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1. Overview

Release 4.5 is available from April 2020.
If you are interested in upgrading please contact support@basistechnologies.com for more details on
how an upgrade can be provisioned.

A demonstration session can also be scheduled if you would like to see the features in action or learn
more.

The release notes are structured as follows:
Deployment Dependencies — contains the prerequisite system requirements for this release.

Enhancement Details Details contains all of the new features and how/why you would use this.

Implementation Instructions contains the set up and configuration required to activate the features (by

feature).



2. Deployment Dependencies

The installation of Mass Data Runtime (MDR) version 8.0 or later is a prerequisite for the implementation
of BDEx R4.5

To use UI5 applications you must have these versions (or later) of SAP components installed:

SAP Gateway Foundation 7.40 — SAP_GWFND release 740 SP-Level 0013

User Interface Technology 7.40 — SAP_UI release 740 SP-Level 0010.



3. Enhancement Details

Many features have been added in this release.
This is a summary of the key new features:

* User Log

+ User Status in Team Log

* Manual Work Tracker

* Manager — User Administration

+ Simulate Get Work for Users

+ BPEM Work Dashboard

* Get Work Additional Options

» Closure Control Notes

+ Watched Items — Retain completed
+ Patches

* View each topic to read more details around the new feature and see the implementation
requirements topic for the set up and configuration considerations.



3.1. User Log

My Log has been added to the Dynamic Work Center folders. This will enable users to view the

productivity report statistics for themselves.

. sapd

—

The report will display the following columns:

Headings
Sessions
Actions

Completed
Secondary
Pending

Incomplete

Worked
Handled

Active Paused
time

Inactive Paused
time

Idle time
Worked time
Total time

Expected handling
time

Average handling
time

Productive time

Description

Number of sessions launched from DWC to CCH

Number of actions processed

Number of cases Completed when the case was used to launch a CCH session

Number of additional cases completed in the CCH (not the primary case used to
launch the CCH session)

Number of cases deferred

Number of cases not completed or deferred when the case was used to launch to
CCH session

Total of completed and deferred cases

Total of worked and incomplete cases

total time spent in pause for an active pause reason

total time spent in pause for an inactive pause reason

Time spent logged into BDEx but not working or paused
Time spent working cases in CCH

Total logged on time in BDEx

Total time expected to be spend for all worked cases

Average time took to work cases

Total worked time and active pause



Productive %

Top: Case
Category

Top: CCat. Text
Top: Count
BDEXx Start Date
BDEx Start Time

Calculation of the users productivity, productive time/estimate handle time * 100
Which case category was handled the most

a description of the case category handled the most
Total number of the most handled cases
What date did the user last log in to BDEx

The first time stamp for the user on the above date



3.2. User Status in Team Log

The Team Log is available to Managers to see their team members KPIs. This has been updated to
show a real time user status. This will enable managers to understand which of their users are logged in
to BDEX, and have visibility of which users are working. paused or idle.

Team Manager will now see a User Status column in the Dynamic Work Center Team Log.

ECEx Dhymarse Werk Cender

[ wbmaan ey L Ot

i g v ST W
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Fraud Wit [
s -
Ealty Tam Logged Tt
Carigd Posvadw Legged D

e Tusimand Ligged St

User Status values:
1 Logged Out

2 Idle

3 Working

4 Active Pause

5 Inactive Pause

6 Manual Work

When opening the team log it will determine the user’s status at that time, the refresh button will update
this.

* User has an active CCH session — status is “Working”

+ User has ongoing pause time (either in CCH or not) with an active pause reason — status is “Active
Pause”

» User has ongoing pause time (either in CCH or not) with an inactive pause reason — status is
“Inactive Pause”

+ User has not yet logged into BDEX, or has logged out — status is “Logged Out”.

» User is using the Manual Work Tracker to log tasks — status is “Manual Work”

» User is logged in but not paused or working — status is “Idle”.



3.3. Manual Work Tracker

Manual Work tasks can now be added and tracked in the Dynamic Work Center to provide managers
with a complete day in the life of an agent report.
Any work that is not a BPEM case can be added as a manual work task.

These tasks can then be assigned to a group of users enabling the user to add track their times and the
timings will be picked up automatically by the productivity report.

Launching Manual Work

The Manual Work Tracker is a new button that has been added to the Dynamic Work Center menu.

< "E: :’ BDEx Dynamic Work Center

[E] BDEx work center

< Personal worklist

2 Watched items JIES S ¥ 3 ||E3 HB l ||| 2| | B+ Get work
5" Deferrad items =WR Class Key Subclass Subclass text " Prio Createdon  Status text Deferred date T Processor Changed on  Due Date
L Outhox 1 @ 34 BO2 Eilling Document__ 2 05102011  InProcess HHARFORD  30.03.2020 25.11.2011
£ Organisational assignments 1 @ 723 Z004 Implausible Mete 1 05.06.2019  InProcess 10.12.2019 X HHARFORD 27.03.2020 05.06.2019

4 Custom search 1 e 731 B0l Billing Decurment 2 07.09.2019  InProcess X HHARFORD 27.03.2020 07.09.2019
& Manager view 1 @ 735 BIOL Billing Document _ In Process 27.11.2019 HHARFORD  27.03.2020 08.09.2019
% Team log 1 @ 7338 BIOL Billing Document_ 08.09.2019  InProcess HHARFORD  27.03.2020
I My log 1 @ 742 B0l Billing Documant_ In Process X HHARFORD  27.03.2020

&

Once click on Manual Work Tracker button a new screen is presented
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= Manual work tracker X
Manual Work Tracker
Key nYst{¥YzF7 jgTXLWKiipr70
Start 01.04.2020 15:09:16 End 00:00:00
ltems 0 Actual Time 00:00:00
Tasks
I | + |1
]
ltem Task Code Description &
(5 Delete ltem ol i R o Call BDEx

& Cancel ZF Complete

The key is automatically populated, the start date and time is added and the actual time will accumulate

whenever an action is taken.

Page 9 of 103



Basis Technologies BDEXx Release Notes - R4.5

= Manual work tracker x
Manual Work Tracker
Key nYst{YzF7 jgTXLWKiipr70
Start 01.04.2020 15:09:16 End 00:00:00
ltems 0 Actual Time 00:00:00

Tasks
[

[]
| —
+
=

CUSTOMER_CALLBK Org Work Testing

a

METER_CHECKS Customer Callback

ORG_WOREKE_1-1 Meter Checks

(5 Delete ltem ol i R = Call BDEx

& Cancel ZF Complete

Adding a Task

Tasks can be assigned to a user to ensure only the tasks that are appropriate are selected.
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Basis Technologies

Once a task is selected this is then fixed and cannot be changed
Manual work tracker X

Manual Work Tracker
nYst{YzF7jgTXTYqeszr70
00:00:00

Key
Start 01.04.2020 15:38:05 End
ltems 0 Actual Time 00:00:05
Tasks
CUSTOMER_CALLBK Org Work Testing o + |1
Org Work Testing |
Description &

ltem  Task Code

You can add a task by clicking on the + button and this will add the task to your item list.

Manual wark tracker

Manual Wark Tracker
Key n¥st{YzF7jgTxTYqeszr70
01.04.2020 15:38:05 End 00 00 00

Start
Items 1 Actual Time 00:01:23 ([
Tasks
CUSTOMER_CALLBK Org Work Testing v oo+l
Org Work Testing =
Itam  Task Code Descriplion &
1 CUSTOMER_CALLBE oOrg Work Testing *
If you want to add more than one item the counter can be updated.
Tasks
CUSTOMER_CALLBE Org Work Testing o +
Org Work Testing |
i

»

Description

Org Work Testing

{

ltem  Task Code
1 CUSTOMER_CALLBEK
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Deleting Tasks

Only 1 task can be removed at a time if a mistake is made — so only add what is needed.

Tasks

CUSTOMER_CALLBK Org Work Testing

Org Work Testing
Item  Task Code
1 CUSTOMER_CALLEK

[ [ O N

If a mistake is made you can select the item and hit the Delete Item to remove that row.

CUSTOMER_CALLBK
CUSTOMER_CALLBK
CUSTOMER_CALLBK
CUSTOMER_CALLBK

Description

Org Work Testing
Org Work Testing
Org Work Testing
Org Work Testing

Org Work Testing
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Manual work tracker

Manual Work Tracker
Key nYst{¥zF7jgTXTYqeszr70
Start 01.04.2020 15:38:05 End 00:00:00
ltems 5 Actual Time 00:09:53
Tasks
CUSTOMER_CALLBK Org Work Testing w + |4
Org Work Testing ]
Item Task Code Description &
1 CUSTOMER_CALLBK Org Work Testing >
2 CUSTOMER_CALLEK Org Work Testing
3 CUSTOMER_CALLEK Org Work Testing
4 CUSTOMER_CALLBK Org Work Testing
® [|5 jCUSTﬂMER_CALLBK Org Work Testing
=) Nelata ltem kol W & Call BDEx
Delete Row

& Pause ZF Complete

Cancelling out of Manual Work Tracker

Cancel is only available before a task has been selected. Once a task has been input you must complete
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and start the manual task again.

Using Pause in the Manual Work Tracker

Once a task has been submitted you can now Pause the session if you want to add pause time to the
manual work task.
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= Manual work tracker

Manual Work Tracker
Key nYst{¥zF7 jgTXTYgeszr70
Start 01.04.2020 15:38:05 End
ltems 5 Actual Time
Tasks

CUSTOMER_CALLBK Org Work Testing
Org Work Testing

ltem Task Code
1 CUSTOMER_CALLBK

Description

Org Work Testing

2 CUSTOMER_CALLBK Org Work Testing
3 CUSTOMER_CALLBK Org Work Testing
4 CUSTOMER_CALLBK Org Work Testing
e 5 CUSTOMER_CALLBK Org Work Testing

(5 Delete ltem ol I A

BDEXx Release Notes - R4.5

00:00:00
00:09:53

i e

<= Call BDEx

¥ Pause ZF Complete

The Pause reason can be selected here and notes can be added to the pause if desired
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Manual Work Tracker

Key nYst{¥zF7jgTXpeFgTrr70

Start 01.04.2020 16:57:09 End

ltems 1 Actual Time
Tasks

CUSTOMER_CALLBK Org Work Testing
Org Work Testing

ltem Task Code Description
1 CUSTOMER_CALLBK ORG WORK TESTING

Manual work tracker

00:00:06

Manual work tracker

BDEXx Release Notes - R4.5

00:00:00
3
o + |1 1
| 1
£ 1
1
*

Activity details

Working On Important Things

Motes:

Meeting

Lunch break

Restroom break

Training

Other Work

Lil,Col Lnl-Ln1lofllines

(=) Delete ltem

¥ Pause ¥ Complete

When in pause the screen will lock until the user ends the pause time to prevent the time duplicating.

Page 16 of 103



Basis Technologies

BDEXx Release Notes - R4.5

1 s

 E] BDEx work ce
&, Personal we
> & Watched ita

» B"° Deferred ite
» L, Qutbox
il I
H p

Manual Work Tracker

Key nYst{YzF7jgTxpeFgTrr70
Start 01.04.2020 16:57:09
Items 1

Tasks

CIHSTOMFR CAILI BK Orag Work Tasting

Paused

© Delete Item

g iy !

Actual

Time

00:00:06

=

&® Call BDEx

00:00:00

2P Pause

| =

<3 &

2 Complete

iDEx Dynamic Work Center

n

1l
L9
13

19

Launching BDEx from Manual Work Tracker

If the user needs to launch the Customer Centric Hub they can use the “Call BDEX” button to do this.

rk

Status text Deferred date
In Process

In Process 10.12.2019
In Process

In Process 27.11.2019
In Process

In Process

. Proce!

