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1. BDEX Release 4.3




1.1. Enhancement Detail

Release 4.3 includes the following new features:
Ability to defer cases

Ability to Log in/out of BDEXx

Enhancements to Get Work

Skill Matrix for Get Work

Enhancements to the Productivity Report

C4C Integration has been enabled

See the release note for more details:
Release Note v4.3



http://docs.basistechnologies.com/bdex-release-notes/1/en/topic/bdex-release-4-3

1.1.1. Defer Cases

Standard SAP does not allow users to pend or put cases on hold and quite often this is a necessary task
when further action is needed before the case can be completed. Now you can do this in BDEx. The
ability to defer cases to a future date has been added as an action available in the Customer Centric
Hub and the Dynamic Work Center.

Cases can be deferred for the same user to review or deferred back into the work queue. The users can
see their deferred cases and the managers can view cases deferred back to the queue and items
deferred by their team. This means the user can attempt to resolve the case, add the deferral if they are
waiting on further action to a specified date and once reached the case will automatically appear back
into the user’s work list for review.

< W BDEx Dynamic Work Center

o ) Start other activity ¥ Logost  Cancel

¥ BOEx work center
Deferred back to queue
Parsonal worklist
* Watchad items - ‘ v T l= & il

E" Deferred itams Class Class text  Subclass Subclass tewt Key Deferred date Deferred reason Defr by Defr count MD object MD MD Object Key

B~ My daferred items [l BPEM Case Z006 Implausible read - Tolerance Limits (relative) Q000000257 04.10,2019 CUSTOMER_CALLBE MKHANS 2 1500009 28 0000000000100

LE "f_‘_"_‘_‘é F] BPEM Case BIO1 Eilling Document for Contract has been outsorted 0000000277 04.10.2019  CUSTOMER_CALLBK MKHANS 2 I5U0003 E 0000001030
i Toam's dafarred ftems [ BPEM Case ZCON  Billing Block For Contract 0000000500 30.09.2019  ANOTHER_CASE  MKHANS Z ISU0006 2 3000000006

Outbax [E] BPEM Case 7004  Implausible Meter Reading 0000000723 04.10.2019  CUSTOMER_CALLEK MKHANS 2 ISUD0CS 22 0000000000100
= Organisational assignments

\, Custom search
& Manager view

% Team log

Deferral reasons are configured with a default period which can be adjusted by the user. This way, the
business can control the reasons why you can use defer and the maximum hold periods for these.

L4 ».E! ‘? Data Browser: Table /BTIUMDE_BWC_DFR Select Entries 3

MAN_ DEFERRED_REASON | DEFERRED_REASON_TEXT DEFERRAL_DURATION

100 JIkNOTHER_CﬁSE Ancthar Case 3
100 CUSTOMER_CALLBK | Customer Callback 7
100 SERVICE_ORDER Service Order 12

Cases can be deferred using a right click action from the personal worklist. Managers can defer cases
which are in the queue and using custom search Giving managers the ability to override and move the
cases as they see fit.

When the user selects to defer a case, they are prompted to add a deferral reason. When the deferral
reason is selected the date, period is automatically populated.
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tams | Plare  Clare fmout K mne Subelace 1IN Sk
= Enter deferral reason X
ic |
a2 I all |
Deferred reason Customer Callback N
v 1L =
Deferred date 04.10.2019 '

P

Immediately the case is removed from the user’s personal worklist and the user can continue to work
other cases. Once the deferred date is passed the case will return into the queue or the users Personal
Worklist. A job has been provided to remove cases from defer.

3 HHARFORD G —F %
L4 3 J BDEx Dynamic Work Center
o (D Start ot aceuiy T Logout  Cancal Mo @ 0O 8O ea
] BDEx wark cemer
Persomal warklist

i Personal worklist

* Winkched fiems =] 8 L[]~ |l || |5 Gt vear

" Deferred bems Class Class et Key  SubclassID Subclass bt " Prio Created oo Status sext Defurred date T Processor Changed on . Wi Count Due Dase

I Oubox r" . BPEM Case o0 BML Eilling Document tar Conte 2 29.062015 In Process 22082009 HHARFORD 13.09.2019 1 79.06,200%

T Organisational assignmesis ® BPEMCime 7ML BNL Billing Diocument dor Coner 07.00.2018 in Process HHARFORD 20,08.2019 1 07.09.2008

4 Custom search ® EPEMCie 4D BIL Billing Dcument $ar ot 08.09.2019 In Process 22092009 HHARFORD 19.09.2019 1 0M09.2019

& Manager view @ BPEMCisa 741 BNL Billing Cocumant for Cantr 08.09.2019 In Frocess HMHARFORD 20.08.2019 1

% Towm log =

ROFM Coamn U R Fillires e uumunrt e Cirinas OR.0% 2018 In Proca HHARFOAN 201097019

A maximum deferral date can be added to the options to ensure the user doesn’t defer a case too far
into the future.

Please review the post implementation instructions to understand how to set up and activate this
functionality.

General Configuration to Activate Features
Configuration for Defer Cases
Batch Job for Defer Cases
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1.1.2. Allocate Work as Training

A new action has been added to forward work as training. This is useful to allocate work to users
learning to work cases. Training work is shown / counted separately in the productivity report which
ensures user productivity statistics are not negatively impacted while training.

Managers can right click ‘forward as training work’. This will set a training flag and enable managers to
assign and track progress of training cases.

'y n-.z! ? BDEx Dynamic Work Center

BOE= waork cenbar —_— 5
Organisational assignrmenis®
3+ Porsoma] wodkls

T

o Watched e 4 . i ] = ol
§i" Daterred itoms Class Class tawt  Subclass Kay Sebclass texd Due Date * “Pria Craated an Status g0 Datles
% Cube o | i BRES Pannl AL T dmmbeanition pgad (9,09 2019 1 09.09.2009  In Process
< Oegarizstional assignments & BP i b vearid ki road 09.08. 3019  in Process
L, Curshom saanch & BP e weirk Psquest raad 05,09, 2019 In Pracess
_..' Manager view * BP Assignment History raad 09.09.2009  In Process
%= Team log & &P raad 09.09.2019  In Process
‘g in BDEx
e BP raad 09.09.201%  InProcess
Fonaard
Baassign

Deliar Cafi
Forward as training work

Infcam when résolved

Please review the post implementation instructions to understand how to set up and activate this
functionality.

