator Feguest:
Cust.nmer- adds-atud- sert-to-
Service: executes Hanseny
Request W otk lonar-

Raizedf Tazkll

Asset Management Product Maintenance
A new entry has been defined in Asset Management Product Maintenance.
Customer Service System Parameters

Customer Service System Parameters should be set by the user to indicate that the Asset Product Code
is ‘HANSEN’ and a Reference Type will need to be selected.

The Reference Type is used to record the Hansen record number against the Customer Service Request.
This allows a search to be conducted using the Hansen Job number.

Customer Service Workflow Parameters

A User Action needs to be created by users based on the System Action of ‘Assets’. This action needs to
be associated to a Task Type so that a Request can be created in Hansen.

Customer Service Maintenance
To create a Hansen Job Request the following workflow needs to be implemented.

1. Arequestis received by council and recorded in Customer Service.
2. An assessment is made and it is determined that a Request is required in Hansen

Infor Local Government 13 July, 2017 Page I



Customer Service User Guide

3. The Task Type that has been defined to create a Hansen Request is created as a Task against
the Customer Service Request and executed.
4. The Task is executed and calls Hansen to create the Request

Pathway constructs the related parameters into an XML string under the XML document
definition agreed with Hansen. Pathway calls the Hansen COM Interface to pass the XML string
to create a Hansen Job Request. Once the Hansen Job Request is created, Hansen constructs
related parameters into an XML string under the XML document definition defined by INFOR.
Hansen then calls the Pathway COM Interface to pass the XML string to create References
against the Pathway Customer Service Request.

Once the Hansen Job Request’s status is changed or Notes are added against the Customer Service
Request, Hansen passes the related XML string to Pathway via the COM Interface to update the
Request status or add notes against the request.

Following is the sample XML string that is sent to Hansen

"<?xml version="1.0"?>

<XML>

<HANSEN_COMMAND>
<Name>RAISE SERVICE REQUEST</Name>
<CSR_NO>53832</CSR_NO>
<REQUEST_TYPE>Hansen</REQUEST_TYPE>
<REQUEST_TYPE_DESC>DRN8501 Hansen’s Interface</REQUEST_TYPE_DESC>
<RESPONSIBLE_OFFICER>PSMITH</RESPONSIBLE_OFFICER>
<REQU_RESPOFFICER>026</REQU_RESPOFFICER>
<REQU_ACTNOFFICER>PSMITH</REQU_ACTNOFFICER>
<LOG_DATE>19-Nov-2002 14:08:42</LOG_DATE>
<ACTION_BY_DATE>21-Nov-2002 14:08:42</ACTION_BY_DATE>
<CONTACT_FIRST_NAME>JOHN</CONTACT_FIRST_NAME>
<CONTACT_SURNAME>BROWN</CONTACT_SURNAME>
<CONTACT_HOUSE_NO>54</CONTACT_HOUSE_NO>
<CONTACT_STREET_NAME>WELLINGTON</CONTACT_STREET_NAME>
<CONTACT_STREET_TYPE>Street</CONTACT_STREET_TYPE>
<CONTACT_SUBURB>ADELAIDE</CONTACT_SUBURB>
<CONTACT_POSTCODE>5000</CONTACT_POSTCODE>
<CONTACT_PHONE></CONTACT_PHONE>
<PROBLEM_PROPERTY_DETAILS>John’s House - Section 22A-24A, Suite 33A-34B, John’s House, 5A-

13A Acacia Boulevard, EASTWOOD SA 5063</PROBLEM_PROPERTY_DETAILS>
<PROBLEM_HOUSE_NUMBER>5A-13A</PROBLEM_HOUSE_NUMBER>
<PROBLEM_UNIT_NUMBER>22A-24A</PROBLEM_UNIT_NUMBER>
<PROBLEM_STREET_NAME>Acacia</PROBLEM_STREET_NAME>
<PROBLEM_STREET_TYPE>Boulevard</PROBLEM_STREET_TYPE>
<PROBLEM_SUBURB>EASTWOOD</PROBLEM_SUBURB>
<PROBLEM_POSTCODE>5063</PROBLEM_POSTCODE>
<STREET_NAME>52nd</STREET_NAME>
<STREET_TYPE>Street</STREET_TYPE>
<STREET_SUBURB>EASTWOOD</STREET_SUBURB>
<STREET_POSTCODE></STREET_POSTCODE>
<PROBLEM_RATING>2</PROBLEM_RATING>
<NOTE_DETAILS></NOTE_DETAILS>

</HANSEN_COMMAND>

</XML>

When a request is made for a new record in Hansen the following details are made available to Hansen
to record against the job request. Items are sourced from the Customer Service Request and it is
essential that similar fields exist in Hansen in order that the information can be sent from Pathway to
Hansen.

e Customer Service Request Number
e Request Type details
¢ Responsible Officer details
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Actioning Officer details

Name details

Property Location details

Street/Suburb details

Date Submitted

Date to Respond by

Priority

Note details from the Customer Service Request

Rules applying to the Pathway — Hansen Interface
The following rules apply in the Customer Service — Hansen interface:

o If the task that initiates the Job Request is deleted then no action is taken in Pathway
Customer Service or Hansen.

¢ If a Job Request is not created in the first instance when Hansen is called then the action against the
Task will still be completed. If the user wishes to initiate another call to Hansen to raise a Job Request
then a new Task needs to be added against the Customer Service Request.

¢ A Pathway Customer Service Request could have many Hansen Job Requests linked, but a Job
Request will only ever be linked to one Pathway Customer Service Request.

o If the Hansen Job Request is deleted then no action will be taken in Pathway Customer Service. (i.e.
any References created will remain. )

¢ [f the Pathway Customer Service Request is deleted then no action is taken in Hansen.