HHAR
HHAR
HHAR
HHAR
HHAR
HHAR

However, time spent in the CCH will not duplicate the time entries. You cannot access the DWC whilst
you are using the Manual Work Tracker. If you try to launch another DWC session you will see this pop

up.
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sap g

~ E| BDEx work center
% Personal worklist
> & Watched items
g" Deferred items

Qutbox =

i~

ED

Organisatic

Custom se  r

e po

Team log

0,
[T

My log

BDEXx Release Notes - R4.5

BDEx Dynamic Work Center

More

BDEx Dynamic Work Center x

Manual work tracker session in progress.
Manager v - ) ) i
Please complete before starting other DWC activity

Displaying Completed Manual Work in the Team/User Log

Once completed the items will be added to the activity log to record the time for the user. The time is

split equally between all of the tasks added. The tasks can be displayed in the users My Log or the
manager can see this in the Team Log for that user. The tasks will accumulate with BPEM cases and the
details can be displayed if you click on the number in the Completed/Incomplete values.

BDEx Dynamic Work Center

Za Manual work tracker Logout  Cance
My log
SNEY s @ B L3 al ||| [0 [ 01.04.2020 - 01.04.2020 2. Minsates B Combined

Comploted  Secondary Pending incomplete W Active Pau inactve P idle Time Worked Time  Total Time EHT

2 2 2 77 L1 112 2
= i 1 b FOR
CCat Case Categ Key Depart. Na  Team Mame Start Date  Start Time Session ID

"CUSTOMER_CALLBK g Waork Testng nYsi(¥2F7iTXpeFgln0-1| Baling Team Biling fgent 01
E b
CUSTOMER_CALLEK Ong Work Testing nYsi{Y2F7igTXpeFgTn70-3| Giling Team Biling Agent 01

IFAF1EDRAS0ETAREAZE ] SOS1C
IFAF1EDAS0RTASEATE 1 SFS1C

HHARFORL

AT Prod. Time  Prod. % Top: Case Cat.
17 k- 57
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3.4. Manager — User Administration

The user administration screen provides a centralised dashboard to manage user and org assignments
relevant to BDEx Dynamic work center.

The screen also allows simulation of the get work function for the user.

{%® s [E¥+aytey Harford ( HHARFORD )
ve Bekkat ABEKKAT it ol
BASISTECH BASISTECH v O MoE
BDEXUNIT BDEXUMNIT
v
BDEX_TEST1 BDEX_TEST1 |
BGREEN BGREEN | o s
Skill Matrix

BGRFC_USER

Ehanu BVISHWAN

Hayley Hartord HHARFORD



3.4.1. Launching the app

There are three ways to access the app.

* In the dynamic work navigate to menu Goto>user administration.

4 ».E ! '? BDEx Dynamic Work Center
v ) Start other activity Z= Manual work tracker % Logout Cancel More v
. £ BDEx work center i Goto User Administration
Personal worklist
<&, Personal worklist Analytics
& Watched items A== VIVILZ ik v 8 System
» §" Deferred items tWR__ Class Key Subclass Subclass text et Deferred date T_ Processor
= belp
= Outbox 1 ® A BlO2 Billing Docur HHARFORD
= Organisati i = SAP GUI settings and actions
[ Organisational assignments 1 @ 723 1004 Impl ble N 10.12.2019 X HHARFORD
- Custom search 1 & 731 BIO1 Billine Dacument 2 07082019  In Process X HHARFORD

Note: this menu is only available if the app is enabled in option 47
See configuration requirements for more details on how to activate.

» Via FIORI launchpad tile( if available in your system ).
B basis Home~

BDEXx BDEX - Analytics

BDEXx DWC User
Customer Centric Hub Administration

View and Change us...

4.3

BDEX - Analytics

BPEM Dashboard
Real time work cent...



Basis Technologies BDEx Release Notes - R4.5

» Using transaction code /BTI/BWC_ADMIN.
This will launch the URL link

v« (O Startother activity & Manual work tracker % Logout Cancel More v

SAP GUI Security X

The system is trying to execute the program/display the file
hittp://bti2042, b local: B000 sap b uiS_uiS /bt fmde _bwe_admin findex, html
Do you want to grant access to this fie?

| Remember My Decision

[ Atow || Deny |
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3.4.2. Users List Panel

BDEXx Release Notes - R4.5

My Team

Provides a list of all users and can be filtered by users in your team/ routing org structure / all users in

the system.

Search

BASISTECH

Q

Billing Team Lead - 50000130

BDEXUNIT

Rillinog Agant - ENNNN1 A

View User Detail

Click on a user to see the detail assignments for that user:

k<

2| MyTeam -
BASISTECH BASISTECH
Biling Agent - 0000134
BOEXUNIT BDEXUNIT
E g Agent - BODOO 3L
BDEX_TEST1 BDEX_TEST1

Meter Reading Team Member « S00003045

All Users

BDEXUNIT [ BDEXUNIT )

PO ctive Profile Getwerk size
ann  [J -

g Assignments Sigll Marix Prorites Manua | work aptions Got wark options

~ &

Primary Assignment

o (D BREM Roat - BOGOGIET

My Team [V

My Team
B Y
All Teams

All Users

T s W T WE W

Simulate Get wark [ e

Simulate Get Woek

If all teams or all users selected the users team / org assignment status is highlighted based on whether

the user is in your team / other team or not in any team.
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Saarch Q| Alusers o |
BASISTECH BASISTECH
Billing Agent - 50000134 My Team
Report Tester BDEXREPTEST

- Not in Routing Org Struct

! this panel is not available if option 47 is set to Own.
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3.4.3. Details Panel

BDEXx Release Notes - R4.5

Displays information about various assignments the selected user has.

Header: Gives basic information about the user selected like Name, SAP user id, active profile etc.

Hayley Harford ( HHARFORD )

& Active Profile Get work size
J=T-T- S Default Profile for all users 5

Menu options include:
Simulate Get Work

Copy

Refresh — this will update the page.

— Simulate Get Work

g—] Copy

e # h
w_/ Refrest
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3.4.3.1. Display Organizational Assignments

Organisation Assignments: Shows all org units and positions the user is assigned to in the Routing Org
structure.

Org Assignments Skill Matrix Priorities Manual work options Get work options Simulate Get Work

Primary Assignment
~ (O BPEM Root - 50000327
v (O workload Planning - 50000328
w O Work Load Planning Team - 50000329
v 29 Agent - 50000338

| 2] BDEXUNIT - BDEXUNIT

* Assignments outside the Routing org structure(s) defined in option 49 cannot be viewed
here.
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3.4.3.2. Display/Update Skill Matrix

Skill Matrix: Provides an overview of all skill assignments.
Skill Matrix

Secondary Assignment r_-} soo
Z003 ( Contract account &1 contains dunning lock &3 for )

Routed Via: Position: 50000225 Device Management Electricity

Get Work Priority Sequence: 02 Active

BI01 ( Billing Document for Contract has been outsorted )
Routed Via: Position: 50000225 Device Management Electricity

Get Work Priority Sequence: 03 Active
BQR1 ( Multiple BQ Required for Price Change Exception WI)

Routed Via: Organizational unit: 50000050 Basis Technologies International

Get Work Priority Sequence: 04 Active

This can be used to record the case categories a user can work that are outside of their usual work
queues.

For example if a user is up skilled on a case for another team. Only if the skill matrix is set to active will
that user receive those cases.

How to Change Skill Matrix records

Click on display change button for further options.

Display/Change

Active



Basis Technologies BDEXx Release Notes - R4.5

Change mode enabled.

Skill Matrix
Secondary Assignment G_ coo
Z003 ( Contract account &1 contains dunning lock &3 for )
Routed Via: Pasition: 50000225 Device Management Electricity @
Get Work Priority Sequence: 02 Active

BIO1 ( Billing Document for Contract has been outsorted )

Routed Via: Position: 50000225 Device Management Electricity ®
Get Work Priority Sequence: 03 Active

BQR1 ( Multiple BQ Required for Price Change Exception WI )

Routed Via: Organizational unit: 50000050 Basis Technologies Intemational ®
Get Work Priority Sequence: 04 Active

Entries can be deleted using the button.

Adding a New Skill for a User

Skills are added for a specific user.
Note: Make sure you have selected the right user before you start.

+

New entries can be added using button.

This will open a new selection where the Skill details can be added:
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BPEM Case Category:

Organizational unit / Position routed via:

N

Get work priority sequence:

Active/Inactive:

Add H Cancel ‘

Start typing in the BPEM case category field to get suggestion:
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Skill

BPEM Case Category:
N=cc

BI33 BRO3 Correction Exception to Automation

BQR1 Multiple BQ Required for Price Change Exception WI

ECC Move Out Failed For Contract

ECS Create Move-In

M001 Device exceeds maximum tolerance limit

‘ Add ‘ ‘ Cancel ‘

Either the case category or case description can be used to search

. Bil

50000332 Billing

R e B e
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Select active or inactive:

Active/lnactive;

O x

Click on Add. The skill is added:

Skill Matrix
Secondary Assignment G ceo
ECC ( Move Out Failed For Contract )
Routed Via: Organizational unit: 50000332 Billing ®
Get Work Priority Sequence: 01 Active

Deactivate Skill Matrix

To deactivate the case click on the item in change mode and toggle the active / inactive switch:

50000332

Get work priority sequence:

01

Active/Inactive:

v O

(5] save || cancel

Click Save — the skill matrix entry will be displayed as inactive.
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50000332

Get work priority sequence:

01
Active/lnactive:
!
v O

Save Cancel

For more details on Skill Matrix refer to the Release Note 4.3 Skill Matrix
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3.4.3.3. Display Priorities

BDEXx Release Notes - R4.5

Priorities are set for an organizational unit, position or user to determine how to select the top priority

work when the user hits “Get Work” in the Dynamic Work Center.

By selecting the Priorities heading in the User Admin screen you can view which priorities are being

used for that user.
Priorities
Priority
01

Due Date

0z

Due Date

05

Deferred date

05

Due Date

08

Key

05

Priorities can only be displayed from this panel.
Changing priorities is possible at the org/ position level.

PRIORITY

Inherited from: Position - 50000005 - Billing Agent

-

ZZEMMA_CDUEDATE

Inherited from: Paosition - 50000005 - Billing Agent

-2

DEFERRED_COUNT

Inherited from: Position - 50000005 - Billing Agent
&

DEFERRED_DATE

Inherited from: Pasition - 50000005 - Billing Agent
a4

ZZEMMA_CDUEDATE

Inherited from: Position - 50000005 - Billing Agent
&

ZZMAINOBJKEY

Inherited from: Pasition - 50000005 - Billing Agent

2

* For more information on how to change the priorities view within Changing Priorities

Topic
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3.4.3.4. Display Manual Work Tracker

The manual work tracker options for the user are displayed in this section.

Manual work options

Org Work Testing CUSTOMER_CALLBK

Inherited from: © - 50000001

Allow users to use own text?: true

Org Work Testing 101 FREE_TEXT

Inherited from: O - 50000050

Allow users to use own text?: true

Customer Callback METER_CHECKS

Inherited from: S - 50000005

Allow users to use own text?; true

ORG_WORK

Inherited from: 5 - 50000061

Allow users to use own text?; true

Meter Checks ORG_WORK_1-1

Inherited from: S - 50000005

Allow users to use own text?: true

Manual work tasks are assigned to the organization unit or position and therefore cannot be changed in
the User display.
Click on the link to see how these can be changed: Changing Manual Work tasks

* If the user does not have any manual work tasks assigned this panel will be blank.
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3.4.3.5. Display Get Work Options

Get Work Options are displayed for the User.
These options are determined by the option priority which is either user, profile or system setting.