General Configuration to Activate Features
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1.1.3. Log In / Out BDEXx

BDEXx Release Notes - R4.3

SAP has no concept of log out. You are either in the system or not. This makes it difficult to understand

how long a user has been active and working.
A new option logs on to BDEx and out of BDEX is now available. Users are prompted to login to BDEXx

when they launch the Dynamic Work Center or Customer Centric Hub.

W
X

EEl #"' A

Y

= L ogged Off
| B = |
Logged off BDEx
[ |
[i]  Logoff date: 27.09.2019
Logoff time: 20:04:04

et
LY.

7 Logon

32 Exit

A log out button has been added to the screen to enable the user to log out of BDEXx.

An option has been added to

| ’ | v (O Start other activity %, Logout Cancel More

v [& BDEx work center L 1
Organisational assignments*
=& Personal worklist

% Watched items Q==K Ldhd|lR: L VBVl

g"° Deferred items Class Class text  Subclass Key Subclass text  Due Date
> (L, Outbox v e [BF‘EM Casej 2006 776 Implausible read 09.09.2019
» [£ Organisational assignments @ BPEM Case 2006 778 Implausible read

-\ Custom search @ BPEM Case 2006 786 Implausible read

BDEx Dynamic Work Center

" “Prio Created on

1 09.09.2013
09.09.2019
09.09.2019

Status text Defferred
In Process
In Process

In Process

automatically logout users if they have been idle in the system over the
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maximum idle time.

MDE:Configuration of parameters

Option 1D Option Description Value
35 Get related cases for the priority work Fb{
36 Allow user to get wark if they have training work h?‘.

v 37 Idle logout time in minutes a5

If the user is idle over the maximum time the user will be automatically logged out and will have to log
back into BDEXx by clicking on the logon prompt.

h-i - ! '? BDEx Dynamic Work Center

v ~ | More v

~ [£] BDEx work center
=L Personal worklist

X Watched items

y = Logged Off
> g% Deferred items €6
> L Outbox
> [ Organisational assi I—l ogged off RDF)(—l
L 4
Cy, Custom search
& Manager view G Logoff date: 27.09.2019
% Team log
Logoff time: 19:40:40
Logoff reason: dle for over 35 minutes

« Logon 3¢ Exit

This data is recorded in the activity log to enable the Productivity Report to calculate the users total log
on time in the BDEXx system. Now the report can accurately calculate the users shift times and see how
long they have been working in BDEX.

To use the log out idle functionality a job is required to be scheduled in batch, program name:
/BTI/MDE_LOGOUT_USERS. This job should be scheduled as frequently as the log out idle time to
ensure the system can pick up the idle users and log them out effectively i.e. if the log out idle time is 20
minutes the batch job should be ran every 20 minutes. If you run the job less frequently then that will
increase the idle time.

Please review the post implementation instructions to understand how to set up and activate this
functionality.

General Configuration to Activate Features
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Batch Job for Log In/Out
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1.1.4. Create a Case from BDEXx

Standard SAP transaction EMMACH1 is difficult to use if you are unfamiliar with it. How do you make sure
the right objects are added into case? How do you check the users are creating the right cases? You can
set up the case creation from within your Customer Relationship Management system whereby you are
using CRM or C4C however, this means logging into a new system from outside of the back office.

BDEXx has a new action to enable a user to create a case from BDEXx. This launches a pop-up whereby
the user can select the appropriate case categories from a pre-configured list.

EDEx: Create Case x

Casze Category |ZCON | O

Once the case category is selected the primary/secondary objects are selected from the configuration of
the case and the objects will be populated automatically if BDEx has the data references available .
Preventing the user from remembering what objects to add and memorizing the correct elements and
object types to be added.
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= BDEx: Create Case X
i T
BusinessProcess EBIO0002 Original Date 2?.09.2019 ] Due Date 27.09.2019
Bus. Proc. Area EBI Original Time 17:01:23 Due Time 17:02:23
Case Type Z01A Processor Status 1 Mew s
Case Category ZCON | Billing Block For Contract
Case Priority 2 High v
Primary Object
Utility Installation 3000000008
Secondary Object(s)
Utility contract 0000000007
Case 0000000257
Notes
Q 1L
Mote template - Case Created by User
When using new action - Create BPEM in BDEx
Lil,Col Ln1 - Ln 11 of 14 lines
If a case is created from another case — the source case number is added to retain visibility.
Template notes can be configured for the case category.
= > HMARFORD
£ b ’ Data Browser: Table BTIMDE_C_BPEMN Select Entries 3
o & @ O CheckTable. = i & ¥V B fx v £ B 8 B B cacel Mvewv
MAN  CCAT DEFALLT_TEXT_A DEFAULT_TEXT_B DEFAULT_TEXT_C DEFAULT_TEXT_D DEFALLT_T
100 J' Note template - Case Croated by Usar When using new actien - Create BPEM in BDEx
100 B0l Notes Une 1 test You can craata a list of Implausible meter reading results for sevaral. Mater readings are displayed alang with the actual consumgtion and Mater readings are displayad along with tha actual consumgtion and demand

100 ZCOM | Mote template - Case Created by Usar When using new action - Create BPEM in BDEx
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v v| 8 & (3 += Cancel Morev

l_ L}
Case Category l EZCON

BDEx:BPEM case ;:ategéaries default notes

ENote template - Case Created by User
‘When using new action - Create BPEM in BDEx

Text from the template is prefilled and presented and users can then make changes as required.

Please review the post implementation instructions to understand how to set up and activate this
functionality.

General Configuration to Activate Features

Configuration for Create Case
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1.1.5. C4C Integration in BDEX

C4C is the new front-end system SAP have developed to improve the end user experience. In this
system both tickets and activities can be created to record customer interactions or create hand offs
between teams in the front-end system. Back office has no visibility to this in standard SAP they will
need to log into the front-end system and look for the specific customer to see if any work/notes are
relevant to their work. This is time consuming and requires training on multiple systems.