¢ Hansen needs to return the Job Request number to Pathway Customer Service to enable the
Reference details to be created. This allows users to access the Hansen Job Request from Customer
Service.

¢ Responsible Officers and Actioning Officers (User IDs) in Hansen should match those in Pathway.

e The Asset Exception Report will list any errors encountered by Pathway in processing Job Requests
from Hansen e.g. Incorrect Responsible Officer, Status etc. Any reported errors will need to be
manually corrected within Customer Service.

e The Customer Service Request Type Code which will generate Hansen Job Requests will be defined
up to 5 characters so as to match Hansen'’s requirement.

Installation Requirements

There are a number of installation requirements and procedures that need to be followed to ensure that
the interface works seamlessly.

The Pathway requirements include the set up of a Background Processing Queue that is used to service
the Hansen updates that are made, and the set up of the Pathway Customer Service Parameters.
Pathway release 2.13 (SP2) is a minimum requirement in order to implement this interface.

Customers should note that specific Hansen installation requirements may exist and that specific details
should be sought from Hansen.

Pathway Setup Parameters

Go to References >> Reference Type Maintenance

Click ‘New’ button on the Reference Type Search Profile form
Copy the data from figure 1

Click OK and return to System Menu.

rPoNE
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E Reference Type Maintenance

Customer Service

Figure 1: Reference Type set up

5. Go to Customer Service >> Parameters >> System Parameters
6. Select “Hansen” as Hansen Product Code and “Hansen” as the Asset Reference Type (Figure 2)
7. Click OK

B Customer Service System Parameters

VERBAL ek bl Communication

[Modifcstion o any dnte =T

¥
il

Fetarence Type with no links
ADDRESS Address Detals - many Iink
Hanzen Work Orcler

bdriadiamiact Sy Etam

|7

|_
I

|_|—

l
—

Figure 2: Set up Customer Service system parameters for Hansen Asset System

8. Go to Customer Service >> Parameters >> User Defined Label Maintenance

9. You can define your Asset Management System Label here. This user defined label will appear
wherever the Assets label is used in the system. Figure 3 is an example.

10. Click OK
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B user Defined Label Maintenance - IEI Iil

— De=cription Uzer Defined Lakbel
Diate Responded

Frespond by Date

Fequest

Contact Type

Fequestor Type

Fequest Type Merge Type
Feguest Type

Drate Received

Azzets |Hansen|

ok LCancel

Figure 3: Set up user defined label for Hansen

11. Go to Customer Service >> Parameters >> Work Flow Parameters >> User Action Maintenance
12. Click the New button on the User Action Search Profile.

13. Copy the data from Figure 4.

14. Click OK

_loix

— Application Details
Descrigtion [Customer Service |

— U=er Action Detailz
=et Action Code W
zer &ction Description  |Create Hansen Wu:rk Order
System Action |ASSETS ;}I [Create A=set Maintenance Job
Active v

— Options
| Action Parameterz

ok LCancel

Figure 4: Define a new user action with the System Action “ASSETS”

15. Go to Customer Service >> Parameters >> Work Flow Parameters >> Task Type Maintenance

16. Click the New button to create a new Task Type which will create the Hansen Work Order.

17. Detail out on the “Task Type Actions” Option button . Assign the User Action you just created in
figure 4 to this new Task Type. Figure 5 is an example

18. Click OK
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[ Task Type Action Maintenance o ] |
— Application Details
Descrigtion [Customer Service |
— Tagk Type Details
[HamsEM ] [creste Hansen wiork Order |
— Available Task Types T —Assigned Task Types — Action Type ——
ADDMODU Add & Module Link to Requey < [HamMsEM | [creste Hansen'®ork Order | [Start - |
AMQUESTION|  [answer guestion
ASSET_CREA  [MAINPAC
— ~E ]
FLOODA Flood Preparation; Close gab) d
FLOODAZ Flood Preparation: Clear dow) have
FLOODET Flood Preparation; Lower sp) *_ U |
FLOODE] Flood Preparation: Evacuate
FLOODHT Flood preparation; Close ink
GIS GIS DISPLAY _vrl
— Search Profile — Action Hint
User Action Code | ‘ |
Search | Ok, I LCancel

Figure 5: Assign User Action to task Type

Step 20 ~ 22 must be performed if you want to create a new Background Processing Job Queue to

process requests from Hansen.
Queue, please ighore step 26 to 29.

If you want to use an existing Background Processing Job

19. Go to Batch Processing >> Maintain Job Queue at Administrator Level
20. Click the Insert button on Job Queue Maintenance form.

21. Insert a new Background Processing Queue, (Figure 6 is an example).

the default job queue for the Customer Service module.

22. Click OK

This new Job Queue will be

£ 30b Queue Maintenance

Shart | Glop |

[= NI Cezoription Job Qusus Type Statum
ACREXT Customer Service Background Processing G s E-ckgrnund Jok G rstnpp-d
DACHEROUNMD|  [Backaroun Recsipting Background Jolb Qusue Stoppecd
HiGH_ @ Hictk Priority Queue % dard Jok Giisiie Slopped
LAY G Lowy Pricrity @ueue Standard Job Gueus Stopped & Paused
iR Mormal Priority Stanclard Job Gusus Stoppedd
POF @ Corvart documant to PDF & Email 'Elm:hl_;rl ind Jok G [Stmrtecd
RATES Rates Gueue Standard Job Gueus Stopped
= T243 EI:SK UEFJ ST P Standard Jokb Cysus Stopped
IR LIFis St var Stancard Jok Guee Stopped
Queus Detalls
Queus  [ACREXT)
Dezcription |Customer Service Background Prooessing Qusuas
Assignment File  L\WF208'Set,asn
Initialization File  [\7206SetW2K.ini
O ] L i g 0 g g = | L 0 ) Stanat ik G

Fauze |nzerk

| [ ]

Cance|

Figure 6: Set up new Background Processing Job Queue

23. Go to System Administration >> System Parameters >> Application Code Maintenance.
24. Select the Background Processing Job Queue which you intend to process requests from Hansen.

