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Ombudsman Case Tracking System 2.0 (OCTS 2.0)

User Reference Guide

Goal To better serve our customers, the borrowers of student financial
assistance loans, in attempting to resolve their complaints and issues
using the new Ombudsman Case Tracking System (OCTS 2.0).

About this Guide

This document outlines the procedures that you will follow to complete

your work using the new Ombudsman Case Tracking System (OCTS 2.0).
Overview The guide provides a step-by-step walkthrough of each procedure. These
procedures will be demonstrated on the live system during training, and

this guide will be used as a reference after training.

Your work has been divided into modules. Each module is a separate
section in this binder.

Opening a\ Opening a
Getting New Case \New Case Working a \Researchingy Closinga \ Using
Started Using Using Case a Case Case Charts
Scripting Screens

After reading this guide, you will be able to do the following using OCTS
2.0:

Objectives e Launch OCTS 2.0 and define the parts of the basic screen

e Answer customer calls and create new cases using scripting
e Use the screens to open new cases

o Work existing cases

o Research cases using the Knowledge Base

e Close cases

e Use charts to view your data.
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Using this Guide

The lessons in this guide outline the steps for each procedure; however, in most lessons, the guide
assumes that you press the Tab key on your keyboard between each step to advance through the
fields. Therefore, remember to press Tab between each step. In addition, each lesson begins as if
you have just logged on to OCTS 2.0. After you become more familiar with navigating through the
system, you will find faster ways to navigate to your desired screen.

Below are several examples of symbols used in this guide to help you learn OCTS 2.0.

Example

Click, Pick,
Select, etc.

New button

4

i

Take Note

SToF

Press F2.
Or Click...
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Description

Italicized words indicate an action that you must take in order to complete
the step.

Bolded words indicate a button on the screen that you will click. Bolded
words can also indicate emphasized instruction, e.g. steps that may be
confusing or very important.

This symbol indicates that the field is a required field. OCTS 2.0 will not
save a new record until you enter all the required fields for that record.

In this guide, we will also designate required fields in bold italics.

In scripting, required fields are designated by an asterisk (*) before the
guestion or text.

This symbol indicates an important piece of information about OCTS 2.0
that will help you understand the procedure and navigation through the
system.

This symbol designates a point in the lesson at which you should stop and
read the instructions carefully. It may indicate a break in the steps where
you must proceed differently, according to the particular situation. This will
also help you to understand the different sections of each procedure.

Navigating and inputting data into OCTS 2.0 is best completed via the
keyboard because it saves time and is more efficient. Therefore, all steps
in this guide are described using keyboard actions. However, alternative
methods using the mouse are described immediately after each step.
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Saving Information in OCTS 2.0

OCTS 2.0 will save a new record of information only after you populate the required fields for that
record. If you are entering a new record and attempt to leave that section of the screen without
entering the required fields, the system will prompt you by giving you an error box. This error box will
tell you the name of the required field that you left blank.

However, entering new information within a “Pick Box” is an exception to this rule. You must press
the Pick button at the bottom of the Pick Box to save the information. If you press the Cancel or
Close button, you will lose your data!

Searching for Information in OCTS 2.0

In Module 4, Lesson 1, you will learn how to find a particular record or set of records using queries.
However, when searching for records in a Pick Box, there are two fields at the top of the Pick Box that
are labeled “Find” and “starting with.” In the Find field, you can select the field on which you want to
search. In the starting with field, you can enter the value that you want to search. For instance, in
the Pick Contact Box and in the Pick Account Box, you can select “Account” in the Find field. You
can then enter the borrower’s SSN in the starting with field and press the Find button (located next
to the starting with field). This will find all records that meet that criteria.

Remember to refer to this section of this guide as you follow each lesson.
These reminders will help you as learn more about OCTS 2.0!