Therefore, BDEx has been developed to integrate with these systems and display both Tickets and
Phone Call activities within the Customer Centric Hub.

These items will be displayed just as any other work request you can see in BDEx. Reducing the need
for extra training. Helping your users make informed decisions and providing all the information they
need to do their job.

BOEy: Buiieeds Partoes 1000000254 on 08/ 11/ 2018

| - Rk g

(- O R T RN CH] | ery (F MO [N] | vk ety
R By
v £ ) et —— ] =
= oy pooototam S
- ) Feitaietied G AL T R I - TSI
= | a7 O loma bt Tob Sl bavt iy T Ll W
T & TR & By ¥ " Ferod Bl (00 et F ae
2 ] ]
i somomaicmanur ¥ [T & et iy 043 | oS a
i e ] B G MG Cwirved Bleg Mes GBI M000EiicE 3 I
= o L} ey el W P e (5] RS Vet s ar
+ B +aeaeazis g ¥ P B (4] TR et L
+ I st By e # Parudc Bl (4 | peea ] et ] v

e ]
& oo =2

> m LR L
o L= Hr ]

s Q 27 o

) e g "

"] T SRS bt Baing Order laeilal ] R .

T By Ow [~} Ferndic g () L] BT | e an o
o Bileg O Q a o Bl (0 et ] BT |iean | ik an &
o Tk 2 Ak KD g Tex I &1 | kiw | g 400 fur
G Megoe G G P Mg ) pr— B ¢ |ienn |k a5 wu
i smee  § xT am - B 1w | e 250 De
tf Tehe D DAY KD - Sl a1 O o 3 250 e
Hl Tamt G AT WD - Detrbuted Deegy B B a1 [eba | Does ENIVHIF  SVINHIS BN Dw
G Megoed 0 W e Bl (4 ] et FERCA WILH 8 W D
Gh Mrgled  TJ 4 Feedc Ming (M) B R 2 T
o By O Q& e Bileg (. ] BT e | i anh o
Sy Bileg e Q& P Bl (40 | hostexd BT |iean | i an
 Megow Q@ Pt Bl 033 | e B r e | ik am
o et 3 KT e o I S 258 e
o Teen Oy A Creste BN ra IR = 250 e
ol Temst S CALY B - Mt R Tk e TN R BN Dw
dl Tamet &y H T W D
TR T [ Sy e e | Ao T
Gy Mrged G & Peeodc blieg (4 s A B P Mecin | ikie BB M-
T Bileg S Q& P Bileg (da ) ] B P | | a8s imi v

The activities and tickets are extracted real time using the history filter in the BDEXx Profiles. The notes
are displayed in the notes tab to enable the users to see all the interactions in one place.

These can be switched off at the Profile level if decided C4C data should not be displayed.

Please contact Basis Technologies to understand the activation process and integrations required for
this functionality.



1.1.6. Productivity Report Updates

Changes have been made to the productivity report to ensure clearer reporting and enable more

accurate times and statistics.

The selection screen has been updated to enable to choose a organizational unit or position instead of

only choosing from a range of agent IDs.

< v-i . '? Productivity Report

v E_ .. Ia Technical Settings Cancel More

Options - Choose the dept, team or users
Agent | to u)
Department

*ositi

Select Date Range
From Date 27.11.2019
To Date 03.12.2019

v| BPEMs only

The department drop down selects a single organization unit to select from. If an entry is chosen, the
report will select all agents related to the organizational unit and any associated objects under this.



Basis Technologies

Options - Choose the dept, team or users
Agent
Department

Position/Team

Select Date Range
From Date
To Date
v| BPEMSs only

BDEx Release Notes - R4.3

to

50014492

50014493

Basis Technologies International
Billing

Billing Team

Billing Team

Example Org
Exception Management
Executive Board

Fl

Finance department
HR

MDE

Meter Reading

The position/team drop down enables the report to be run for the specific agents assigned to that

position.
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| v‘ v (C [ Technical Settings Cancel More v

Options - Choose the dept, team or users

pgen | | e |

Department v ]
Position/Team !
Billing Agent #
_'Select Date Range Billing Agent
From Date
Billing and Metering SME
To Date

'v| BPEMs only Billing Manager
Billing Supervisor / Manager
Billing Team Lead

Billing Team Member

Chief Information Officer
Developer

Device Management Electricity
Device Management Gas
Information Developer
Information Developer

Information Developer =

The transformation program selection screen has also been updated with new filter options:
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vl v (C Cancel Morev

® Work Totals

() Total Work Sessions
() Total Sessions

) Department Totals
() Team Totals

() Agent/User Totals
() Display all data

Show DWC items only
Show Training Work only
Hide Training Work

[ I8 (N |

MDR Transformation run options

) Latest run for user lHHARFORD
() Selected run l

@ Latest run
Ir' \

Show training work only
This filters cases without the training flag set.

| v ¥ @ 2 T V I % B & L =@ .al Cancel Morev

CCat Case Category Text =Completed AHT  EHT =Worked Tim ¢ Idle Time s'raunmlrmﬂ
9 + 4381 - 20200 - 24,581

BIO1 Billing Document for Contract has been outsorted 113 1,800 3,747 5235 8982 v

BIO2 Billing Document for Contract has been outsorted 20 600 43 2,322 2,365 V|

ZCON Billing Block For Contract 112 600 591 12,643 13234 v

Hide training work:
Any cases with the training flag will be hidden.
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| vl v @ 2 T V I % B & L ® .ul Cancel Morev

ccat Case Category Text =Completed AHT  EHT =Worked Tim & Idle Time = Total Time Training W
[ i - 288 = 6102 + 127,422 - 133,525
BIO1 Billing Document for Contract has been outsorted | 1 113 300 515 6,102 6,617

BI33 BRO3 Correction Exception to Automation [ R 76 13158 1323 [
BOR1 Multiple BQ Required for Price Change Exception Wi 1 699 300 699 5918 6617