Figure 7 is an example.
25. Click OK
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B application Code Maintenance - |EI|£|

Thiz form is for internal use only

— Application -Description Active —Licence -Interface =
ACR Customer Service ird _I il a
Fileehs Administration Conversion v &I il
4kP | |Administration Report | P
CAR Accounts Receivable Interface v
Cal Auditing v
CBT Batch Processing v
oL Calendar v
P Customer Profile v
Cov Core Conversion v :!'I

— Application Details

Default Calendar  [COUNHCIL L)I Council Calendar
Stanclard Update Queus |HORMAL _Q L)l Marmal Priority
Standard Report Queue  HIGH_Q il High Priority Queue
Alternate Report Queus  |HIGH_Q il High Priority @ueue
Background Job Gueue |ACREXT L}I Customer Service Background Processing Queue
Default User |DEFSYS L)l Default System User

Inzert | ak. I LCancel

Figure 7: Set up default Background Processing Job Queue for “ACR”

IMPORTANT INFORMATION

Please make sure related Hansen Users have been added as Pathway users. If the USERID passed by
Hansen does not match any Pathway user, the related function will not be performed and an exception
will be produced.

HANSEN AND CONFIRM INTERFACE

The interface functions for these systems have been modified to validate a Status Code passed in using
the rules defined for this DRN.

i.e. If the Authorised Function IS NOT authorised
All Status Codes are valid - as per existing functionality
If the Authorised Function IS authorised
If one or more Status Codes has been assigned to the selected Request Type, then only
those Status Codes that have been assigned to the Request Type will be valid.
(If no Status Codes have been assigned to the Request Type, then existing functionality
will apply — i.e. all Status codes will be valid)
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Asset Master Integration

Overview

Pathway to AssetMaster integration is available from Thick Client Release 3.01. The Integration allows
for the created of an Asset Master Work Order Request from with Pathway Customer Service Request.
This integration is a secured function and is access with a valid code to Authorised Function ‘AssetMaster
Work Orders & Asset Management’

Control of the updates to the Pathway Customer Service Request is then passed to AssetMaster.
Changes of Status codes within Asset Master will be reflected in Pathway via a change to the Pathway
Status Code and a Note being added to the request. These updates are processed through a
background queue.

Present functionality allows for a one to one relationship between the two systems.

Upon entering a Pathway customer Service request, the Work Order Glyph will be displayed. A Yellow
Glyph indicating that there is currently no link to a Work Order or Asset. A Red Gyph indicating a link to
either a Work Order Request or an Asset. Where there is a link to both, and the Glyph is activated, the
user will be prompted as to whether they wish to be taken to the Work Order Request or the Linke Asset.

Property Maintenance will also display the Work Order Glyph. This will indicate a link to a Council owned
Asset in AssetMAster. Activiating the Glyph will take the user to the Asset in Assetmaster.

Parameters and Required Setup

System Requirements

AppLauncher
The AssetMaster integration has been developed using AppLauncher as the interim product to allow
communication to occur between AssetMaster and Pathway.

Pathway Install/AssetMaster Install
For Interactive functionality between Pathway Thick Client and AssetMaster it is a requirement to have
both Pathway and Assetmaster available to the Client machine desktop.

Authority Code

Ensure that council has the required Authorised Code for Authorised Function - AssetMaster Work
Orders & Asset Management

Integration System Parameter Maintenance

System Administrator Menu - Production >> System Administration >> Integration >> System Parameter
Maintenance
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8 System Parameter Maintenance g@@

Document Management Product  |{none) w
Accounts Receivable Product  (none) w
Work Order Product  |AssetMaster Work Orders & Asset Management

Delivery Paint dertifier Product | (T IEM R

(o] Cancel

System Parameter Maintenance Form

Access the System Parameter Maintenance form within the Integration Parameters and select
AssetMaster Work Orders & Asset Management as the Work Order product.

Financial Systems Interface Product Parameters

System Administrator Menu - Production >> System Administration >> Integration >> Financial System
Parameters >> Financial System Interface Product Parameters

B Financial System Interface Product Selection [ZI[E|E|
Prociuct Description
:51 W Erterprizedne Work Orders
E1MAR ErterprizeCnes Mame and Address
CORFRM Confirm Work Reguests
SRR Azzethaster Work Orders & Asset Management

T Madify Close

Financial System Interface Product Selection Form

Select AMWRK and click on Modify to set up the required parameters.
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B Financial System Interface Product Maintenance E@@

Wyork Crder Mame [T ety

Description | AssetMaster Work Orders & Asset Management
Active

Parameters | AzsetDetailz=applauncher exe appnamesitssethaster Al s
port=9000 zerver=localhost
params=clazzfile=locateaszetsbyassetays azsetide="%idlist i@,
WiarkOrderDetailz=applauncher exe appname=isAssethaster
port=9000 server=localhost

IMore (0] 4 Cancel

Financial System Interface Product Maintenance Form
Click on the More button to access the AssetMaster Parameter Maintenance Form.
The details displayed in the Parameters box are the requirements for Pathway to launch AppLauncher.