Take Note
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Module 1. Getting Started

Lesson 1: Logging On
Lesson 2: Overview of the Basic Screen

Opening a\ Opening a Using the
Getting New Case \New Case Working a Knov%led o Closing a Using
Started Using Using Case Base 9¢/ Ccase Charts
Scripting Screens

About this Module

This module illustrates how to get started on OCTS 2.0. This includes
logging on to the system and understanding the basic screen.

Overview

After reviewing this module, you will be able to do the following:
e Launch OCTS 2.0
e Logonto OCTS 2.0
¢ Identify and understand the parts of the OCTS 2.0 screen.

Objectives
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Lesson 1. Logging On

Description: To get started, you must know how to launch OCTS 2.0 and log on.

1. Turn on your computer.

2. Log on to your computer as you currently do today.
When your desktop appears, you will see a folder labeled OCTS 2.0.

3. Double-click on the folder to open the folder.

labeled Thin Client, and one labeled Dedicated. You will use the icon
labeled Dedicated.

Take Note As an Ombudsman Specialist, you will see on icon inside the folder
labeled Thin Client. You will use the icon labeled Thin Client.

@ As an Intake Specialist, you will see two icons inside the folder—one

4. Double-click on the appropriate icon (Intake—Dedicated, Ombudsman—Thin Client).
This will bring up the OCTS log on box.

5. Click in the User Name field.

name. If you have an alias, you will use your alias last name. For
example, if Jane Doe’s alias is Jane Smith, then Jane’s User Name is
“jsmith.”

@ Your User Name will be the first letter of your first name and your full last

Take Note

6. Enter your User Name.
7. Press the Tab key on your keyboard.

8. Enter your Password.

screen will go blank. You must close the application by clicking the “X” in

If the User Name and Password that you have entered are incorrect, the
the top right corner of the screen. You must then repeat steps 4-8.

Take Note If you have additional problems with your password, please contact the
System Administrator. Only the System Administrator can change your
password.

If you are an Intake Specialist, follow steps 9-11. If you are an
Ombudsman Specialist, follow steps 11-12.
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9. Click the drop-down arrow button in the Connect to field.
10. Select “Production.”

11. Press Enter on your keyboard.
Or Click OK button on the screen.
This will launch OCTS 2.0.

If your web browser commands are visible (e.g. Back, Forward, Stop, Refresh), you can follow the
step below to enlarge OCTS 2.0 to a full screen.

12. Click View on the web browser menu bar. Click Full Screen (shown below).
This will enlarge the OCTS 2.0 screen. The web browser commands have been compacted into
one bar across the top of the screen.

; Siebel Thin Client - Microzoft Internet Explorer provided by And

J File  Edit | “iew Fawortes Tools  Help

J L | Toolbars 3 @. ‘ @
Blask v Status Bar Refresh Home Sea

J.&_dress@ Explorer B ar 3

JLinkS &]Be GoTo Y H Guide & Customize Links &

e Staop Ezc

| Ele Ede Befesh  F5 Ouery  Help

JEEE e Mo s R e

J Hiztory ~ < Source

Eull Screen F11 :tz  Activities Loans Literat

browser commands enlarged at the top of the OCTS 2.0 screen) click the
Full Screen icon that has appeared at the top of the screen.

Take Note 2 - SH

ety Help Full Screen

(@ If you would like to return the screen to its original format (with the web

P& You have now logged on to OCTS 2.0! You are ready to learn about
!& the screens and begin working!
S

Congratulations!
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Lesson 2: Overview of the Basic Screen

Description:

During training, the instructor will describe the basic OCTS 2.0 screen to you
using the live system.

After training, if you need a review of basic navigation, please refer to the
Training Pre-Read that you received prior to this class, entitled OCTS 2.0
Basic Navigation.

Let's review the following about the basic OCTS 2.0 screen:

Tab bar
View bar
Record

List applet
Form applet
Field

Menu bar
Tool bar
History bar
Thread bar
Message bar

Saved Query box.

See the screen print on the following page to view the location of each screen component.