Ecc Move Out Falled For Contract 17 300 17 6600 6617
2006 Implausible read 14 360 14 2,351 2,365

zcon Billing Block For Contract 112 1,500 711 5906 6617
CUSTOMER_CALLBK Customer Callback a7 1524 24058 25583
FREE_TEXT 9 9 6608 6617
METER_CHECKS Meter Checks 9 1,304 31,486 32,790
TAX_ANNEXATION  Tax Annexations 65 1233 25235 26468

If neither option is set all the cases will be displayed, both training and not training work.

| v v @ = T YV 1 % B & L B al Cacel Morev

CCat Case Category Text =Completed AHT EHT =Worked Tim = Idle Time = Total Time Training W
[ 1 . 204 .+ 10,483 - 147,622 - 158,106
BIO1 Billing Document for Contract has been outsorted | 6 113 1800 3,747 5235 8982
BI01 Billing Document for Contract has been outsorted 1 113 300 515 6102 6617
BI02 Billing Document for Contract has been outsorted 1 20 600 43 2322 2365
BI33 BRO3 Correction Exception to Automation B e oo 7% 13158 13234
BOR1 Muliple BQ Required for Price Change Exception Wi 1 699 300 699 5918 6617

ECC Move Out Failed For Contract B 7 o 17 6600 6817 []
2006 Implausible read B ¢ 0 14 2,351 2,365
ZCON Billing Block For Contract B 1 150 7M1 5906 6617
2CON Billing Block For Contract B 12 0 591 12643 13234 v
CUSTOMER_CALLBK Customer Callback B v 1,524 24058 25583
FREE_TEXT B - 9 6608 6617
METER_CHECKS  Meter Checks [ T 1,304 31486 32,790
TAX_ANNEXATION  Tax Annexations E s 1233 25235 26,468

The productivity report has been updated to include additional fields.
* Active pause

* Inactive pause

* Worked time

* Logged on time (Total Time)

* Idle time

* Active %

* Training Work
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14 K E - " Productivity Report (01.09.2019 - 06.11.2019) - BPEM only
V@ I 3 2 B 1 B aW 8 B R

User Name  Complete na DWC =Completed ®Secondary ®Pending ® Incomplete * Worked = Handled AHT  EHT Active Pau Inactive P * Worked Tim ®idle Time ® Total Time ®Prod Time Prod % Active % Training W

- 5¢ 3 58 = 9. 687 . 41,830 = 83426 -« B16.750 - 43222
'EDE:_IESTII BDEX_TEST1 v 3 3 253 238 889 7557 136,12% 1,142 13.13
BDEX_TEST1 BDEX_TEST1 v 2 2 2,395 3666 136,125 2,395 39.51 o
HHARFORD Hayley Harford  « 4 2 2 12 & 18 1465 1,800 668 8,732 15677 136,125 9,460 2047 3783
HHARFORD Hayley Harford 1 1 3 1 6 4317 300 471 319 4317 B.a44 136,125 4788 695 36.19 "
MEKHANS Khan Mansoor ¥ 2 1 20 2 22 10,610 600 21,219 7597 136,125 21,219 283 5378
MEHANS Khan Mansoor 1 16 16 4218 20,485 136,125 4,218 17.07

Calculations of data

Active and Inactive Pause Time

The active and inactive pause time will be calculated by the pause reasons.

Pause reasons can be configured as either active or inactive pause time.

When adding inactive pause reasons, the Action ID should start OFFLINE®, for active pause reasons the
Action ID should start with ACTIVE*.

ACTIONID FCODE MENUTEXT

ACTIVEOO1 ACTIVEOO1  Working On Important Things
OFFLINEOO1 OFFLINEOO1 Meeting

OFFLINEOO2 OFFLINEOO2 Lunch break

OFFLINEOO3 OFFLINEOO3 Restroom break
OFFLINEOO4 OFFLINEOO4 Training

Active pause time will contribute towards the user productive time.

Total Time

Total time in the report has been changed to calculate the total log in time. This is derived by getting all
the LOG™* actions from the activity log for the date period and looking at each users’ logs. The delta is
calculated between the log out and log on times and aggregated to get the total log in time for the user.
This time is then divided equally across the entries in the report for that user to provide a log on time for
each line in the productivity report.

Worked Time
Time spent actively working on cases is classified as worked time.

Active %

The active % is calculated by the productive time divided by the log on time * 100. This will indicate the



amount of time the user has spent carrying out value add activities.

Training Work
Training work flag has been added to distinguish between work completed vs training work completed.

Productive Time
This is total of worked time and active pause time.

Productive %
This has not changed. This is calculated by the estimated handle time divided by the worked time and *
100 to convert into a percentage.

Idle Time

This is calculated by total time — productive time. To derive the idle time, we are looking at how long the
user is logged on and how long of the log on time was spent working productively.

Training Work

If cases are assigned to users as training, then worked (actions are carried out for the case) the flag will
be set in the report.
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1.1.7. Get Work Options

Get work has been updated to enable different work methods to be selected by the BDEXx options.

Users can now get work by a primary work queue then by other queues if no work is found.

Another option is to get all the work from multiple queues and then determine the priority work that
should be assigned to the user.

- |

e,

Prioritize Work

BDEx has added the ability to get work using the skill matrix which means if the user is not assigned to
an organizational structure, automatic work allocation can still be used.
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* Queue 2 + CS01 +« MRO1
« BIO1 « CS05 « MRO2
« BIO3 « MRO3
« MRO1

Related work within the user’s skill set can be assigned to a user if this option is enabled. This will
enable a user to work via a holistic customer approach rather than working cases in silos.

Cases related to the assigned work that are not within the user’s skill set can be locked from automatic
assignment to ensure users within the same department are not working the same customer at the same
time.

Work allocation priorities can be added for the teams/work queues to ensure the right work is assigned
to the right team. These priorities can be updated real time to enable the operations to determine how
the work is allocated according to their business needs.
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Please review the post implementation instructions to understand how to set up and activate this
functionality.

General Configuration to Activate Features
Updates needed for Get Work
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1.1.7.1. Priorities

Priorities can be determined for work queues in order to establish what sort order should be used when
multiple cases exist but we only want to assign a few top priority cases to the user.