Get work options

Active Profile:Billing Agent

Get work size:5

Get Primary work by Skill Matrix:No

If user has work already prevent Get Work:No

Get related cases for the priority work:No

Allow user to get work if they have training work:Yes
Lock Related cases on Get Work:Yes

More options are applicable however this is only displaying options relating to “Get Work” functionality.

Related to Get Work are:

Option

Active
Profile

Get
Work
Size

Get
Primary
Work
by Skill
Matrix

If user
has
work
already
prevent
Get
Work

Get
Related
Cases
for the

Description

This displays the users default profile

How many primary cases the user will receive when they hit get work

When this option is active the user gets skill matrix work first and if this work runs out then work is
assigned from the work queue

The user must complete all work in their inbox before new work will be assigned. The only except
is deferred cases (are still deferred)

Once the primary work is identified get work will check if there are related cases to this. A related
case is a case that belongs to the same customer (this is determined based upon the settings
defined for this option) that is assigned to the work queues for the user and has the same case
type as any of the primary cases. Skill matrix cases maybe outside of the users assignments and



priority
work

Allow
user to
get
work if
they
have
training
work

Lock
related
cases
on Get
Work

therefore if using this there maybe cases assigned the user cannot work and will need to put back
into the queue

Cases can be assigned as training by a Manager, if this option is activated the user can still “Get
Work” when they have training cases in their queue

If this option is activated Get related work must also be activated. This feature will look for related
cases to the primary work (that is being assigned) that are not assigned to the users work queue
and share the same case type. If cases are identified these cases will be locked from Get Work
(means they are temporarily removed from get work queues) until the primary case is completed,
cancelled or the processor ID is changed

Active Profile — this will display the users

The options cannot be changed here.

* If you need to amend the changes to the get work options then you must do this in the
Profile Editor using transaction /BTI/MDE_PROF_MGR.
System settings are configurable and changes in the options table: /BTI/MDE_C_OPT.



3.4.3.6. Simulate Get Work

You can simulate get work for the user.
This determines the users work list and the order of which the cases will be assigned to the user.

Simulate Get Work

(= simulate GetWork || — 200 + A ||
W..  Su.. Text Pri... Created Date Deferred Date  Tr...  Primary Object Type Key | D... | Pr.. | Pr..

Click Simulate Get Work

This function can be used to check the user is set up correctly and the right priorities have been
determined.
For more information on using this see topic Simulate Get Work for User
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3.4.4. Copying of Assignments

The “Copy” feature has been added to enable multiple users to be set up based on a current users

settings.

(= Simulate Get Work @ Copy G Refresh

The icon “Copy” enables the coping of a current user assignments to one or more users.
Make sure have selected the user you want to copy from the user panel.

Search Q My Team

& Active Profile

BASISTECH BASISTECH pol=T*88 Default Profile f

Billing Agent - 50000134

Org Assignments Skill Ma

This will open the users assignments and settings in the Details Panel.

Click on the Copy Icon to open the guided wizard tool:

Copy user

@ Copy Opticns

1. Copy Options

| Skt Matrix Org Assignments BDEx Profiles

E * Cancel

When the copy wizard is launched the source user is automatically filled.
Choose the option to Keep or Delete existing assignments.
Keep existing assignments — will retain the target users current assignments and settings and the source
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users option will be added to the target.
Delete existing assignments — will remove all of the current assignments and options for the user
mapping the target exactly to the source user only.

Check the assignments to be copied. ( Skill matrix, Org Assignments ( Routing only ), BDEXx profiles.
You can add one or multiple assignments to be copied for the target user(s).

Click on Step 2.
Start typing the user name or user ID in the Target user Box to get suggestions:
One or multiple target users can be added.

2. Target Users

Report Tester ( BDEXREPTEST )

E Billing Agent

BDEXUNIT ( BDEXUNIT)

Meter Reading Team Member

BDEX_TEST1 ( BDEX_TEST1)

Add one or more target users:

2. Target Users

BDEXUNIT ( BDEXUNIT) () BDEX_TEST1 ( BDEX_TEST1) (¥ Khan Mansoor ( MKHANS ) (9

Click on step 3:
Check the information and confirm that you want to proceed with copying the assignments:

3. Confirm

Requested assignments from the source user will be copied to the traget user(s). Are you sure you want to continue?

Confirm and Save
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Source user assignments are copied to the target users.
You will see that the copy was a success

3. Confirm

User was copied sucessfully

Click on done to exit the wizard:

BDEx Release Notes - R4.5
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3.4.5. Organizational Administration for
Routing

How to Access the Organizational Administration for
Routing

Org Admin screen Org / Position relevant assignments can be maintained by clicking on the icon above
the user panel.

< ﬁa Org Admin for Routing

This opens up the Org Admin screen
| '<' User Admin Organizational Administration for Routing
m g
? BPEM Root - 50000327
MDE - 50000000

Basis Technaologies International - 50000050

BPFEM Root - 50000327

W
O O O O O

Example Org - 50000300

All org units and positions under the routing root nodes are displayed here.
Clicking on the node will open up the details on the right panel.

( Organizational Administration for Routing
v O BPEM Root - 50000327 BPEM Root - 50000327
~ O Workload Planning - 50000328
w0 Work Load Planning Team - 50000229 E
Team Lead - 50000337 ~
kee“[ - 50000338 Priorities Manual work options Assigned users Saills matrix
(D Energy Srevices - 50000330 r;
~ (O Stakeholder Relationship - 50000331 Mo priorities found

QO 1-sp0o03L0 -
Manual work options

v O 2.50000341
5
O 23 - 50000344
No Manual Work oplions faund
O 3-5DpJ00342

-~ . s Aecionad ieare

Page 40 of 103



Org Admin Details Panel

The details panel will show you all the different assignments relevant for the selected org/position
selected including:

* Priorities

* Manual Work Tasks
+ Assigned Users

+ Skill Matrix Work.

These assignments can be changed whereby the setting is specific to the org structure org unit/position
selected.

For details on how to change these options view these topics:

Changing Priorities

Changing Manual Work Tasks

Assigning Users
Display Skill Matrix Work
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3.4.5.1. Chanw Priorities

Display Priorities for Org Level
Priorities can be changed for the specific org unit/position selected.

v (O BREM Foot - B000GERT Agent - 50000338
w (O Worklcad Panning - 50000328
~ () work Load Planning Team - 50000329

5 Team Lead - 5000337 ~ F

e Prioriies  Mamual work options Assigned users Skills matrix
57 Agent - 50000338

~ 0 Enengy Srewices - 50000330
“w (0 Stakeholder Relationship - 50000331 Key

O 1-s0000340 o

—e P on mnsssnis

To amend the priorities you need to select change mode using the edit icon:

WR_KEY

- 50000338 - Agent ®
o

Once in edit mode you have the following options
* Changing priority order

* Adding new priorities
* Removing existing priorities

Changing priority order

The priority order can be changed by dragging and dropping the priorities into the position.

WR_KEY

oim: Posiion - 53000338 - Agen
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i.e. if you have an item that is sequence 2 if you drag this to the top it will automatically become
sequence 1 and the top item will be switched to 2.

Adding new priorities

Click the New+ icon (Zxesszaseeses ! to add a new priority and input the relevant details in the Add Priorities

screen:

Agd Frignties

Removing existing priorities

®

In the change mode priorities can be removed by clicking on the remove icon

CREATED_DATE

Inherited from: Organizational unit - 50000001 - Billing Team @

o
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3.4.5.2. Changi_ng Manual Work Tasks

Display Manual Work Options

Manual Work Options can be assigned to an org unit/position and therefore users can only use the
manual work tasks that have been assigned against the work queues they are also assigned too.
This will prevent users from adding tasks they are not able to complete.

The assignments can be changed for the specific org unit/position selected.

Manual work options

@
Org Work Testing 101 FREE_TEXT
Inherited from: S - 50000338
Allow users to use own text?; true
Customer Callback METER_CHECKS
Inherited from: S - 50000338
Allow users to use own text?: true
Tax Annexations TAX_ANNEXATION
Inherited from: 5 - 50000338
Allow users 1o use own text?: true
To amend the Manual Work Tasks assigned you need to select change mode using the edit icon:
Once in edit mode you have the following options
» Assigning Manual Work
+ Removing Manual Work assignments
Assigning Manual Work
Click the New+ icon (frsmaseaseaseae: Y to assign a new Manual Work Tasks and input the relevant details in
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the Add Manual Work screen:

Add manual work tasks

Manual Work Code:

CUSTOMER_CALLBK - Org Work Testing

FREE_TEXT - Org Work Testing 101
METER_CHECKS - Customer Callback

ORG_WORK -

Removing Manual Work assignments

®

In the change mode manual work can be removed by clicking on the remove icon

! Only existing Manual Work Tasks can be assigned here.
If a new Manual Work Task is required this must be configured first before the task can
be assigned to an org unit or position.
For more information on creating new manual work tasks review topic Manual Work
Configuration
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3.4.5.3. Assigning Users

Display Assigned Users

Users assigned to a position can be viewed / added and removed here.
This can be used instead of updating the assignments directly in the SAP org structure within SAP

(transaction code: PPOME).
Assigned users

. |Search Q, f_;/
BDEXUNIT BDEXUNIT
50000339
BDEX_TEST1 BDEX_TEST1

50000339

This will be loaded in display mode and to make changes the Change Mode Icon needs to be selected
7

In change mode you can

 Add new users
* Delete Users

* Users can only be added or deleted instantly — if you require to add/remove users for a
future date (delimit) you must do this directly in SAP org structure transaction PPOME.

Adding new users

Once in change mode you can now see the Add icon B

Clicking Add will load a new screen to Add Users:
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Add Users

Start typing the user name / ID to get suggestions
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Add Users

Billing Manager

BDEXUNIT (BDEXUNIT)

Billing Agent

BDEX_TEST1 (BDEX_TEST1)

Select one or multiple users

Add Users

5] Add ‘ Cancel
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Delete Users

Users can be deleted by selecting the delete icon

Assigned users

Search

Bhanu Vishwanadham

30000128

Rajib Sen
50000128

=

57

Change mode icon

BDEx Release Notes - R4.5

next to the user you wish to remove

a a

BVISHWAN ®

RSEN ®

is only available for a position.

Users are only assigned to Positions and therefore ensure you are viewing a position ID

to see the assigned users populated.
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3.4.5.4. Display Skill Matrix Work

Skill Matrix Assignments can be added for cases routed to a specific work queue.

Therefore in this view you can see those skill matrix assignments relating to the org unit or position
representing the work queue.

QO &- 50000343
4 Senior Manager - 50000339 Skills matrix

O Billing - 50000332 ECS { Create Move-In ) MEHANS

Routed Via: Positicn: S0000339 Serior Manager

O Customer Care - 50000333 Gt Work Priceity Sequence: 01 Active

* As the skill matrix is added for a user this mode is display only. The assignments can
only be changed when viewing this option in the User Panel.
See topic Display/Update Skill Matrix for more details on changing the skill matrix.
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3.5. Simulate Get Work for User

Using the simulate get work will display the work in the order it will be assigned to the user.

Simulate Get Work

(= simulateGetwork | — 200 + |4 [{&p |07
W.. Su.. Text Pri... Created Date Deferred Date  Tr...  Primary Object Type Key D.. Pr.. | Pr.. | C..

Click Simulate Get Work

The button is available on at the top of the page as well as on the sub header.