Taking the Detail button on this field will take you to another view of the enquiry only parameters. These
parameters are controlled by Infor.

B Work Order Product Parameters E@g|

Work Order Product
|.-'3-.ssetr-.-1aster Work Orders & Azset Management |

Parameter Walue
Az=etDetailz applauncher exe -appname=idzzettaster -part=2000 .
Wiark OrderDetailz applauncher exe -appnames=itzzettaster -part=2000 .

A zsetDetailzByPrope|  lapplauncher exe -appname=ibssetMaster -port=0000 .
PropertylzdssetChec|  |exec sp_GetdszssetBy AmzObject @oatalogueTypelD=%

k]

Move

5]

AssetMaster Parameter Maintenance
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B AssetMaster Parameter Maintenance E@E

Connection Details

Phone Humber

Reference Types

Default Hote Type

Skatus

Work Order Mame  [2ssethaster |

Databaze | Assetmaster
Databasze Username | Admin
Databazse Pagswword | sessssssessss
Databaze Catalogue ID0 (400
Path for Executahle |cprogram files\agsetmaster

Communication Type

Azzet Mumber | ASSETHUM ﬂ Azsethaster - Azzet Mumber
AszetID | ASSETID _» | [2ssetMaster - Asset D
Wiork Orcer 1D WOID ﬂ A zzethdaster - Work Qrder ID

Mote Type Code  |GEMERAL

Mote Security Level | EENECE ~

Default User SCAADMIN | » | [System Administrator (Test UDF De]

bl |Elusiness Phione Mumber | e |

Reguests | Data | (0] 4 Cancel

AssetMaster Parameter Maintenance Form

Connection Details
DataBase

Database Username
Database Password
Database Catalogue ID
Path for Executable

Communication Type

Reference Types
Asset Number
Asset ID

Work Order ID

Default Note Type
Note Type Code
Note security Level

Default User

The Asset Master DataBase Name

The Asset Master UserName to be used to log on.
The passwords for the User Name — encrypted.
Catalogue ID will be 100.

The Path to the AssetMaster executable.

Select the Customer Service Reference Type for Asset Number
Select the Customer Service Reference Type for Asset ID
Select the Customer Service Reference Type for work Order ID

Enter the Note Type Code (no validation)

Enter the Note Type Security Level required — General, Restricted,
Confidential

Select the UserlD that will be attached to the notes created by the
AssetMaster update process.

AssetMaster Parameter Maintenance — Status
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B AssetMaster Status Mapping Maintenance g@@
Work Order Mame  [2ssethaster |
Aszethaster Work

Customer Reguest Status Orcler Status

HEW| | [New Request 1

IHPROGRESS ﬂ In Progress 5

HOACTION ﬂ Mo Action Reguired 90

CLOSED ﬂ Feqguest closed 99

Insert (0] 4 Cancel

AssetMaster Status Mapping Maintenance Form

The Status Parametesr allow for the mapping of the Pathway Customer Service Regeust Status Code to
the AssetMaster Work Order Status Codes.

Use the Insert button to add as many records as required. The above represents that setup currently in
use at Melbourne City Council.

AssetMaster Parameter Maintenance — Requests

Bl AssetMaster Request Types Maintenance

Wtk Oreler Mame  [AssetMaster |

Available Request Types Assigned Request Types
PrRFO2 Foreign Matter A CRACK Crack in road
PraG01 Grafiiti Report DEBRIS Debriz on street
PRIOTY Pricrity testing N FH Pot Hole - Small
PROC Feqguest Type with procedure = PHA Pot Hole - Average
UES uestionnaire Mandatory FHE Pot Hole - Big
FLAMAND Fiates Mandstory Link PHH Pot Hole - Huge
FEL Feleasze ‘_

FEL212 Feleasze 212

REL213 Feleaze 2.13 W

Search Profile
Code
Description

Search ‘ [8]4 | Cancel

AssetMaster Request Type Maintenance Form
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The AssetMaster Request Type Maintenance form allows for the nomination of those request types that
are required to create a Work Order Request.

Use the move buttons to allocate those requests for which AssetMaster Work Order requests could be
required.

AssetMaster Parameter Maintenance — Data

B AssetMaster Data Mapping Maintenance g@@

Work Croer Name  [Assethaster |

Map To
Data kem Code/Descr Reference Field/Rale Type Link MNOTE Field [Lakel) REFID Field A
(nonej
{nonej
(none)
{none)
{none)
{none)

i

LEY R4 4K

KIEEE
KEEE

Hote:
GQuestionnaire exist
Pathway Service Re

Insert | o4 | Cancel |

NERO000000
DO0000000 §
e

AssetMaster Data Mapping Maintenance Form

The Asset DataMapping Maintenance parameters allow for information in Pathway to be mapped to a
destination field in AssetMaster.

Additionally the information contained in the Note added into pathway is controlled here.

Data ltem

Code/Decr

Reference Field/Role Type Link
Map to Note

Map to REFID field

Activate the data items to be mapped, and select a destination.