The priorities can be added for any specific fields available in the Dynamic Work Center table /BTI/
MDE_BWC_WRH.

You can add priorities for an organizational unit, position or user level.

If a user is assigned in the org structure and they have priorities set at multiple levels the order of

precedence is:

» Priorities set to position.
» If no position then the system will check if you have priorities for the organisational unit.
* If no organizational unit then the system will check if the user has priorities assigned directly.

See release 4.5 for how to maintain and update priorities.

«¥s Notes to consider:
These field values must make sense to be able to sort the data ascending (i.e. a date,
time, numerical field would be the most appropriate).
Fields containing text such as name would be sorted alphabetically only. Fields that are
X or blank would always prioritise the data by values with flag set.
If the value can ever be blank it is not recommended to use this field — if you have a high
volume of work (with the flag set) you may find the blank values never get assigned.
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1.1.7.2. Skill Matrix

The skill matrix enables work queues to be set up to define the users work queues. These can either be

set as the users primary or secondary queues to be used for work allocation. This means if the user
doesn’t have any assignments in an organizational structure get work can still be used to automatically
allocate work.

£ ...3- '? Data Browser: Table /BTI/MDE_GW_SKIL Select Entries
v B &a O = 82 = T YV BE fx (w ¥+ B 8 B B Cacel Morrev

MAN_ ID| UNAME OTYPE OBJID CLASS SUBCLASS SEQUENCE ACTIVE

100 jl BVISHWAN O 50000001 ISU_BPEM 7004 1X

100 2 BVISHWAN O 50000001 ISU_BPEM Z006 1(X
100 3  BVISHWAN O 50000001 ISU_BPEM DUO1 2 X
100 4 BVISHWAN O 50000001 ISU_BPEM * 2 X
100 5 | HHARFORD ISU_BPEM BIO1 1X
100 6 | HHARFORD O 50000003 ISU_BPEM * 1X

Users can be added to the skill matrix by a work queue and or for a specific set of case categories.

The sequence determines which entry in the skill matrix takes priority.

If you assign the same sequence to multiple records these entries will all be treated with the same
importance and the user will receive the work based off of the priorities determined for the user and get
the top priority work.

For example

User BVISHWAN has 4 entries in the skill matrix.

Both case categories Z004 and Z006 must be routed to position 50000001 (work queue) and both of
these entries have the same sequence.

Therefore BVISHWAN will receive either Z004 or Z006 cases (order is determined by the priority not the
case category).

If there are no Z004 or Z006 cases routed to 50000001 work queue then BVISHWAN will receive DUO1
or * (all other case categories) routed to 50000001 work queues.

Again the order of the cases will be based on the priorities set for BVISHWAN, see more detail in topic
Priorities for how these work.

HHARFORD however, will receive either BO0O1 (routed to any work queue as the assignment is blank) or
any case category routed to 50000003 position.
The priority order will determine in which order those cases are assigned.



1.2. Installation & Upgrade Procedure

Outlines the installation process for the release and all manual steps required to activate/allow any
features to work.



1.2.1. Transport

Sequence Transport ID Description: Transport Request Type Target System
1 B2 BDEXx Release 4.3 Transport of Copies IS-U



1.2.2. Implementation Instruction

Please apply the transport request to the relevant IS-U systems and complete in-house testing.

Once tested the patch should be imported into your systems via the change and release process.



1.2.3. Post implementation Instruction

For existing BDEx Customers
All the new features have been delivered deactivated to ensure minimal disruption to your teams.

Therefore, some configurations and jobs maybe required depending on which features you decide to

use.



1.2.4. General Configuration to Activate
Features

1) /IBTI/MDE_C_OPT
New options have been created and the customer should switch on the appropriate functionality:

Option
ID

28
29

30
31
32

33

34

35

36
37

38

Description

Get work by Priorities

Get work by Priorities for
all Assignments

Enable Deferral
Maximum deferral days
Enable Logout Option

Get work — Get Primary
work by Skill Matrix

If user has work already
prevent Get Work

Get related cases for the
priority work

Allow user to get work if
they have training work

Idle logout time in minutes

Enable create case from
BDEXx

Comments
X to activate
X to activate (takes priority over option 28)

X to activate
Enter value in days

X to activate

X to activate

X to activate

X to activate (also need to add the field name from table /BTI/
MDE_BWC_WRH that determines how to find the related work.

X to activate (takes priority over option 34)
Enter number

X to activate



1.2.5. Configuration for Create Case

1) /BTI/MDE_C_BPEMC

This table controls what manual cases a user can trigger from the Create Case action in BDEX.
Object types [ O] organizational unit, [ S] position or [US] user can be used to define which case
categories the users assigned to that object can create.

< »E- '? New Entries: Overview of Added Entries

Kiegt s - - - - —
v @ i z S Cancel (1 1 & More

BDEx:BPEM case categories for create &
Obj type Agent ID Cat.
& -

2) /BTI/MDE_C_BPEMN
Template notes can be added at the case category level to automatically populate when a new case is
created using the Create Case action in BDEXx.

< F-E ! J New Entries: Details of Added Entries

Case Category INOL
BDEx:BPEM case categories default notes

=
This is a template note for an Involce omsord

3) /BTI/MDE_C_ACT

To enable the click action in BDEx an entry must exist in the Action Header table.
Entry details must be entered as follows:

Action ID = CREATECASE

Function Code = CREATECASE

Reference to = /BTI/MDE_CL_MD_OBJECT_BASE

Interface Comp. = CREATE_CASE

Icon Name = ICON_EXECUTE_OBJECT

Refresh Actions = Checked

Inactive = Not checked



Multiple = Not checked
Background = Not checked
Offline? = Not checked

at
"

W v B & NewEnties EBf © © £ 3 -+ Cancel Morewv

s
oy

Action ID CREATECASE

MDE:Action header information

Action text I

Function Code CREATECASE

Transaction Code

Reference to /BTI/MDE_CL_MD_OBJIECT_BASE
Interface Comp. CREATE_CASE
lcon name TCON_EXECUTE_OBIECT

+| Refresh Actions
Inactive
Multiple
Background?
Offline?