How much work should be displayed is set by the size value that can be increased or decreased using

fo»  — 200 +

The default is set in configuration see topic for details on how to set up options for Admin screen

the + —icons

Once the button is selected the work list is generated — the max list will be displayed or if less work is
available all the cases will be displayed along with the total.
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Simulate Get Work
(= simulate Get Work || — 200 + d||@ ) E7
W... Su... Text Pri... Created Date Deferred Date 10 Fes Primary Object Type Key D... Pr.. | Pr.. | C...
832 BI01 Billing Document for Contract has b... 2 07.10.2019 00.00.0000 X INSTLN 30... | 10.. | 2 BV... 000z
838 BI0O1  Billing Document for Contract hasb... 2 11.10.2019 00.00.0000 X INSTLN 30.. |14.. | 2 BV... 0002
839 BIO1  Billing Document for Contract has b... 2 11.10.2019 00.00.0000 X INSTLN 30... 14.. 2 Bv... 000z
745 ECC  Move Out Failed For Contract 2 08.09.2019 27.11.2019 MOVEOUTDOC 00... (09.. | 2 BV... 0007
747  Z004 Implausible Meter Reading 1 08.09.2019 17.03.2020 X MTRREADDOC 00... 08.. 2 BV... 000
781 ECC Move Qut Failed For Contract 2 09.09.2019 27.12.2019 MOVEQUTDOC 00... | 10.. |2 BY... 000%
840 BIO1  Billing Document for Contract has b... 2 11.10.2019 00.00.0000 X INSTLN 30... 14.. 2 Bv... 0002
843 BIO1  Billing Document for Contract has b... 2 01.11.2019 00.00.0000 X INSTLN 30... | 05.. |2 BV... 000:
846 BI0O1 Billing Document for Contract has b... 2 02.11.2019 00.00.0000 INSTLN 30... 06.. 2 BV... 000:
851 ECC Mowve Out Failed For Contract 2 14.11.2019 00.00.0000 MOVEOUTDOC 00... |15.. (2 BV... 0007
873 ZC... Billing Block For Contract 2 23.03.2020 00.00.0000 INSTLN 30... |23.. |2 H... Z01#
874  ZC... Billing Block For Contract 2 27.03.2020 00.00.0000 INSTLN LRI TR 201#
Total work found: 12
[I0000000000000000 0
Columns can be hidden / shown using the button.

Using this will enable you to hide/display fields in the display:

Columns

’T\ ,L Search

All

WrKey

Subclass
Text

Priority
Created Date

Deferred Date

The first 16 custom fields added to the table /BTI/MDE_BWC_WRH include CI_BWC_CUST _INCL are
automatically available to select.
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7
v J

The table can be viewed in full screen by pressing the button.
This will open the list in full screen mode so that the views are expanded:

[= simulate Getwork = — 200 + A|@ 23

Wikey Subrclass Text Priority Created Date  Defesred Date  Training Work? Prirmary Object Type L Duse Date Processing Sta...  Previous Proce..  Gase Type
a3z Blod Billing Documaent for Conkract has b. S 07.10.201% 00000000 b INSTLN 3000000007 10412000 2 BVISHWAN ooz
838 BIOL Billing Dacument for Contract hasb.. 2 11 10.2019 00000000 ® INSTLN A0HOA0O0E 14112020 2 EVISHWAN 0002
439 BI01 Billing Dacument for Contract hasb.,. 2 11102019 00.00.0000 E INSTLN 000000006 14112020 z BVISHWINN 0002
745 ECC Meav Out Failed Fof Cantract 2 08.09. 2015 27.11.2019 MOVEQUTDOC DOO0C0000042 09.09.201% 2 BVISHWAN a7
rar 2004 Impla.lilm Mater Rmins 1 08.09.201% 17.032020 x MTRREADDOC 000000000000, 02.09.2019% 2 BVISHWAN D004
THL ECC Miave Dut Failed For Contract F 3 09.09.2019 271229 MOVEQUTDOC DOO0000000E2 10.09.2019 2 BVISHWAN o7
840 Bioa Billing Dacument for Conkract hasb... 2 11102009 DOLO00003 X INSTLN 3BI0CA000E 14,11 3020 2 BVISHWAN o002
843 B Billing Document for Contract has b... 2 01.11.2009 00.00.0000 X INSTLN IOOH0EIT 05.12.2020 2 BVISHWAN 0002
Bak Bioa Billing Document for Contract hasb.. 2 02112009 00000000 INSTLN 3000000021 06,12 2020 z EVISHWAN 00z
as51 FCC Move Out Falled For Cantract 2 14112009 00000000 MOVEOUTDOC DOODO00C0CAZ 15.11.2019 2 BVISHWAN o7
873 zCaN Billing Block For Contract 2 23032020 00.00.0000 INSTLN A0OHO0001E 23.08.2020 ] HHARFORD 2014
a4 ZCON Billing Blogk For Contract H 27.03.2020 0000 0000 INSTLN A0a00000aT 7.03.2020 2 n1A

Total wark found: 12

Table contents can be downloaded using button.
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3.6. BPEM Work Dashboard

Using the Report

A work dashboard has been created to display the current status of the work.
This will enable managers to see the total workload assigned to their queues, how many cases are in
progress vs waiting to be assigned as well as other key stats about BPEM cases.

4\ EDEx BPEM Dashboard |Acthemers 1 |Pamedusers  wne 3 Refresn

Total work and status E L £

Case category details by work queue and assignment

= | N I l | . 1
; g " - a 2 = = 2 £ ; 7 £ 2 = 7 5 % 7 7
] : z H i E 3 ] z
w oz pon | moms B 004 2006 zBEM 2c0n
oSN
) -
Dietais L |2 |53
Casée Categary Work Dusis In Queus Asaigred Unassigned I Proggrass Defarrad Total Volumne Over Dus Vielums Mot Dus Assigned Users Rasolution Tims Backlog Tive
I gred 0 5 5
10 Billing Taam o 4 o ]
Bio 1 [ 1 1
Biol MNew postion Q0 1 9 5
BIDL Technalog o o
B0l H 0 [ 2 2 5
a0 1 ] 1 1 ] 5
Bl 3 o o
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3.6.1. Accessing the report

The report can be accessed from Dynamic Work Center.
To launch the report open the DWC transaction /BTI/BWC

Go to the top menu option and select More->Analytics->BPEM Dashboard

< h!: J BDEx Dynamic Work Center
« (O Start other activity S Manual work tracker % Logout Cancel Mare
[ BDEx work center Goto |

Personal worklist

= Personal worklist Analytics > BPEM Dashboard
5 q Tl 2[4 v’ Q

& Watched items IR = ! == Systam

B Deferred items EWR_ Class Key Subclass Subclass text Help Deferred date T_ Processor Changed on Dwe Date
o= Outbox 1 @ M BIO2 Billing Docurm ; HHARFORD  30.03.2020 25.11.2011
= Organisational assi " = SAP GUI settings and actions

L5 Organisational assignments 1 @& 279 B0l Billing Docur 12.04.2020 HHARFORD  27.03.2020 24.02.2015
. Custom search 1 @& 723 2004 Implausible Mete 1 05.06.201%  In Process 10.12.201% X HHARFORD 27.03.2020 05.06.2019
& Manager view 3

= Team log

o= My log

This will open a web launcher for the URL.
{ -E- ? BDEx Dynamic Work Center
v (Y Start other activity E; Manual work tracker % Logowt Cancel More

5| BDEx work center ;
Personal worklist
ok Personal worklist

# Waiched iterns g, = IlL B | - 4l ||| ||| B Get work

B Deferred itemns “WR  Class Key Subclass Subclass text " Prio Crestedon  Status text Deferred date T Processor Changed on  Due Date

2, Qutbox 1 & 3 B0z Edling Document 2 03.10.2011  In Process HHARFORD  30.03.2020 235.11.2011

[7 Organisational assignments 1 @ 279 B0 Bdling Document 24022015  In Process 12.04,2020 HHARFORD  27.03.2020 24.02.2015
. Custom search 1 @ 723 004  Implausible Mete 1 05.06.2019  In Process 10.12.2018 X HHARFORD 27.03.2020 05.06.2019
& Manager view 3

%, Team log

= My log

Allow Deny Help

Once launched for the first time — depending upon the option settings you may be asked to login to SAP
via the web.
The URL can be saved and launched directly within a web page.

* This navigation path is specific to SAP GUI 7.6 using Belize theme.
Other themes and older GUI will change the menu option.
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3.6.2. Menu Options

In the header of the screen you will see the number of Active and Paused Users.
If you click on the Active Users a drop down will display the user details including the logged on since
date/time and the current status of the user (see user status for more details about the status available).

lA-:tiﬁ.fe users 2 Paused users

Rajesh Kelam RKELAM

Logged on since: 02.04.2020 / 10:56:27

Working

Hayley Harford HHARFORD

Logged on since: 02.04.2020 f 10:58:24
Idle

The additional menu can be accessed by clicking on the three dots.
This will display the Logged out user panel with the details of the last logged out time for all users.
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. Fa']
|A-:t|~.re users 2 Paused users H w_J Refresh

Logged Out users 4

- — — — —— |

BDEX_TEST1 BDEX_TEST1
Logged out since: 31.03.2020 / 11:29:05
Logged Out
Bhanu BVISHWAN .
‘I.u,-'is hwanadham Logpged out since: 01.04.2020 f 17:19:45
Logged Out m
o
Khan Mansoor MKHANS
Logged out since: 01.04.2020 / 13:35:59 L

Logged Out

TEST_AGENT TEST AGENT | -~

Logged out since: 22.11.2019 f 158:11:04

Billing Ag... .
&

Logged Out =

There is also a refresh button to update the screen to real time.

ZB

o

|Actiue users 2 Paused users ooo @ Refresh
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3.6.3. Graphic Display

BDEXx Release Notes - R4.5

The graphic is automatically populated based on the summary view selected within the table display.

The default view is Case Category Details by work queue and assignment.
This will plot the status of the cases against both the case category and the current assignment of the

case.

Total work and status

Case category details by work queus and assignment

E I\

Bz

RO

BaRl

In the menu for the graphic you can display/hide the legend using this icon

The + and — zoom icon will increase/decrease the size of the graphic.

@

The expand screen icon enables you to open the graphic in full screen mode (this will provide the best

quality of the data)

Full screen mode:

7
¥ J
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Total work and status m [ =Y n

Case category details by work queue and assignment

All Measures
W e
B v
W rerogre
[ —
[~ —

Deferrea & InGusue & InProgeess & Unsssgned & Assigred

[

i £

. |

.
m,w.-

T T T T e e e W B R B e N BT B e R e e g
P el Rl L T R L gl oy
] 3 8§ E
B ! ! P
| KRR £ i Ribibid
- - = &
i i i I
Bt Bz BO01 8GRl ESC Ieo4 ok IBPM LEON

CaseCatmpeny | AssignedtoTen:

In the graphic you can click on the legend bar to highlight those tabs in the bar chart.