If being mapped to the NOTE field, check on the NOTE field checkbox and enter the text to be used to
prefix the data;

If being mapped to a REFID field, select the REFID field from the dropdown list.
Not all Pathway fixed fields are available on this form, only those that were specified as being mapped to
a field in CIFAMWO are included. These are:

Request TPK (TPKACRREQU.ACRREQU) : will always be mapped to EXTID2.
may also optionally be mapped to NOTE and/or any REFID field

Request Number (REQUNUM.ACRREQU) : will always be mapped to EXTID1.
may also optionally be mapped to NOTE and/or any REFID field

Request Type (REQTCODE.ACRREQT / DESCR.ACRREQT) may optionally be mapped to NOTE
and/or any REFID field
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Receiving Officer (USERID.CSYUSER / USERNAME.CSYUSER) USERID will always be mapped to
REPORTED_BY, USERID and/or USERNAME may also optionally be mapped to NOTE and/or any
REFID field

Responsible Officer (USERID.CSYUSER / USERNAME.CSYUSER) : USERID will always be mapped to
SUPERVISORID; USERID and/or USERNAME may also optionally be mapped to NOTE and/or any
REFID field

Actioning Officer (USERID.CSYUSER / USERNAME.CSYUSER) : USERID will always be mapped to
OWNINGOFFICERNAME; USERID and/or USERNAME may also optionally be mapped to NOTE and/or
any REFID field

Questionnaire : if the mapping is Active, the Questionnaire data will be mapped to SPECIAL_INSTR with

the label text being mapped to the NOTE field Documents
if the mapping is Active, the label text will be mapped to the NOTE field

Customer Service Parameters

System Administrator Menu - Production >> Customer Service >> Parameters >> System Parameters

B Customer, Service System Parameters E@@
Last Request Mumber 13
Date Received |Modification to any date w Link "Wiard From Property
Civerride Priarity Link tiard From StreetiSuburb
Reguestor Type Mandatary [ E-mail Higtary
Prompt to Motes on Mew Reguest [ | Heep Messaoe Body
History Log Merge Type |HISTLOG ﬂ |Hi310ry Laog |

Hew Request Defaults

Default Cortact Type Code | COUNTR | » | [Counter Enguiry
Default Reguestor Type Code | RESID ﬂ Resident

Default Reference Type 1 | KEYWORD ﬂ M eyeard

Default Reference Type 2 ﬂ

Default Reference Type 3 ﬂ

Default Reference Type 4 ﬂ

Default Merge Type LETTER ﬂ Letter (with all merge fields)
Assets Management Interface
Azzets Product Code | AMASTR ﬂ AzsetMaster Aszet Management System
Assets Reference Type | WOHUM 3 [szsethaster - Wark Order Number

Options
J Request Maintenance Messages J Priority Escalation Parameters
J Print Job Card Parameters J Multi Request Maintenance Parameters

[o]4 Cancel

Customer Service System Parameters Form

Assets Product Code
The Assets Product Code should be set to AMASTR for AssetMaster Asset Management System. Enter
the AMASTR code or select from the popup selection field.

Assets Reference Type

One Reference Type is held in the Customer Service System Parameters for use in AssetMaster. This
Reference type is user defined and is set up in the following Menu Option. System Administrator Menu -
Production >> Customer Service >> Parameters >> Reference Type Maintenance

Enter the code if known or select from the list of available reference types using the pop Selection field.

Other reference fields for this interface are recorded in the Financial Interface Product Parameters.
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Access from Pathway to AssetMaster

Customer Service Request Maintenance

System Administrator Menu - Production >> Customer Service >> Request Entry

8| Request Maintenance

4
Request Humber 1414

®

System Date Entered |D4-Sep-2DD2 10:40:07

Date Received |04-Sep-2002 10:40:07
Reguest Type Code |PH ﬂ
Receiving Officer |SCAADMIN | » |
Responsible Officer |SCAADMIN ﬂ
Actioning Officer |SCAADMIN ﬂ
Cortact Type Code (P ﬂ
Reguestor Type Code |R ﬂ

Reguest Status |UNACTIOHED ﬂ

Respond by Date

Pat Hole - Small

System Administrator (Test UDF Definition)

System Administrator (Test UDF Definition)

System Administrator (Test UDF Definition)

Telephone

Fesident

|nactioned System Completion Date |

Date RespondediTime Taken Days v Working Days w
Priority |1 Date Priovity Last Modified |U4-Sep-2UU2 10:40:07
Motes Summary  |04-Sep-2002 10:40:48 - Confidentisl Mote ~
04-Sep-2002 10:42:25 - Eddi Chicco - RESTRICTED P
Applications 3 J [ Multiple Links
Assessment »| .| O
Lizensing »| .| O
Keywward Marme Details
Address Details Phone Mumbet
Options
J Hotes J References J J
J Mocules J Tazks J J E-mail History J
Copy | Prink | Ok | Cancel

Request Maintenance Form

@ Yellow Glyph — the Appearance of the Yellow Work Order Glyph identifies that this request currently
has no links to an AssetMaster work order or an AssetMaster Asset record.

Red Glyph
Associated Menu

Creation of Interface Table

Due to the complexity of the AssetMaster interface table, we are unable to create

AMS WKO_EXT — AssetMaster Work Order

This table holds work order requests generated by the creation of a new Customer Request in Pathway.
The requests will be polled for and processed by AssetMaster.

Note that this table is defined by AssetMaster. Because the combined size of all the columns breaks a
Uniface limit (and in any case, Uniface would attempt to generate an overflow table), the table will not
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be created in Uniface, but will be created using the following script, and will be written to via an
INSERT INTO SQL statement used in conjunction with the sq1 proc statement:-
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VIS SUL SElverl VETSTUTT.
CREATE TABLE [AMS_WKO_EXT](

[WKOID] [int] NULL,

[EXTID1] [varchar](50) NULL,
[EXTID2] [varchar](50) NULL,
[WKOID_USER] [varchar](20) NULL,

o [ +
ITaCiTC vVCTSTUTT.