1.2.6. Configuration for Defer Cases

Configuration tables need to be updated to activate the actions and define the deferral reasons.

1) /BTI/MDE_C_DEFR

This table records the deferral reasons and the automatic deferral duration which will be automatically
populated for the user once the deferral reason is selected.

This table will be delivered empty and must be maintained.

Fields explained:

Deferral Reason = Short code for the deferral reason

Deferral Reason Text = This is the text that will be displayed to the user

Deferred Duration = Determines the date the case will automatically be deferred to

W v B & NewEntries EE O © £] (5
Deferred reason AMNOTHER_CASE

BDEX work center: deferral reasons

Deferral Reason Text I

Deferred duration 5

2) IBTI/MDE_C_ACT
The actions available in the click actions must be activated in this table.
The following actions are available to be used in Defer Cases:

Action ID: BPEMO0019 — Defer Case

This enables the user to defer a case to a future date for review. Once executed the case will be
removed from the Personal Worklist and added to the Defer Case folder, however the user will remain as
the processor of the case. The deferral reason, date and defer counter will be updated in the Work
Request Header table.
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w| (9 Startother activity Sz Manual work tracker %, Logout Cancel More ™

w E:DE:M work mt:[; My P
Parsonal wor

£ Wached ioms @)=l T (e viav]) [«)S]

v [” Deferred items. Class Class text  Subclass Subclass text Key Deferred date Deferred reason Deferred by Defr count MI
8" My deferred items| [ BPEM Case BIOL Billing Document for Contract has been cutsorted 0000000735 27.11.2019  ANOTHER_CASE HHARFORD 318

= Deferred back to queue
= Team's deferred items.

The user’s manager can view deferred cases that are still on deferred in the Team’s deferred items
folder .

=
[ - (D Startather activity Sz Manual work tracker %, Logout Cancel More

w [ BDEx work center
%, Personal worklist

Team's deferred items

£ Watched foms (a]|[a])a)<]Flv]|(z][e v]E[v]|[a)E]
v [ Deferred items | |Class Classtext  Subclass Subclass text Key Deferred date Deferred reason  Deferred by  Defr count MD object MD A
§° My deferred items | [ BPEMCase BIOL  Billing Document for Contract has been cutsorted 0000000751 27.11.2019  ANOTHER_CASE BDEX_TESTL 11500003 = ¢
i Deferred back to queue

ERE=

The user’s manager can view deferred cases that are still on deferred in the Team’s deferred items
folder .
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w v G & NewEnties B O © £ (3 -+ Cancel Morew

Action ID BPEMOO19

MDE:Action header information

Action text Defer Case,

Function Code DEFER_CASE

Transaction Code EMMACZ

Reference to /BTI/MDE_CL_WR_ISU_BPEM
Interface Comp. ACTION_DEFER_CASE

lcon name ICON_EXECUTE_OBIECT

+| Refresh Actions
Inactive

v Multiple
Background?

Offline?

Action ID: BPEM0020 — Defer Case back to queue

This action enables the user to defer the case and at the same time put the case back into the queue.
This will remove the user as the processor of the case and add the case into the Deferred back to queue
folder in the Dynamic Work Center. The deferral reason, date and defer counter will be updated in the
Work Request Header table. Only the user’s Manager can view the Deferred back to queue folder.

~ §" Deferred items
g My deferred items
L= Deferred back to queue

LS Team's deferred items

Once the deferral date is reached the case will go back into the work list and be ready for prioritization
when a user (belonging to that queue) clicks on ‘Get Work’. If multiple is selected, more than one case

can be deferred and put into the queue at a time. All cases will be given the same deferral reason and
date.
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s v G & MNewEntries B O © £ [3 -+= Cancel More~

Action ID BPEMOOZ20

MDE:Action header information

Action text .
Function Code DEFER_BACK_-T{I_QUEUE -
Transaction Code EMMACZ

Reference to JBTIL/MDE_CL_WR_ISU_BPEM

Interface Comp. ACTION_DEFER_BACK_TO_QUELE

lcon name ICON_EXECUTE_OBIECT

v Refresh Actions
Inactive

v Multiple
Background?
Offline?

Action ID: BPEM0021 — Remove Case Deferral

This action will only be available if the case is in any of the deferral folders (meaning the case has a
deferred reason and a deferral date in the future) and the deferral indicator is set.

1 »E '! " EDEx Dynamic Work Center

v '\7‘- Start other activity 35 Manual work tracker % Logout Cancel More

[F] BDEx work center
. My deferred items
& Personal worklist

* Watched htems alllz=|a VI v 2| B~ |a|||T

-+ B Deferred items Class Class text  Subclass Subclass text Key Deferred date Deferred reason  Deferred by Defr count MD object b
B" My deferred items v ,rl'_ -:BPEM Case BIOL  Billing Drrument fr Cronteart has heen outsorted 0000000735 27.11.2019  ANOTHER_CASE HHARFORD 3 I1SU0006 |
&= Deferred back to queue Bemaove deterral

it Team's deferred items Assignment History

L S

If this action is used the case will be put back into the Personal Worklist and the deferral date will be
retained. If multiple is selected more than one case can be removed from deferral at the same time.
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w v B & NewEnties B O © £ (3 -+= Cancel Morew
Action 1D BPEMOD21

MDE:Action header information

Action text Remove Case Deferral
Function Code REMOVE_CASE_DEFERRAL

Transaction Code EMMAC2Z

Reference to /BTI/MDE_CL_WR_ISU_BPEM
Interface Comp. ACTION_REMOVE_CASE_DEFERRAL

lcon name ICON_EXECUTE_OBIECT

+| Refresh Actions
Inactive

v Multiple
Background?

Offline?

Action ID: BPEM0023 — Defer Case and Reassign

This action enables the user to add a deferral reason/date and remove themselves as the processor of
the case. This time instead of sending the case into the queue it was routed from the user can select
which queue the case should be added to when the deferral date is reached.

The user will be asked to select the object type and Agent ID the case needs to be routed too and the
forwarding reason for changing the routing of the case. The forwarding reasons are pulled from the
BPEM configuration option (EMMAC_CREACODE).