Total work and Status Dietails (29) B | n

‘Case category details by work quewe and assignment
Current Selection ® | A Muasuras

W ngueue
29 pemns selected

W nPogrens
T —
W sagrea

Deferred & inGueet & Iiogress & Unassigned B Assigned

c I-I-I.-;-----lll;l l Il.
T e T
i ol pe e 6T - E |1 i ¢ & i E P i)l : ¥ 5 i

uiE ] ] ci
b i ! Pl
e i i i 1
i i i ] &
ot - Eag Feaad baaaas - e e ceon

CaseCategory | AscigradTaTest

This also brings up a new menu function for Details with the total selected. By clicking this you can see a
capture of the data set.
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Details (29) @R Q

B CaseCategory BlO1
AssignedToText Unassigned
Deferred a

B CaseCategory BlO1
AssignedToText Billing Team
Deferred 0

B CaseCategory BlO1
AssignedToText MM
Deferred a

B CaseCategory BlO1
AssignedToText Mew position
Deferred 1

B CaseCategory BlO1
AssignedToText Basis Technologies

International
Deferred a

B CaseCategory BlO1

AssignedToText Billing Manager

BDEXx Release Notes - R4.5

The graphic can be collapsed to provide a full size mode of the table view or pinned to prevent the scroll

bar from removing this.

i i
i
a.zll.-_I_.-_______--_ i ull=
- T J 1 : 3 - - 5 : r - r 4 - r - o o - 1 S

SR P e B R SRR RRRE R (AR AR RRLRE R GRRT SRR SRR e (5 G T B B | AT (R

' g LIIGEEREDIRFEEREQCECEEIEREEE RELERIG g o R g 3 | : i H F i 3 [

4 i @ 3 d g £ I E 4 B 8 5 2 L L] 8

Bao1 o2 [1-5] o) 006 arm ICON
Cauelal L)

Details w L@ 3
Came Category Wiork Qusus In Queus Ansigned Unassigred In Progress: Dturred Tatal Wolurme Owver Dus  Volumna: Nat Due Orline Users EHT (Minubes) Backlog Time |...
B Unassigned 0 Q 5 ] 0 5 a ] 5 -1 I
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3.6.4. Table Display

A summary options are available to filter the data:
=



3.6.4.1. Summaries

The following summaries are available in the report:

* Detall

+ Case category
+ Work Queue
+ Totals

Detail Summary

Details — Shows all the data

Details
[ Details In Queue
' Summarized by Case Category 0
! 4
Summarized by Work Queue
| 15
Totals
L , 4
BIO1 Basis Technologi... 0

Summarized by Case Category

This filters the report by the Case Category to show you the total work and status by case category only.

vized by Case Catugory

Once selected the graphic will automatically update to this view
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Total work and status - m A

Case category details by work queue and assignment

Al Measures
Deferen

LLH Bz LELH LELH BCC

Summarized by Work Queue

Filters the case category so that you can see the total work assigned to each queue or user.

Summarized by Work Oueue  ~ d (& 3
Case Catogory Wiork Gruoue in Gueus Assigned Unassigned in Progroess. Doferred Tatal Volume Over Due  Volumae Mot Dua Online Usors. EHT (Minurtes) Backiog Time (M....
Unassigned o [ 17 ] [ 17 ] 12 1] 5 5
Bang Team L] [ ] ] [ 5§ 4 1 [:] L] 20
MM 16 (] 0 o o & 15 1 1] -1 5
Bilng Agant 2 2 o o [ 4 o 4 o 5 o
New positan B 4 <] o 1 13 2 u o L1 10
Basks Technalogl... 3 7 o o o 11 2 8 o B 10
Billing Team 3 1 i} o [ 4 3 1 o L] 15
Bilting Manager o Ll o o o 1 1 o o B B
Device Manage. .. 3 1 o o [ 4 3 1 o 5 15
Billng o 1 o o o 1 o 1 o 5 o
BVISHWAMN 1 a o o o 1 1 [ o 5 -]
HHARFORD 2 1 o o 1 4 1 3 o 5 5
JHILLIER o 1 o o o 1 o 1 o 5 o
MKHANS 1 2 o o 1 4 2 2 o E] 10
TTICEHURST 0 1 Q +] o 1 o 1 o Ll o

Once selected the graphic will update to this view

Total work and status m '} s
Case category details by work queue and assignment
Al Measures
¢ W Do
v W e
B [
H W vrassgnes
b e === W e
B
E
- -
[
E
¢
- s ] T
£ - .
H
& | R S L. | [ —

Urassignes Boling Team . Bang Agen Mewpostion  Baws Technciogies . Biling Wanager  Dewice Managemen By BTSN HHASFORD MILLIER MKMANG TTICEHURST

CaseCategary | AssgnedTatest

Totals

This splits the data by just the status only
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BDEx BPEM Dashboard

Total work m 7

W - G
W cssignen
[ —
W = Progress.
[

Touls v IENE

Case Category Work Queue In Queue Assigred Unassigred in Progress Deterrea Total Volume Over Due  Volume Not Due Onling Users EHT (Minates) Backiog Time (...

&4 iz w 0 3 8 33 47 a ] 135
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3.6.4.2. Table Headings

Table Headings

The following headings are displayed in the table view:

Heading

Case
Category

Work
Queue

In Queue
Assigned
Unassigned
In Progress
Deferred

Total

Volume
overdue

Volume Not
Due

Online
Users

Resolution
Time (EHT
Minutes)

Backlog
Time
(Minutes)

Description

This is the category of the case

Which org unit, position or User the case is assigned to

The cases are assigned to an org unit, position or user but the case has no processor and is
not in a user’s inbox therefore is still waiting to be allocated to a user.

The case has a processor ID and therefore is sitting in a user’s inbox to be worked

The case is not assigned to any org unit, position or user and therefore will not be picked up
by “Get Work” or allocated automatically.

The case is being worked in the “Customer Centric Hub” by a user.

The case has been deferred by a user and has not yet reached the deferral date to be
reviewed.

The total number of cases

How many cases have passed their due date

The number of cases that have a due date in the future.

The number of users logged into BDEXx that are assigned to the work queue. If users are
assigned to multiple queues they will be added to each queue and hence you will see the
same user several times. The total view however will reflect the actual number of users.

The resolution time determined to work 1 case. This is configured in table /BTI/
MDE_C_WRRES.

The time it would take to work all of the overdue cases (volume of overdue X resolution
time{EHT Minutes}).
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3.6.4.3. Table Options

Table Options
Menu options are available as follows:

J

L]
Download table to Excel
This button will download the data into a CSV file that can be viewed/saved in Excel.

AutoSave @ o) [F] 9~ data [6) ~ O Search -
File Home Insert Page Layout Formulas Data Review View Help
T Lj'h Cut Calibsi 1 AN === - P Wrap Text General N LEEi % Normal Bad Goc
[3 Copy ~ . =
Paste [ === == «0 .00 Conditional Format as | Calculation Exg
Uv e e A | === =3 E - " | _l
< Format Painies B I U = F-% = = = i 3= [E Merge & Center t % 9 9 e e |
Clipboard (F] Font =] Alignment ] Mumber =] Styles
Al v fe CaseCategory
A B C ] E F G H | i K L M N ] P Q R
1 |Casecate1_|ﬁssigned1Iangres:DeFerred InQueue Assigned Unassigne Total VolumeO VolumeN OnlineUse BacklogTime
2 |BIo1 MM 0 3 33 7 5 48 39 9 [} 195
3 |BI02 TTICEHUR: 0 o 0 Lt 0 4 0 4 0 0
4 BO01 Basis Tech 0 1} 0 1 (i] 1 0 1 [} 0
5 |BORL MM 0 o 1 1} 0 1 0 1 [} 0
6 |ECC Basis Tech 0 1] 3 3 0 6 0 6 0 0
7 2004 Unassigne 0 o 1 2 2 5 0 5 o 0
& |Z006 Unassigne 0 o 4 o 6 10 ] 10 o 0
9 |[ZBPM Billing Age 0 [} 0 2 0 2 0 2 [} 0
10 |ZCON Unassigne 0 L] 2 3 4 9 0 9 o 0

The settings icon — will be activated in a later release. At the moment this has no
function.

2
¥ J

The full screen mode can be used to open the table in full screen to maximise the
display of the data.
Full screen mode of Details Table:
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= : L/@][]

Case Category Work Queue In Qusue Assigred Unazsigned In Progress Deferred Total Woltame Over Dus- Voluma Mot Dus Oinline: Users EMT {Minutes) Backiog Time (Min...
BioL [0 -] 7 LY o 3 a8 ] L] L] H 188
B0 Biting Team: 4 o o o ] a 4 L] o 5 wn
BiL M 15 o o o o 15 15 L} L 5 7
B0 Mew position 4 a o o 1 9 2 T L] 5 10
By Basis Techaslogias . 0 2 o o o 2 2 o L] 5 10
BiL Blifing Team: 3 o o Ll o 3 3 L] o 5 15
BioL Biting Manager L] 1 o o o 1 1 L] L] 5 5
BioL Device Manageme.. 3 o L] o o 3 E] o L] 5 L]
B0l EISHWAN 1 o o o o ] 1 o L] A 5
Bi0L HHARFORD: 2 0 o o 1 3 1 0 5
BioL MEHANS 1 o o o 1 2 2 o L] 5 10
B0z HEARFORD: o 1 L] o o 1 a 1 L] 5 o
Bl02 JHILLIER o 1 o o o 1 o 1 @ s L}
B2 TICEHURST Qo 4 o o 4 o 4 L

B0z TTICEHURST o 1 o o o 1 a 1 L] L] o
BoOL Bais Tichnelegion . 0 1 o o o 1 a L o 5 o
Beal M 1 o o o o 1 a 1 o 5 o
BEE Basis Bechnologies.. | 3 3 1] ] & 3 a & L] 5 1]
ECC Biting Team: o 1 o o o 1 a 1 L] L o
2004 Urassigned 1 2 2 o £l a 5 L

2004 Biting Team: 1 o o o 1 a 1 L

2004 Biting o 1 o o o 1 a 1 L] L) o
0ed MEHANS o 1 o o o ] a ) o 5 o
2006 Urassigned 4 o B o o o a 0 L 5 o
2008 Mew position 4 o o o -] 4 a 4 L L] o
ZBPM Biing Agent [ 2 o o o 2 a 2 L] 5 o
con Urassigned o o a o 4 a 4 L]

ple] Unassigned 2 3 4 o L] L] a L} o 5 o
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3.7. Get Work Additional Options

There are two options in Related Get work:

* Related Get Work
* Lock Related Work

Related Get Work: 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. Work is only assigned as related if the cases are within the users skill set (assigned to the same
queues as the user) and share the same case type.

Lock Related Work: If related work and locked related work option is enabled, locked related cases
would help users to lock cases which are related to the primary case and these cases would not be
assigned to any other user. Preventing multiple users from working the same customer at the same time.
Primary cases would be linked to the Locked related cases. All the locked related cases are maintained
in a table that can be viewed at any time in table view transaction code — SE16 (for those who have
access to this transaction).

Once the primary case is reassigned/forwarded/cancelled/completed, all the related Locked cases would
be unlocked.
This action would happen via Batch job which should be scheduled to run frequently throughout the day.

For Example: This option will look for related cases which are not assigned to the work queue/s for the
Agent and cases which are related (determined by the configuration of the field for the related get work
option) and have the same case type. If any cases are found, as these cases are related to Related, get
work cases. We would lock the cases and will lock them to the primary case. Once the Primary case is
reassigned/forwarded/closed/completed, we will unlock the locked cases and they will be available for
get work.

When the user clicks “Get Work” /BTI/BWC would fetch related cases and would lock related cases
specific to the cases identified to be assigned to the user.

! Lock related cases can only work if related cases is activated.



3.8. Closure Control Notes

Closure Control Notes would provide an option for user to add pre-configured notes in /BTI/
MDE_BPEMCOND.