CREATE TABLE "AMS_WKO_EXT"(

"WKOID" NUMBER(12),

"EXTID1" VARCHAR2(50),
"EXTID2" VARCHAR2(50),
"WKOID_USER" VARCHARZ2(20),

Activate [PROGID] [int] NULL, "PROGID" NUMBER(12), the data

; [ACTID] [int] NULL, "ACTID" NUMBER(12),

items 1o [BUDGETID] [int] NOT NULL, "BUDGETID" NUMBER(12) NOT NULL, be

mapped, [CREATED_BY] [varchar](50) NULL, "CREATED_BY" VARCHAR2(50), and select

a [GENERATEOFFICERID] [varchar](50) NULL, "GENERATEOFFICERID" VARCHAR2(50),
[OWNINGOFFICERNAME] [varchar](50) NULL, "OWNINGOFFICERNAME" VARCHAR2(50),
[OWNINGDIVISIONID] [varchar](50) NULL, "OWNINGDIVISIONID" VARCHAR2(50),
[CREATIONDATE] [datetime] NOT NULL, "CREATIONDATE" DATE NOT NULL,
[OBJECTID] [int] NULL, "OBJECTID" NUMBER(12),
[WORK_COMPLETE] [int] NULL, "WORK_COMPLETE" NUMBER(12),
[NOTE] [varchar](2000) NULL, "NOTE" VARCHAR2(2000),
[PRIORITY] [int] NULL, "PRIORITY" NUMBER(12),
[STATUS] [int] NULL, "STATUS" NUMBER(12),
[STATUS_DATE] [datetime] NULL, "STATUS_DATE" DATE,
[MAINTTYPEID] [int] NULL, "MAINTTYPEID" NUMBER(12),
[WARRANTY_DATE] [datetime] NULL, "WARRANTY_DATE" DATE,
[REPORTED_BY] [varchar](50) NULL, "REPORTED_BY" VARCHAR2(50),
[REPORTED_DATE] [datetime] NULL, "REPORTED_DATE" DATE,
[SUPERVISORID] [varchar](50) NULL, "SUPERVISORID" VARCHAR2(50),
[PARENTWKOID] [int] NULL, "PARENTWKOID" NUMBER(12),
[EXP_START_DATE] [datetime] NULL, "EXP_START_DATE" DATE,
[EXP_FINISH_DATE] [datetime] NULL, "EXP_FINISH_DATE" DATE,
[SCHED_START_DATE] [datetime] NULL, "SCHED_START_DATE" DATE,
[SCHED_FINISH_DATE] [datetime] NULL, "SCHED_FINISH_DATE" DATE,
[ACT_START_DATE] [datetime] NULL, "ACT_START_DATE" DATE,
[ACT_FINISH_DATE] [datetime] NULL, "ACT_FINISH_DATE" DATE,
[LAST_MODIFIED_BY] [varchar](50) NULL, "LAST_MODIFIED_BY" VARCHAR2(50),
[LAST_MODIFIED_DATE] [datetime] NULL, "LAST_MODIFIED_DATE" DATE,
[CONTACTID] [int] NULL, "CONTACTID" NUMBER(12),
[CONTRACTID] [int] NULL, "CONTRACTID" NUMBER(12),
[REFID1] [varchar](255) NULL, "REFID1" VARCHAR2(255),
[REFID2] [varchar](255) NULL, "REFID2" VARCHAR2(255),
[REFID3] [varchar](255) NULL, "REFID3" VARCHAR2(255),
[REFID4] [varchar](255) NULL, "REFID4" VARCHAR2(255),
[GLCODEZ1] [varchar](50) NULL, "GLCODE1" VARCHAR2(50),
[GLCODEZ] [varchar](50) NULL, "GLCODEZ2" VARCHAR2(50),
[GLCODES] [varchar](50) NULL, "GLCODE3" VARCHAR2(50),
[GLCODEA4] [varchar](50) NULL, "GLCODE4" VARCHAR2(50),
[REFID5] [varchar](255) NULL, "REFID5" VARCHAR2(255),
[REFID6] [varchar](255) NULL, "REFID6" VARCHAR2(255),
[REFID7] [varchar](255) NULL, "REFID7" VARCHAR2(255),
[REFID8] [varchar](255) NULL, "REFID8" VARCHAR2(255),
[REFID9] [varchar](255) NULL, "REFID9" VARCHAR2(255),
[REFID10] [varchar](255) NULL, "REFID10" VARCHAR2(255),
[REFID11] [varchar](255) NULL, "REFID11" VARCHAR2(255),
[REFID12] [varchar](255) NULL, "REFID12" VARCHAR2(255),
[REFID13] [varchar](255) NULL, "REFID13" VARCHAR2(255),
[REFID14] [varchar](255) NULL, "REFID14" VARCHAR2(255),
[REFID15] [varchar](255) NULL, "REFID15" VARCHAR2(255),
[REFID16] [varchar](255) NULL, "REFID16" VARCHAR2(255),
[REFID17] [varchar](255) NULL, "REFID17" VARCHAR2(255),
[REFID18] [varchar](255) NULL, "REFID18" VARCHAR2(255),
[REFID19] [varchar](255) NULL, "REFID19" VARCHAR2(255),
[REFID20] [varchar](255) NULL, "REFID20" VARCHAR2(255),
[REFID21] [varchar](255) NULL, "REFID21" VARCHAR2(255),
[REFID22] [varchar](255) NULL, "REFID22" VARCHAR2(255),
[REFID23] [varchar](255) NULL, "REFID23" VARCHAR2(255),
[REFID24] [varchar](255) NULL, "REFID24" VARCHAR2(255),
[REFID25] [varchar](255) NULL, "REFID25" VARCHAR2(255),
[REFID26] [varchar](255) NULL, "REFID26" VARCHAR2(255),
[REFID27] [varchar](255) NULL, "REFID27" VARCHAR2(255),
[REFID28] [varchar](255) NULL, "REFID28" VARCHAR2(255),
[REFID29] [varchar](255) NULL, "REFID29" VARCHAR2(255),
[REFID30] [varchar](255) NULL, "REFID30" VARCHAR2(255),
[REFID31] [varchar](255) NULL, "REFID31" VARCHAR2(255),
[REFID32] [varchar](255) NULL, "REFID32" VARCHAR2(255),
[REFID33] [varchar](255) NULL, "REFID33" VARCHAR2(255),
[REFID34] [varchar](255) NULL, "REFID34" VARCHAR2(255),
[REFID35] [varchar](255) NULL, "REFID35" VARCHAR2(255),
[REFID36] [varchar](255) NULL, "REFID36" VARCHAR2(255),
[REFID37] [varchar](255) NULL, "REFID37" VARCHAR2(255),
[REFID38] [varchar](255) NULL, "REFID38" VARCHAR2(255),
[REFID39] [varchar](255) NULL, "REFID39" VARCHAR2(255),
[REFID40] [varchar](255) NULL, "REFID40" VARCHAR2(255),
[REFID41] [varchar](255) NULL, "REFID41" VARCHAR2(255),
[REFID42] [varchar](255) NULL, "REFID42" VARCHAR2(255),
[REFID43] [varchar](255) NULL, "REFID43" VARCHAR2(255),
[REFID44] [varchar](255) NULL, "REFID44" VARCHAR2(255),
[REFID45] [varchar](255) NULL, "REFID45" VARCHAR2(255),
[REFID46] [varchar](255) NULL, "REFID46" VARCHAR2(255),
[REFID47] [varchar](255) NULL, "REFID47" VARCHAR2(255),
[REFID48] [varchar](255) NULL, "REFID48" VARCHAR2(255),
[REFID49] [varchar](255) NULL, "REFID49" VARCHAR2(255),
[REFID50] [varchar](255) NULL, "REFID50" VARCHAR2(255),