Basis Technologies

<

v (O Start other activity

~ [F] BDEx work center

o

-

hY [‘-1":

&,

La

v

Q
a
%
o

Personal worklist
Watched items

Deferred items

E" My deferred items
iz Deferred back to queue

i Team's deferred items

Outbox

Organisational assignments
Custom search

Manager view

Team log

My log

%= Manual work tracker

Personal worklist

=
=

=|=|Q
Class Class text

(] BPEM Case
® BPEM Case
® BPEM Case
® BPEM Case
[ ] BPEM Case
[ ] BPEM Case

Object type

Agent ID

Y

BDEXx Release Notes - R4.3

BDEx Dynamic Work Center

Y, Logout Cancel More v

vIIE L &~ w2 | B+ Get work
Key Subclass ID Subclass text
776 006 Implausible read
736 BIO1 Billing Document for Contr _
739 | BIO1 Billing Document for Contr,
745 ECC Mowve Out Failed For Contr
743  BIO1 Billing Document for Contr _
750 BIO1 Billing Document for Contr

Reassign case X

Forwarding Reason

us
HHARFORD

%
g

.

“ Prio Created on
1 09.09.2019
2 07.09.2019

08.09.2019
08.09.2019
09.09.2019
09.09.2019
09.09.2019
09.09.2019
09.09.2019
09.09.2019
09.09.2019
09.09.2019
09.09.2019

Once the reassign details are added the user will be prompted to input the deferral reason

<

sapg

v (O Start other activity

v [ BDEx work center

=
*
s

~ gt

=
> 3
.

~

| ]

e
-

o=

Until the deferral date these cases can only be viewed by the user’'s Manager in the Deferred back to

queue

Persanal worklist
Watched items
Deferred items

E"™ My deferred items

Deferred back to queue

= Team's deferred items

Organisational assignments
Custom search

Manager view

Team log

My log

folder

-'E'-;' Manual work tracker

Personal worklist

Q

== |Q Y
Class Class text
® BPEM Case
® BPEM Case
® BPEM Case
® BPEM Case
® BPEM Case
® BPEM Case
a BPEM Case
Deferred reason
Deferred date

BDEx Dynamic Work Center

%5 Logout Cancel More v

[zl 2 v]E@]v]|[m]/[C]|E cetwork
Key Subclass ID Subclass text " Prio Created on
776 2006 Implausible read 1 09.09.2019
736 BIO1 Billing Document for Contr 2 07.09.2019
733 BI01 Billing Document for Contr 08.09.2019
745 ECC Move Out Failed For Contr 08.09.2019
749  BIO1 Billing Document for Contr 09.09.2019
750 BIO1 Billing Document for Contr 09.09.2019
781 ECC Mowe Out Failed For Contr 09.09.2019
Enter deferral reason x 9
9
[2nother Casel V] E
27.11.2019 B
9
9

Statuw:
In Pre
In Pre
In Pre
In Pre
In Prt
In Pre¢
In Prt
In Pre
In Pre
In Pr
In Pre
In Pr
In Pre¢
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o + (D Start other activity @5 Manual work tracker % Logout Cancel More

v [ BDEx work center

& Personal workdit Deferred back to queue
2 Watched iems [@l=)=RIFMIE 2 VRl W]
v §° Deferred items Class Class text  Subelass Subclass text Key Deferred date Deferred reason  Defierred by Defr count M
E" My deferred items [ BPEM Case ECC  Move Out Falled For Contract 0000000745 27.11.2019  ANOTHER_CASE HHARFORD 1
| [ BPEMCase BIO1 Billing Document for Contract has been outsorted 0000000749 27.11.2019  ANOTHER_CASE HHARFORD 1
i= Team's deferred items | [ BPEMCase BIO1 Billing Document for Contract has been outsorted 0000000750 27.11.2019  ANOTHER_CASE HHARFORD 1

ol Outbox

If multiple is selected the user can action this on more than one case at a time however, all the cases
will be updated with the same deferral reason and date and will be routed to the same queue.

v| v & MNewEntries EBf & © & (5 -+= Cancel Morew

Action ID BPEMDOZ 3

MDE:Action header information

Action text

Function Code | DEFER_REASSIGN_CASE |
Transaction Code |E|'~|MAC2

Reference to | JBTL/MDE_CL_WR_ISU_BPEM |

Interface Comp. |ACTI(}N_DEFER_REASSIGN_CASE |
lcon name | TCON_EXECUTE_OQBJECT |

Refresh Actions
[ | Inactive
Multiple

[ | Background?
[ | Offline?
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1.2.7. Right click actions for Defer case

Below mentioned Right click actions need to be configured in /BTI/MDE_C_ACT table.

These entries will activate right click actions for Defer cases in BDEX.

Entry details must be entered as follows:

Action ID = BPEM0019

Function Code = DEFER_CASE

Reference to = /BTI/MDE_CL_WR_ISU_BPEM
Transaction Code = EMMAC2

Interface Comp. = ACTION_DEFER_CASE
Icon Name = ICON_EXECUTE_OBJECT
Refresh Actions = Checked

Inactive = Checked

Multiple = Checked

Background = Not checked

Offline? = Not checked

s v & £ (3 -+ Cancel Morew
-
Action ID BPEMOO19
= =
MDE:Action header information
Action text Defer Case
Function Code DEFER_CASE
Transaction Code EMMAC 2
Reference to JBTI/MDE_CL_WR_ISU_BPEM
Interface Comp. ACTION_DEFER_CASE
lcon name TCON_EXECUTE_OBJECT
| Refresh Actions
\j =1

Action ID = BPEM0020



Function Code = DEFER_BACK_TO_QUEUE
Reference to = /BTI/MDE_CL_WR_ISU_BPEM
Transaction Code = EMMAC2