These notes would be automatically applied for BPEM cases when closed via the closure control job.
This job runs the closure control rules to check which cases should be automatically completed by the
system. Any cases that are changed by the job can have the pre-configured note applied to the case.
The job can be ran in three modes and therefore for each mode you can add a different note. For more
information about the closure control job see this topic: “Closure Control — Job”:

Adding Closure Control Notes:

User can Configure Closure Control Notes via /BTI/MDE_BPEMCOND

V) RGO « XAN x L] @%
Display Closure Condition

S mm 40

Clarif, Case Category ECC Move Out Failed For Contract

Condition

A new condition can be created here in change mode

7§ Case objects & Configure Notes

User has ability to Change, Display and Delete Notes.


https://docs.basistechnologies.com/bdex-configuration-guide/r4/en/topic/background-processing
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Display Closure Condition

S g
larif. Case Category ECC Mawve Out Failed For Contract
@ Configure Closure Control Notes b 4
Closure Condition *
Closure Control Action Complete Case v
Description
)| h =)
This is Demo note to update ECC Complete cases.
Condition
A new condition Li1,Co1l Ln1-Ln1of1lines
el Pl <2
User can Configure Closure Control Notes for three actions.
1. Complete Case
2. Re-Open Case
3. Confirm Complete Case.
Complete Case Notes is displayed by default (this is the most commonly used mode for the closure
control job).
F Case Category Edt  Goto  System  Help — X
Display Closure Condition
S m 4w
Clarif. Case Category ECC Move Out Falied For Contract
[F Configure Closure Control Notes
Closure Condition
Ciosure Control Action Completa Case
‘Complete Case |
Re-Open Case
o Confirm Complete Case
H =3
This Is Deme note to update EOC Compiste cases.
c—T-»
Condition
A new condition £ Uu1,co1 Ln1-Ln1ofilines
YA
B Casa objects T Configure Notes -
g % 1804 (2)100 + | BTI2042 | INS o
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Where are notes saved?

Closure Control Notes are saved in /BTI/MDE_CND_NT table.

d. Tt

BDEXx Release Notes - R4.5

Motes
the trigger for this case has been remcved and th

2001 - Reopen cases test 3
2001 - test confirm complete case test

o CKE OO0 N 0%

/BTI/MDE_CND_NT: Display of Entries Found

I

Table to be searched /BTI/MDE_CND NT BDEx Clasure Contral Notes

Number of hits 8

Runtime 0 Maximum no. of hits [EDq ]
q == WPl 2] |8 B FH| | [Ia]] |[{]] | adetails

S\ Case Ca CC ACT Language Notes Nates
BIO2 1EN Closure Control Alert - Case has been automatically closed - the billing document has been d or rel
ECC 1EN This is Demo note to update ECC Complete cases.
ECC 2 EN test reopen cases WHY special characters why displaying these characters
Zoo1 2 EN Z001 - Reopen cases test 1 Z001 - Reopen cases test 2
Zooi 3EN 2001 - test confirm complete case test 1 2001 - test confirm complete case test 2
2007 1EN
ZCON 1EN Closure Control Alert - Case has been automatically closed - the Billing Block no longer exists for the contract. Therefore the trigger for this case has been removed and the
ZCON 2EN test reopen case notes

How are the notes used?

Close case via batch job: /BTI/MDE_BPEM_CLOSURE_MDR.
Notes would be updated in the case notes tab.

V] KH QOO0 =
Report /BTI/MDE_BPEM_CLOSURE_MDR
@ (=

Technical Settings

Case category ECC to
Completion date to
[ 51
E Complete cases? 7

Reopen cases?

Confirm completed cases?

Test mode?

Cases closed via Closure Control Job.

s

L 1
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V] KE 000 =AhH

BPEM closure transformation
F =Y & B&x Byl B

Case (Case Cat. Old Status Result

1106 (J/JECC In Process Completed
129 ECC In Process Completed
451 ECC In Process Completed
745 ECC In Process Completed
781 ECC In Process Completed
851 [ECC In Process Completed

Closure Control Notes update in for BPEM case.

V] KT Q00
“a_. Display Clarification Case 106

2 i Bog 2

Case 106 Mave Out Failed For Contract
Business Process ECS00004 Create Move-Out

Bus. Proc. Area ECS IS-U Customer Service

Case Category Ecc [E5 Description
Processor :EVI SHWAN :|'_||_'ward Due To

Prev. Processor JHILLIER Forwarding Reason

“Hobjects | A, Procs m:i Messages |BE Addl Data

1] @ %

Status
Original Date
Due Date
Priority

BDEx Release Notes - R4.5

1] O %

Completed ~
06/15/2012 12:15:47
06/16/2012 12:15:47

High v

H =

15.11.2012 15:31 Jeremy Hillier
Completed manually

03/30/2020 19:44 Bhanu Vishwanadham
test reopen cases WHY special characters
why displaying these characters

04/14/2020 17:45 Bhanu Vishwanadham
This i= Demo note to update ECC Complete cases.

* Only one note per case category can be added for each mode available.
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3.9. Watched Items — retain completed

Watched Items now have two modes to function.

1. Email Notifications
2. Complete Watched Items folder

Email Notifications are issued when a user has Watched and Item and that Item is Resolved.

An alternative function is available to suppress the notification and to retain the completed item in the
new folder “My Completed Watched”.

The watched item can be retained for a pre-configured number of days to enable the user to review the
cases.

Cases can be removed from the Completed folder once reviewed.

* An option is available to switch between email notifications and completed watched item
folder.

See implementation instructions for details on the configuration steps.

Watched Items Folder

When using Completed Watched Items a new sub folders are available in the Dynamic Work Center.

L4 -!: 'J BDEx Dynamic Work Center
v (D Start other activity S5 Manual work tracker %, Logout  Cancel  More

- [| BDEx work center s
= Personal worklist

sy V HIIE ) ol

Watched items. = Get work

-f-. My Watehed ltems tWR _ Class Key Subclass Subclass text " Prio Created on  Status text Deferred date T.. Processar Changed on  Due Date

&, My Completed Watched 1 9 34 BIO2 Billing Document 2 05.10.2011  In Process HHARFORD  30.03.2020 25.11.2011

& Tean's Watched ltems 1 @ 219 B0 Billing Document 24.02.2015  InProcess 12.04.2020 HHARFORD  27.03.2020 24.02.2015
5" Deferred items 1 @ 723 004 Implausible Mete 1 05.06.2019  InProcess 10.12.2019 X HHARFORD  27.03.2020 05.06.2019
L Outbox 3

[ Organisational assignments
2, Custom search

& Manager view

%= Team log

o= My log

My Watched Items

This folder shows the watched items as previously. Any item the user has watched that is still open will
be displayed here.
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= BO4 (1) 100 B  _F =
¢ T BDEx Dynamic Work Canter
] Skart other sctivity ‘T Manual work racker % Logost  Cance 2 2O ea
BDEx work conber
My Watched ikems

&, Parsanal worklist
*. Watched Bams = Ve

2, My Watched iams Users Class Class bt Type Subclass taxt Sthsiext  Key MaimDute  Crestedon  Processor M MD Oibject Kay [Ctasad cn

, My Complatad Waichad 1 Ex Biling Oussort T Multiple Outsorted 000000001404  12.09.2011  25.06.2014 0000001130

2, Tean's Watchad Ibems 1 [ BPEMCase T, Billing Documant for Contract has boon outsonad  In Procoss  DO0OD0OTIS 07.09.2015  O7.09301% B 3000000004
&" Detarrad itoms 1 Invakce 1] Imterim Billing (02) Openanddue 03000000001 30.06.2010  13.09.2010 @ 200000000101
2, Ouibes

= Orpantsationsl assigaments

My Completed Watched

Once a watched item is completed it will move from the “My Watched Items” into the “My Completed
Watched”.

The user can review the cases here and remove them from the list once the review has been completed.
The cases will automatically be removed from the watched item list once the retention period has

passed.

£ n-i' p BDEx Dynamic Wark Center
et it e TR (Y e L Logowt Cancel  Ware S ™ M Bk I

¥ ! !
“| BOEx work carer -
My Completed Watched
- Perzonal workist
* Watched fiems - -
My Watched It Users Class Class test Typee Subelass tmt Sttustmt  Key MainDats  Cromedon  Procsssar M MD Object Koy Closad On
1 EPEM Case T Bing Document for Convract Bas besn culsorled  Completed 0000000735 O7.092015 07092019 HHARFORD 3 3000000004 15.04,2020

¥ Too's Watched oms
™ Dieferred beme
Oubos
2 Organizational assignment:
4. Custom search
& Mamager view
% Teamlog
o= My hog

* Both the Completed Watched Item and Retention period must be configured for this to
work.

Team’s Watched ltems

If you are a Manager you will also see the “Team’s Watched Items”.
This will show both completed (for as long as the retention period) and open watched items for all the

Managers team members.
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= > oBDa0 [ B | & x

w W (D Statomer sctivity Ty Maneal work wacker % Logow  Cascel  Muore @ 0 A ex

~ B BDEx work center
- Persanal waorklist
~ & Watched e

) ]| ) ] 2]

2, Wy Wache e Users Class Class bt Type Subclass tent Stamstent Ky MainDate  Crestedon  Procesmor M MD Object Key Closed n
2, My Completed Watched 1 ) Eiling Ovdar (Il Pariadic Biling {01 Bilasia V00000177200 OLOTI0LE 12082002 MGTAYLOR B 3000000LTT
£ Toant Watshed Ibome 1 F Eilling Ouisont @ Mutile Ouwsated  OOXNOO0LE0d 12092011 IS.06.2004 B 0000001130
» U Deterrad itama 1B BPEMCe @ Move Gut Faled For Comract Comploted 0000000123 19.06.2012 19062002  MKHANS :mm_mos:
? da Ouitex 1 F EBPEMCEe T Billing Block For Contract 2 Complatsd 000000032 16052013 1G0S013  MKHANS S 3000000018 15.04.2020
» [% Ovganisational assignmants 1 B BPEMCase (@) Billing Biock For Contract. Corfrmed 0000000193 16052013 16052013 TTICEWURST 8 0000001027 15.04.2020
A Covtoo sworeh ) o) ar Cansract Completsd  DDOOODOZ0S  DAOEIUII DDGZ0I3  HHARFORD = 00ODDDLOZT 1504 2020
S 1 B EBOEMCae @ Implwsible resd - Toleramce lmits frelative]  Compleled  000D00Z57  OLOLIOLY 29092014  MKHANS 22 000O000OOOLOD0OLT 15.042030
SUTE Ly 18 (I 040820010 24022005  MKHANT & 0000000003 15.04. 20200
LT ] 1 B EBPEMCme (I Billing Document for Contract hes bren ousarted  Corrmed  QOODICOZTE 20082014 24022015  MKHANS B 0000001030 15042020
1B o baan ausarted 30082014 34023015  MWKHANS & 000D00L0M 18,04 2020
2 £ EPEMCase (I Billing Document for Coniract has besn ousorted Comemed (00000308 23.06.2015 23063015  WKHANS B 000D00L1SZ 15.04 2020
1 B EPEMCme Tl ad - Tol GLOLIOLL  ZAOL01T  HMARFORD E7 0ODDDOODOULODOGMLL 18.04.2020
i ) @ wd- Tolerwnce ity (relative]  Compleied  OODOOOA4Z  OLOAIDIZ  ZGOSZOLT  WKHANS £ DOOOODDOOIO000004 15.04 7020
18| @ Contract has 12002018 [ 18,04 2020
18 T Gilling 1703008 I7OLINNS  HHARFORD S 300000000 15.04.2020
18| @ a.08.2019 B 15,04 2020
1 f EFEMCie T Eiling Block Far Contract Comgleted  D00000OTSS  CA0S019 (9092019 EWSHWAN B 3000000008 1504 2020
1[0 Imice [0 Ineerim Biling (02 Open snd cie 030000000001 30062010  13.09.2010 £ 200000000101
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3.10. Patches

Patch fixes included in release 4.5 are:

Forwarding Reason — Reassign All

Ability to use F4 to see forwarding reasons when using Reassign All in DWC in the Manager View.

F4 was not available in the Reassign All function from the DWC, this has now been made available to
enable the user to select the forwarding reason from the list of options rather than needing to enter the
reason directly.