IAl-#NSTR] [varchar](1000) NULL, 0 Pﬁ@ﬁi_msm" VARCHAR2(1000),
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[INT_RECORD_TYPE] [varchar](50) NULL,
[INT_ORIGIN_SYS] [varchar](50) NULL,
[INT_CREATE_DATE] [datetime] NULL,
[INT PROCESS DATE] [datetime] NULL)

"INT_RECORD_TYPE" VARCHAR2(50),
"INT_ORIGIN_SYS" VARCHAR2(50),
"INT_CREATE_DATE" DATE,

"INT PROCESS DATE" DATE):
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destination (if being mapped to the NOTE field, check on the NOTE field checkbox and enter the text to
be used to prefix the data; if being mapped to a REFID field, select the REFID field from the dropdown
list).

Not all Pathway fixed fields are available on this form: only those that were specified as being mapped to
a field in CIFAMWO are included. These are:

Request TPK (TPKACRREQU.ACRREQU) : will always be mapped to EXTID2; may also optionally be
mapped to NOTE and/or any REFID field

Request Number (REQUNUM.ACRREQU) : will always be mapped to EXTID1; may also optionally be
mapped to NOTE and/or any REFID field

Request Type (REQTCODE.ACRREQT / DESCR.ACRREQT) : may optionally be mapped to NOTE
and/or any REFID field

Receiving Officer (USERID.CSYUSER / USERNAME.CSYUSER) : USERID will always be mapped to
REPORTED_BY; USERID and/or USERNAME may also optionally be mapped to NOTE and/or any
REFID field

Responsible Officer (USERID.CSYUSER / USERNAME.CSYUSER) : USERID will always be mapped to
SUPERVISORID; USERID and/or USERNAME may also optionally be mapped to NOTE and/or any
REFID field

Actioning Officer (USERID.CSYUSER / USERNAME.CSYUSER) : USERID will always be mapped to
OWNINGOFFICERNAME; USERID and/or USERNAME may also optionally be mapped to NOTE and/or
any REFID field

Questionnaire : if the mapping is Active, the Questionnaire data will be mapped to SPECIAL_INSTR with
the label text being mapped to the NOTE field

Documents : if the mapping is Active, the label text will be mapped to the NOTE field

E AszzetMaszter Data Mapping Maintenance _ O] x|
Wtk Order Name  [s.szethaster |
= hap Ta =
— Data ttem ——— Code/Descr —— Reference Field/Role Type Link MOTE Field (Lakel) REFID Field Active —
W' I (none) || u
[Fequest Humber < | I REFID17 |- ] [l
[Feauest Type B M M V! [service Type: REFIDT .| vl
|Receiving Officer | v v I (none) -] u ll
W | ' (none) -] u Move
Actioning Officer | | v I (none) -] u LI
CiLestionnaire ] [~ [Guestionnaire exist| [+
Documents = ¥ [Pathway Service Re v

Insert | Cancel |

Reference Fields and Role links: any Reference Field or Role Type Link (selectable via a pop-up) may
be defined for mapping to NOTE and/or any REFID field. Use the Insert button to add mappings as
required:-

B AssetMaster Data Mapping Maintenance M=l E
Work Croer Name  [&ssethaster |
= Map To =
— Data ttem ———— CodelDescr —— Reference FieldRole Type Link MOTE Field (Lakel) REFID Field Active —

W ' inone) =] u

[Fecuest Humber— ~ ] r [REFID1T =] [l
W ¥V M ¥ [service Type: REFID7 |+ | [
IW | 2 v I (none) <] u ;I
W | 2 v ' (none) <] u Mave
&ctioning Officer + ] | 2 v I (none) [+ u ;I
Guestionnaire ] vl [ouestionnaire exist| v

Documerts ] ¥ [ched document(s). | v

Reference Field |- | | L)I I |(none} -] u

Reference Field

Role Type Link

Insert | ok I Cancel |
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Use the pop-up button to select the required Reference Field or Role Type Link, then map to the NOTE
field and/or a REFID field.