Interface Comp. = ACTION_DEFER_BACK_TO_QUEUE
Icon Name = ICON_EXECUTE_OBJECT

Refresh Actions = Checked

Inactive = Checked

Multiple = Checked

Background = Not checked

Offline? = Not checked

-
[:gr_tinjn 1D BPEMOO20
L

MDE:Action header information

Action text Defer Case Back to Queue
Function Code DEFER_BACK_TO_QUEUE

Transaction Code EMMACZ

Reference to /BTI/MDE_CL_WR_ISU_BPEM
Interface Comp. ACTION_DEFER_BACK_TO_QUEUE

lcon name ICON_EXECUTE_OBJECT

o

Action ID = BPEM0021

Function Code = REMOVE_CASE_DEFERRAL
Reference to = /BTI/MDE_CL_WR_ISU_BPEM
Transaction Code = EMMAC2

Interface Comp. = ACTION_REMOVE_CASE_DEFERRAL
Icon Name = ICON_EXECUTE_OBJECT
Refresh Actions = Checked

Inactive = Checked

Multiple = Checked

Background = Not checked

Offline? = Not checked



-
Action 1D LBPEM[}DEI

|

MDE:Action header information

Action text Remowve Case Deferral
Function Code REMOVE_CASE_DEFERRAL

Transaction Code EMMAC 2

Reference to JBTI/MDE_CL_WR_ISU_BPEM
Interface Comp. ACTION_REMOVE_CASE_DEFERRAL

lcon name ICON_EXECUTE_OBJECT

v Refresh Actions

o e

Action ID = BPEM0023

Function Code = DEFER_REASSIGN_CASE
Reference to = /BTI/MDE_CL_WR_ISU_BPEM
Transaction Code = EMMAC2

Interface Comp. = ACTION_DEFER_REASSIGN_CASE
Icon Name = ICON_EXECUTE_OBJECT
Refresh Actions = Checked

Inactive = Checked

Multiple = Checked

Background = Not checked

Offline? = Not checked
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-
Action ID LBPEMDDZS

MDE:Action header information

Action text Defer Case and Reassign
Function Code DEFER_REASSIGN_CASE

Transaction Code EMMAC2

Reference to /BTI/MDE_CL_WR_ISU_BPEM
Interface Comp. ACTION_DEFER_REASSIGMN_CASE

lcon name ICON_EXECUTE_OBIECT

+| Refresh Actions
Inactive

v Multiple
Background?

Offline?
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1.2.8. Updates needed for Get Work

Application tables should be updated with the get work priorities and skill matrix
1) /BTI/MDE_GW_SKIL

This records the skill matrix for the users. The user should be added and list the appropriate additional
positions that the user is skilled to work. Or you can add the specific case categories for that org unit/
position, whereby a user is only skilled to work certain cases routed to that group. If you would prefer to
ignore the routing via the processor rules you can assign case categories directly to the user and leave
the org type and ID blank.

The sequence indicates the order which the entries will be used for ‘Get Work’. This will be checked
sequentially using seq 1 first. If multiple entries are added with the same sequence ‘Get Work’ will look
for all the cases relevant and assign by the priority rules.

< y Change View “Get Work Skill Set": Overview
v B & @ New Entri & L) Cancel r 1 (& More~
Get Work Skill Set @
GW SkilllD User Name OT Extended object|ID  Class Subclass Pri.5eq Act.
1 EVISHWAN 0 50000001 ISU_BPEM Z004 1 '
2 BVISHWAN 0 50000001 ISU_BPEM Z006 1 v
3 BVISHWAN 0 50000001 ISU_BPEM Duol 1 o
4 BVISHWAN 0 50000001 ISU_BPEM 1 o
5 HHARFORD |—| f ISU_BPEM BIO1 1 o
6 HHARFORD O 50000003 ISU_BPEM  * 1 v

2) IBTI/MDE_GW_PRIO

This table records the sort order used to prioritize work allocation for ‘Get Work’.

Up to a maximum of 10 priorities can be added for each org type/ID. This table must be maintained to
enable any of the new get work options to be used.

Suitable object types are:

O - organizational unit

S — Position

US — User
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4 r-i- '? Data Browser: Table /BTUMDE_GW_PRIO Select Entries
| \'| v 8 @ O = = 2 ¥ VYV B O 4 ®m 8 B B Cacel Moew
MAN_ OTYPE OBJECT_ID PRIO_FIELD SEQUENCE
:100 30 50000000 PRIORITY 1
00 © 50000000 ZZEMMA_CDUEDATE 2
00 © 50000001 PRIORITY 1
100 (o] 50000001 ZZEMMA_CDUEDATE 2
00 © 50000002 PRIORITY 1
00 © 50000002 ZZEMMA_CDUEDATE 2
100 o 50000003 PRIORITY 1
00 © 50000003 ZZEMMA_CDUEDATE 2
100 © 50000004 PRIORITY 1
00 © 50000004 ZZEMMA_CDUEDATE 2
100 = 50000005 PRIORITY 1
00 S 50000005 ZZEMMA_CDUEDATE 2
00 S 50000101 CREATED_DATE 1
100 s 50000101 PRIORITY 2
100 S 50000128 PRIORITY 1
100 = 50000128 ZZEMMA_CDUEDATE 2
00 S 50000130 PRIORITY 1
00 S 50000130 ZZEMMA_CDUEDATE 2
100 US  HHARFORD CREATED_DATE 1

The priority field must be a field available in table /BTI/MDE_BWC_WRH there is an extension available
to add new fields in the custom include (Cl) if the field is not available in this table out of the box. See
the Developers Cookbook to understand how to implement the ClI.
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1.2.9. Batch Job for Log Out

To use the log out idle functionality a job is required to be scheduled in batch, program name:
/BTI/MDE_LOGOUT_USERS. This job should be scheduled as frequently as the log out idle time to
ensure the system can pick up the idle users and log them out effectively i.e. if the log out idle time is 20
minutes the batch job should be ran every 20 minutes. If you run the job less frequently then that will
increase the idle time.




1.2.10. Batch Job for Defer Cases

To use the defer cases functionality a job is required to be scheduled in batch, program name:
/BTI/MDE_BWC_DEFERRAL_REMOVE. This job should be scheduled once a day to check if cases
have reached the deferral date and put them back into the Personal Worklist or Queue ready to Get
Work. If you do not run this job — cases will remain in the Defer folder.
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