< D-E 4 '? BDEx Dynamic Work Center

' (9 Start other activity B Manual work tracker Ya Logout Cancel More
~ [¥| BDEx work center .
Manager view
4. Personal worklist
» X Watched items A& F| Vi~ ||| | |L ~]||ml|l|Z| &8 | | 2 Replace All|| |E Forward All || | dn Reassign All
» @° Deferred items Org Unit " Position * Team Member T Assigned T Class  Class
s L Outbox o “aww 13
[5 Organisational assignments MDE 7 -aw 13
Q, Custom search Billing Team Lead o b 13
& Manager view Amine Bekkat @
% Team log
= My log = i€ E : BASISTECH T
Object type s BDEXUNIT i)
Agent ID 50000050
Forwarding Reasan * Bhanu Vishwanadham e [
1 L] BPEM
= Reason for Forwarding (1) 6 Entries found x 1Xx @ BPEN
. Restrictions 1xe BPEM
1 L ] BPEM
v (B[O ||| = 1. BPEN
o 1 L ] BPEM
Reaso_ Forwarding Reason
| ! rford o 3
001 Return to Sender s
- — En Billing
002 Implausible Read needs resolution
B BPEN
003 Staff Absence =
|| Inveic
004 Migrated Case
1 L ] BPEM
005 Auto Replaced Case
g iy BPEM
2001 Reassign Case
1X @ BPEM

Update to Master Data for Device Location

Ability to build Master Data Hierarchy using the Device Location.

In previous versions when using Identify Account with the Device Location as the parent object — the
connection object list was built from the Device Location and the parent was switched to the Connection
Object. This is how SAP builds the Master Data in the Data Environment. This has been changed to
enable the Device Location to become the parent and build the Master Data using only the data relating
to that specific Device Location.



Boomerang Aging Assignments

The Aging assignments has been rebuilt to determine the assignments from the work queues rather than
getting the position of the processor ID.
Two options for assignments view when running the Boomerang Aging Report.

» Determine Current Assignment
+ Assignment of Processor.

< .-.E- '? Boomerang - BPEM Aging

v G c I3 Technical Settings Cancel More v

Selection Criteria:

Ldse L
Business Process

do T Ype
Processing Status
Clarif. Case Category
Case Priority
Created on

Changed on

Due Date

Original Date

Assignments (based on BPEM Creation Date):
® Determine Current Assignment
Assignment of Processor
Plan Version 01

Evaluation Path UsS_S_S_C

Age Case Category Summary results by:
® Creation Date
Changed Date
Due Date
Original Date

Time Interval 30

In the previous version there was no difference between these views.

Now the Determine Current Assignment option will fetch the actual assignment of the case either:

From the work queue or if the case has a processor the processor ID will be displayed.

Assignment of Processor — will display the cases with a processor ID and determine which positions the
users are assigned too.

This is showing the cases belonging to the users within a team in the org structure rather than where the
cases routed too.



Enhancement created to enable new Master Data objects to
be added

This is a technical update to enable the ability to add new Master Data using a new enhancement spot in
the build Master Data step.

This means the Business Add-In (BAdI) can be implemented and the logic rebuilt according to customer
requirements. Example here was to add Provider Contract into the Master Data Hierarchy.

See the development cookbook for more details on using this BAdI.

Blade — Add key date from to selection screen parameter
for Late Invoicing Report

Added new parameter into Late Invoicing Report to add a Key Date From. This will enable the from and
to date to be determined for the Late Invoiced period to reduce performance issues and change the
selection of the criteria when the report is executed. Previously all dates were considered in the report.
This meant the report picked up archived billing periods in error and also would check accounts back to
move in dates if no invoice found.

Now the key date from can be input to reduce the period back in which Blade will evaluate Late Invoiced
period.
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vl v (C [ Technical Settings Cancel More ™
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Options
Business Partner B . 0 | (2]
Contract Account R - I g
Contract Acct Categ. B to =
Standard CompanyCode EE to 7 |
Account class ] | =g
Contract | to 2
Account determin. ID B to (2 |
Company Code i e to g
Division B to g
i I .
Installation type B to g
Billing class BER to =
Billing Transaction [ to 7 |
SR R
Move-In Date to |:|_’
Move-Out Date to E
Ignore Print blocks
Print block 1 o s

Key Date from

\w! Ignore suppressed meter reads
v Allow no Late Bill price

|o1.01.2010 |7

Key Date to

14.04.2020

Time Interval

@ Start of Bill Per. => Key Date
() Sched. Bill Date => Key Date

[ »]

Actions

Commit Work at

|| Trigger LI Handling (BAdl)
1,000
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4. Implementation Instructions

A transport will be provided with the changes — this must be imported to your local development system.
Once imported it is recommended to complete regression changes.



4.1. Configuration Requirements

See the next topics to understand what requirements and configurations are needed to set up all the new
functions.
The configuration requirements are listed for each topic to for the features.
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41.1. Mx Log — Activation

My Log is activated in the options table /BTI/MDE_C_OPT

4 r-i ‘! '? Change View "MDE:Configuration of parameters”: Details
v B & NewEnies 81 O © & (3 -+= Cancel More~
Option 1D 39

MDE:Configuration of parameters

Opt. Desc DWC My Log
Application 15-Utilities
Component BDEx work center
Option priority Profile option
Table Name
Field Name ASAFLAG
Search Help Name

Mo Disp

Temporary?
Value 1x

If the option priority is set to Profile. The activation of the My Log can be set for each Profile. This can be
updated in the Profile Manager using transaction code /BTI/MDE_PROF_MGR.

* Users assigned to Profiles without My Log will not see the My Log listed in the menu
layout in the Dynamic Work Center.
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4.1.2. User Status — Activation

User status is activated using the options table /BTI/MDE_C_OPT (can be turned on or off as required).
To activate update:

Option 44 — Team Log — Get User Status
< [ : J Change View "MDE:Canfiguration of parameters”: Details

v B & NewEnties B & $

.
)

Cancel More

Option 1D 44

MDE:Configuration of parameters

Opt. Desc. Team Log - Get User Status|
Application 15- Utilities i
Component BDEx work center
Option priority System option “
Table Name
Field Name
Search Help Mame
No Disp.
Temporary?
Value X

* If this option is set to Profile then it can be updated using the Profile Manager
transaction /BTI/MDE_PROF_MGR
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4.1.3. Manual Work Configuration

Configuration tables required to be updated are:

+ /BTI/MDE_C_OPT - Options table

» /BTI/MDE_C_MANWR — Manual Work Reasons

+ /BTI/MDE_C_MANW — Manual Work Tracker

+ /BTI/MDE_C_ WRCLS — Work Request Classes

+ /BTI/MDE_C_WRRES - Work Request Resolution Times

Manual work items need to be activated in the options table /BTI/MDE_C_OPT to enable the button to be
displayed in the Dynamic Work Center to add these tasks.

Option ID 46 — Manual Work Tracker

This turns on the option to see the Manual Work Tracker button in the Dynamic Work Center and
activates it.

Option 1D 46

MDE:Configuration of parameters

Opt. Desc. [Manal Work Trackel]

Application -IS—Utilities ) v
Component BDEx work center s
Option priority Profile option o
Table Name

Field Name ASAFLAG

Search Help Mame
Mo Disp.
Temporary?

Value X

Option ID 48 — Manual Work Tracker — Minimum task time
in seconds

This option enables you to set a default task time preventing a user from adding too many cases in a
short period. For example if the value here is 5 and | add 12 cases | can not submit my time until at least
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1 minute has passed. This option is to prevent over inflation of stats or incorrect volume of work being
submitted.

Option ID 48

MDE:Configuration of parameters

Opt. Desc. :-Manual Work Tracker - Minimum task time in seconds

Application |S-Utilities _ o
Component BDEx work center s
Option priority Profile option s
Table Name

Field Name INT4

Search Help Name
MNo Disp.
Temporary?

Value 5

Option 52 — Log out idle time when in Manual Work Tracker

For those customers using Log out idle you must set a log out idle time when the user is in the Manual
Work Tracker. This will prevent the user being logged out of BDEX as idle if they are in another system
or have not triggered an action in time for the idle job to log them out of BDEX.

Option ID 52

MDE:Configuration of parameters

Opt. Desc. :-Lng out idle time when in Manual Work Tracker

Application _IS-UtiLities _ “r
Component BDEx '
Option priority System option W
Table Mame

Field Name

Search Help Mame
Mo Disp.
Temporary?

Value 525600
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Manual Work Task Reasons

The manual work tasks are configured in table /BTI/MDE_C_MANWR. In this table you can add the task
code and description which is used to determine the reason for the manual work task.

< ..E- - Chanpe Vs "EDEX wovk cenler Manusl Work Teacker Reasons: Chendes

Manual Work Tasks Assignments

Once the tasks have been set up the organization units/positions or users can be assigned to the tasks
to determine who can add a certain task. This is defined in table /BTI/MDE_C_MANW

b e Chisrge Vv “BOEX work canlin Maru il Wosk Trscke™: G

EDEX weori conter. Manual Work Tracker
pooDal CLESTOMER_CAL L i B Wk T
S 1 CARTIMER_C4 |

W WK

CUSTOMER, A LIS

In this table you can add the object type and ID and assign the task code to this. Acceptable Object
Types are O — Organizational Unit, S — Position and US — User.

The Allow — Edit if = X means the user can update the description and add their note to the task. The
task code remains unchanged so that the codes can be used for reporting.

Manual Work — Work Request in DWC

In addition in order to save resolution times for these tasks the task needs to be added as a Work
Request to use in the Productivity Report an entry must exist in table /BTI/MDE_C_WRCLS as follows:
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w| oo & MNewEntries E O & £ (3 -+ Cancel Morev

Class | ISU_MANN

MDE:Work request Classes
ObjectTypeName | /BTI/MDE_CL_WR_ISU_MANW |
System ID 0001
lcon name ICON_TASK |
| Inactive
v BWC?

Manual Work Resolution Times

Once the new class is added you can add the work request ISU_MANW and task into the work request
resolution table /BTI/MDE_C_WRRES to save the resolution times for each task.

v o B & NewEnes B O & & (3 -+2 Cancel Morew

Class ISU_MANW
Subclass ‘CUSTOMER_CALLEBK

MDE: Work request Estimated Resolutoin Time

Est. Res. Time 11]

Unit MIN
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4.1.4. User Admin & BPEM Dashboard — Set
up

The User Administration tool once installed to your system must be activated in the SAP UI5 services
available.
This is a task for your Basis team and a reference document is attached with the steps required.