Once the mappings are defined, the Move buttons may be used to control the order in which data items
mapped to the NOTE field are concatenated.

Press OK when done.

B AssetMaster Data Mapping Maintenance 1 ]
York Croer Name  [4ssethiaster |
= Map To =

— Data ttem ———— CodelDescr —— Reference FieldRole Type Link MOTE Field (Lakel) REFID Field Active il
Ciestionnaire = ¥ [Questionnaire exist v ;I
Cocuments = v Pathway Service Res v
IW EQUIPMENT : Parking Meter ID L)I ¥ [Pathway Equipment| [(none) |+ v
[Feterence Field -] REGISTRAT : Car Registration I 3| [¥ [Registration Humbe [inone} [} Iv| |
[Reference Field  [=] LOC : Location 2| I |pathway Location: inone} |+ Iv| Move
[Reference Field =] OTHER : Other Information | | [¥l [Pathway Other Infor [inone} [} Iv| [ 7]
[Fole Type Link =] [CHA 151 : Customer Hame L)I il REFID2 |+ v
Fiole Type Link =] LPA 1: Property L)I ¥ [Pathway Property I [inone) 3 v
Fole Type Link =] LPA 2 : Street'Suburb L)I ¥ |[street Segment ID:  [inone) 5 ¥V -

Insert Cancel

Hansen and AssetMaster E-mail Recipient Notification

The Hansen and AssetMaster interfaces have been enhanced to retry an update to a Pathway Customer
Service Request received from the interface that failed because the Request was locked by an interactive
Pathway user.

Such failures were not notified to the user, and the update was lost.

Each update that fails due to the Request being locked is now notified to a nominated Pathway User by e-
mail, and the update request will be flagged for reprocessing.

Hansen

The background process will now check via the Customer Service Global Interface whether the Request
nominated on the incoming update request is locked before attempting to process it. If the Request is
locked, a record will be written to the ACREXCP table with the new status field (LOCKSTATUS) set to
‘LOCKED_RETRY’, and the update will not be attempted. @ The background process will attempt to
process any records with a status of LOCKED_RETRY’ again on the next pass of the file.

This retry process will continue until the Request is found to be no longer locked and the update is
successfully processed (or fails for some other reason). To prevent a plethora of e-mail notifications
being sent if retries for the same update request are processed in quick succession due to light incoming
traffic, a notification will not be sent if the previous notification for the same update request was sent
within the last 15 minutes.

AssetMaster

The background process will now check via the Customer Service Global Interface whether the Request
nominated on the incoming update request is locked before attempting to process it. If the Request is
locked, the status (INT_STATUS field on the table CIFAMNT) of the incoming update request will be set
to ‘LOCKED_RETRY’, and the update will not be attempted. The background process will attempt to
process any records with a status of ‘LOCKED_RETRY’ again once it has finished processing the current
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incoming XML document, and again the before proceeding to process any new update requests from the
next incoming XML document.

This retry process will continue until the Request is found to be no longer locked and the update is
successfully processed (or fails for some other reason). The ACREXCP record will then be deleted.
To prevent a plethora of e-mail notifications being sent if repeated retries for the same update request are
processed in quick succession due to light incoming traffic, a notification will not be sent if the previous
notification for the same update request was sent within the last 15 minutes.

E-mail Notifications

All e-mail notifications generated from the Hansen interface will be sent to the Pathway User nominated in
the Customer Service System Parameters. If no Pathway User is nominated, no e-mail natification will be
sent.

All e-mail notifications generated from the AssetMaster Interface will continue to be sent to the Pathway
User nominated on the AssetMaster Work Order Input Control form: however, if no Pathway User is
nominated, the Pathway User nominated in the Customer Service System Parameters will be used by
default (if no Pathway User is nominated in the Customer Service System Parameters, no e-malil
notification will be sent).

Confirm Interface

Parameters:

Set the Work Order Product in: System Administration >> Integration >> System Parameter Maintenance
to "Confirm".

Setup Request Types for Confirm via System Menu >> System Administration >> Integration >> Financial
System Parameters >> Financial System Interface Product >> CONFRM >> Modify >> More.

Setup Plan Types for Confirm via System Menu >> System Administration >> Integration >> Financial
System Parameters >> Financial System Interface Product >> CONFRM >> Modify >> More >> Plans.

Processing:

A ‘Create Work Order’ option will display in the Options panel under Processes. This option is specific to
Confirm and should not be seen for any other interface.

When the ‘Create Work Order’ option is invoked, the following should occur:

a. If the Request is one which is linked to a single Plan which is a registered Confirm Plan Type, then it
should create the Work Order Reference, hide the "Create Work Order" Process Optioo and bold the
"Work Orders" Option with details of the External Reference.

b. If the Request is one which is linked to a multiple Plans which are registered Confirm Plan Types, then
it should result in user selection of the Plan Type followed by creation of the Work Order Reference, hide
the "Create Work Order" Process Optioo and bold the "Work Orders" Option with details of the External
Reference.

c. If the Request is one which is linked to a Plan which is not a registered Confirm Plan Type then it
should result in a message: "Confirm Request could not be created as no valid Site Codes could be
found. Check the Property or Street/Suburb Links.”
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