The activation of web screens must be completed in each environment and should be added to your
cutover tasks.
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4.1.4.1. Activation Web Screens

Navigate to the following node transaction SICF

Create/Change a Service
E’? ?ﬁﬂ
Path /default_host/sap/bc/
Service Name |ui5_ui5 ] 1@ Service (Active)
Lang. English - |ED Other Languages
Description
Description 1 SAPUIS Application Handler
Description 2 SAPUIS Application called via HTTP out of SAPUIS repository
Description 3 T T

/A GQarviraNata | | nnnn Nata  © Handler lise . Frear Panss  © Adminictratian

Activate all relevant SICF services under bti (user admin and bwc_dash)

L) Vi 1100 ISIOLG

~[%0 uiS_uis SAPUIS Application Handler SAPUIS Applic....
v bti namespace
+ [©) mde_bwc_admin BDEx:User Administration Console
« [©) mde_bwc_dash BWC:BPEM Dashboard
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4.1.4.2. Activate Gateway Services

Navigate to the following node in SPRO:

Create/Change a Service
69‘ ?ﬁﬂ

Path /default_host/sap/bc/

Service Name |ui5_ui5 |[@ service (Active)

Lang. English - |ED Other Languages
Description
Description 1 SAPUIS Application Handler i)
Description 2 SAPUIS Application called via HTTP out of SAPUIS repository
Description 3 ] -

 Garvira Nata .L Il anan Nata  © Handler lisk  © Frear Danae © Adminictratinn

* Navigation path: SAP NetWeaver->SAP Gateway->Administration->General Settings
Activate and Maintain Services

Filter for /BTI/* services:

Activate and Maintain Services

(&)@ &= 4
Service Catalog

Type Technical Service Name ﬁ V_  Service Description

5 || [? Fiter || | E3 Add SeWe]Fﬁ Delete Service |[

BEP |ADT 1 Gateway service for ADT

BEP 1 Test implementation for batch@
BEP

BEP

BEP

Activate relevant services
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Activate and Maintain Services

Q) S|FIE) (%) LJEE L] [P riter]| [E Add Service || T Delete Service |[[2] service |
Service Catalog

Type Technical Service Name % i‘v_,_ ‘Service Description
BEP /BTI/MDE BWC ADMIN SRV 1 BWC User administration

BEP  /BTI/MDE BWC BPEMDASHBOARD SRV 1 BPEM Dashboard

If this is the configuration system add system alias. ( LOCAL by default ) .

|2, Add System Alias [ F& Remove System Alias || &y Customizing || [ Service Implementation |

System Aliases
| SAP System Alas  Description Defaut  Metadata User Role Host !
~ [ocaL Local System Alas vl 0

) T«H e@@ SNk DNNH NE 0N

Change View "Assign SAP System Aliases to OData Service": Overview
% MewEntres (DR O F B[ [3

Assign SAP System Alases to OData Service

Service Doc. Identifier User Roke Host Name  SAP Systam Alas Defauk System Metadata Defauk  Tech. Sve. Name Ext. Sarvice Name D
—1 —

|/BTI/MDE_BWC_ADMIN_SRV_0001 LOCAL u| JBT1/MDE_BWC_ADMIN_SRV MDE_BWC_ATMIN_SRV

|

* Set up Local System Alias ( Transport as configuration )
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4.1.4.3. Activate Options

Once the UI5 service is activated by your Basis team the Admin screen can be activated in BDEx using
the options table /BTI/MDE_C_OPT.

Option 47 — Admin Screen Access

Controls the type of access.

Enter value ‘Display’ for display only access to all users settings.

Enter value ‘Change’ to allow changing the various settings and parameters presented for all users.
Enter value ‘Own’ for display access to own settings only.

Leave value blank for no access to the screen.

Option ID 47

MDE:Configuration of parameters

Opt. Desc. Admin Screen Access (Display/Change/Team/Own)

Application IS-Utilities R
Component BDEx work center s
Option priority Profile option R
Table Name

Field Mame

Search Help Name
Mo Disp.

Temporary?

Walue Change

Option 49 — Routing Root Org Structures(s{csv{)

Specify the org structure ( root node number example: 50000000 ) used for routing. Multiple root nodes
can be entered separated by comma.
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Option ID 49

MDE:Configuration of parameters

Opt. Desc. Admin Screen - Routing Root Org Structures(s{csv})

Application 15- Utilities oV
Component BDEx work center “
Option priority System option v
Table Mame

Field Name

Search Help Name
Mo Disp.

Temporary?

Value 50000327, 50000000, 50000050, 50000327, 50000300

Option 56 — Disable SSO for UI5S links

When turned on Single Sign On is deactivated for the UI5 Web screens. Therefore the user will be
prompted with a password page to access the User Admin or other UI5 views.

Option ID 56

MDE:Configuration of parameters

Opt. Desc. [Disable S50 for IS links |

Application -IS-Utilities - '
Component BDEx work center W
Option priority System option 1
Table Name

Field Name ASAFLAG

Search Help Name
Mo Disp.
Temporary?

Value X

If this option is not selected BDEXx will attempt to automatically sign the user on to the web application
using SAP GUI credentials. This requires SAP service myssocntl to be active and is supported by
internet explorer and edge browsers only.
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* Option 56 enables users to override automatic sign on and use the standard logon
procedure set by their company.
The url opens in the default browser, and is not restricted to internet explorer or edge.

Page 94 of 103



4.1.5. Related Work and Locked Cases

Configurations are required to update the following tables:

Options are set to activate this function using table /BTI/MDE_C_OPT.

For options with Option Priority as Profile can be updated in the Profile Manager using transaction code
/BTI/MDE_PROF_MGR.

Option 35 — Get Related Cases for the priority work

Field name is a mandatory field — this field must be a valid field within table /BTI/MDE_BWC_WRH to
enable related cases to be identified. A valid field is any master data object or the master data object key
defined in Dynamic Work Center. Please consider if you use an object that is not shared by all cases —
related work cannot be identified for those cases.

< b ! C J Change View “MDE:Configuration of parameters”: Details
v B & NewEnies EBE O © & G +=  Cancel More™
Option 1D 35

MDE:Configuration of parameters

Opt. Desc
Application IS-Utilities

Component BDEx work center

Option priority Profile option

Table Name /BTI/MDE_BWC_WRH
Field Name ZZMAINOBIKEY
Search Help Name

No Disp

Temporary?

Value

Option 45 — Get Work Lock Related Cases

Set the value to X to activate this feature.

In order to Lock related work to work, related get work and lock get work both options will have to be
enabled
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Cancel More

vl v & a6 -
-
Option ID 45

MDE:Configuration of parameters

Opt. Desc. Get work Lock Related cases

Application 1S-Utilities v
Component BDEx work center s
Option [::r'ﬁrityr System option s
Table Mame

Field Mame

Search Help Name
No Disp.
Temporary?

Value X
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4.1.6. Closure Control — Notes Configuration

Configure Closure Control Notes can be added into the following table:
/BTI/MDE_CND_NT

V] " KE OO0 & ] @ %
Display View "BDEx Closure Control Notes": Details
s L3 &

Case Category :IECC :LI_'
CC ACT Complete Case v

BDEx Closure Control Notes ]\
Language EN

Notes This is Demo note to update ECC Complete cases.
Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Notes

Example Table entries
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Basis Technologies

MECE N « NAY x| 1] @ %

BDEx Closure Control Notes
I

Notes Notes Notes Notes Notes Notes Notes Notes Notes Notes Notes Notes Notes

v

/BTI/MDE_CND_NT: Display of Entries Found
2
Table to be searched /BTI/MDE CHD NT
Number of hits 2

Runtime 0 Maximum no. of hits

SE[=/ [Pz L B |[@d (B[ F) | e | [[]] | adosteis
Fh cat.  cc ACT Language Notes Notes

ECC 1EN This is Demo note to update ECC Complete cases.

BEC 2 EN test reopen cases WHY special characters why displaying these characters
o¥s It is recommended to add the notes via the Configure Notes button in the Closure

Control Editor.
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4.1.7. Enable New Watched Iltems
(completed) — Activation

If you wish to retain Completed Watched Items this is activated in the options table /BTI/MDE_C_OPT

Option 54 — Activate the New watched items folders

'4 .._3 ! B ’ Table /ETUMDE_C_OPT Display
v  Cancal 1
MANDT . 1100 .
OPTID 54

APPLK R

X
Enable Mew Watched Items (completed)

Added an X to this option will suppress the notifications via email and will add the new folders into the
Watched Item menu in the Dynamic Work Center.

Option 55 — Setting the Retention Period

I's ,_3 .! D , Table /BTUMDE_C_OPT Display
+  Cancel More
o
MANDT [Lo0
)
OPTID 55

1

Reatention Perlod of Completed Watched (days)

Only numbers should be added to the value for this option.

This determines the retention period in days for how long the completed items should be displayed in the
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Completed Watched folders.
Once the retention period has passed from the completion date of the item the item will be removed from
the Completed Watched folders.

If the option priorities are set to Profile. The activation of the Completed Watched Folder can be set for
each Profile.
This can be updated in the Profile Manager using transaction code /BTI/MDE_PROF_MGR.

* Users assigned to Profiles without this activated will not see the Completed Watched
ltems or the Team’s Watched Items folders in the menu layout in the Dynamic Work
Center.
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4.2. Batch Job Requirements

Schedule a background job for /BTI/MDE_UNLOCK_RELATEDCASES for every 30 minutes (or as
frequent as desired) to find cases which are locked and unlock them (whereby the primary case has
been completed or reassigned to a new user).

Inbivaze sposl izt Ioh doreeemtatdicn lch Crastedsy| Status 5Eact date 5S5act Ties Duration(zes, ) Delasy (aec.))

FUTE /M0 _UMLICK_FILATIDCASES 1L EAREEE 11,37/ 5000) 11: 54 4

SLummary L} o

The job will find the locked cases and the associated primary case.

The primary case will be checked to see if it has been completed or if the processor of the case has
changed.

If the primary case is completed or the processor has changed the case will be unlocked (by removing
the irrelevant flag).

Output — Lock Cases Job

v: v  Cancel [ (1T (1 (i Morev

Get Work Unlock Related Cases

2 Cases are Unlocked.

Cases are unlocked from /BTI/MDE_BWC_ANS table
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IRV S ﬁh Cancel More v

Table to be searched /BTI/MDE_BWC_ASN BDEx work center: work request assignments

MNumber of hits 2

Runtime 0 Maximum no. of hits
@] [z]=_]«wMI[ [~ [ [@)a v]L ~]E]y]|[w]|[@]|[=Detis)
Class ID Key Seq |AsgnTyp Obj type Agent ID

Irrelevant No execut. Indicator: Work ltem was Forwarded
ISU_BPEM 0000000749 1 | 1 us HHARFORD

Entries would be deleted from /BTI/MDE_LCK_REL table.

v W 3, Cancel Morewv

Table to be searched /BTI/MDE_LCK_REL Get Work - Lock Related Cases
Number of hits 0
[ all
Runtime 0 Maximum no. of hits |_ .
all[®|Cl||%|®(m o] a|e|o]allz]=]al|v|v 2 2|8 v|L v|@]v] |[m]/[@]| @ etas]

Class ID Key Key MD object ID MD Object Key Flag Processor
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5. Glossary of Terms

Glossary of Terms

Term

ABAP

Application
Log

Application
Table

BDEx

BPEM

Case Type

CCH
Custom Table

DWC

Organizational
Structure

Root Node

Security
Authorization

Transaction
Code
(TCODE)

SAPUI5
Service

Description

Advanced Business Application program — ABAP is the programming language in SAP. All
enhancement, interfaces, forms will be written in this programming language. ABAP
programs are SQL statements to pull data from tables, update tables and processing logic
to perform a specific task.

Application Log is a place where all Success, Warning or Error messages are written after
the execution of SAP programs.

Application tables are maintained directly in production usually by business people.

SAP add-on offering some extended functionalities and used to manage exceptions for
back and front office personnel.

Business Process Exception Management — is a case creation tool for capturing specific
errors, warning or success messages. BPEM cases will be assigned to a specific user
group and will warrant action based on the messages.

A clarification case type categorizes a clarification case and is for information and
administration purposes only. It can be used to group clarification cases in work lists. A
clarification case type does not have any further functionality. All manual cases created
from the Interaction call center could, for example, share a common case type for quick
identification. Or the case type can be used to identify which group is responsible to resolve
the case.

Customer Centric Hub — This is the 360 degree view of the customer in BDEXx.

Custom Tables are specific tables built for storing specific data. These custom tables are
required when data can’t be maintained in SAP provided table structures.

Dynamic Work Center — BDEX tool for work management and allocation.

Used to represent the organizational chart in SAP and also used to determine the work
queues for work allocation.

This is the parent level organisational unit to which the other org units belong to.

Security Authorizations are associated with every user. Every user in the system is
assigned specific roles. These roles are configured to perform only certain transactions in
the system.

Transaction Codes are triggers to invoke a program, screen or configuration. These are like
shortcut codes and can be saved to the user menu’s favourites in the Easy Access Screen.

(SAP user interface for HTML 5) is a collection of libraries that developers can use to build
desktop and mobile applications that run in a browser. With SAP’s SAPUI5 JavaScript
toolkit, developers can build SAP web applications using HTML5 web development
standards.
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