3/17/2004
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OCTS 2.0 User Reference Guide Lesson 2: Overview of the Basic Screen

Tab Bar

View Bar

i

Take Note

Record

List Applet
Form Applet

Field

Menu Bar

Tool Bar
History Bar

Thread Bar

Message Bar

3/17/2004

Provides access to frequently accessed screens. The screens on the tab bar
allow you to access different information, e.g. Cases, Contacts, Accounts,
Activities.

Allows navigation between available views for the current screen. The views on
the view bar appear on the left of the window when a screen has been
selected. The views on the view bar will change, depending on the screen
selected.

Example: If you think of OCTS 2.0 as a filing cabinet, the screens are the
drawers of the cabinet where you store different information (e.g. Cases,
Contacts, Accounts, Activities). Each drawer contains various files that
organize the information in that drawer. The views in OCTS 2.0 are these
“folders” within each screen that organize the data related to that screen (e.g.
My Cases, All Cases, Attachments).

A record is one case, one issue, one contact, one account, one result, one
attached document, or one loan.

An applet is a section of the screen. A list applet shows a list of records—each
row is a record. You can scroll up and down the list, and you can scroll right
and left to see all of the fields in the record.

A form applet displays the detail of the selected record in a “form” format. (The
selected record is highlighted, with a red arrow in the far left column.) You can
see all of the information at one time.

A field is a box in which data is entered. A field can be free-form text (meaning
you will type the desired value into the field), drop-down box (you will press F2
or click the drop-down arrow button to bring up the picklist of predetermined
values), a date field (you will enter the date or select the date from the
calendar), or a field automatically populated by the system.

Allows you to access application features from menus and submenus.

Gives you access to the most commonly used commands. The descriptions of
the buttons are in the table on the next page.

Allows you to navigate through the screens that you have previously used.

The thread bar appears below the tool bar to the right of the history bar. As
different views relating to one record are accessed, the system will display the
navigational path in the thread bar.

Shows a scrolling sequence of messages from the management team.
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Saved Query  Accesses predefined queries and other queries that you save.
Box

The following table explains the function of each button on the tool bar. If you hold your mouse over
one of these buttons in OCTS 2.0, the name of the button will appear.

Button Function

Add New Record—Adds a new record.

= Note: The preferred method of adding a new record is right-clicking
your mouse and choosing from the menu that appears. Therefore, you
will not see this tool bar button used in this guide.

=& Insert Record—Will not be used for OCTS 2.0.

Copy Record—Inserts a copy of the selected record.

= Note: The preferred method of copying a new record is right-clicking
your mouse and choosing from the menu that appears. Therefore, you
will not see this tool bar button used in this guide.

Delete Record—Deletes the selected record.

* Note: The preferred method of deleting a new record is right-clicking
your mouse and choosing from the menu that appears. Therefore, you
will not see this tool bar button used in this guide.

M First Record—Goes directly to the first record on the list.

1 Previous Record—Goes to the previous record on the list.

b Next Record—Goes to the next record on the list.

H Last Record—Goes directly to the last record on the list.

z| Sort Descending—Sorts the records in descending order based on

the selected column.

Sort Ascending—Sorts the records in ascending order based on the
selected column.
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OCTS 2.0 User Reference Guide Lesson 2: Overview of the Basic Screen
E New Query—Creates a new query.
0 Execute Query—Retrieves records that meet the query criteria.
& Cut—Cuts the highlighted selection.
Copy—Copies the highlighted selection.
A, Paste—Pastes the copied selection.
S Synchronize Calendar/PIM—Will not be used for OCTS 2.0.
th Find—Will not be used for OCTS 2.0.
Rl Message Bar—Takes away the Message Bar and makes it reappear.

Help—Allows you to click on a section of the screen and bring up
Siebel Help.

Important Note: Because the Siebel application was customized for
h? the Office of the Ombudsman to make OCTS 2.0, some Siebel terms
and procedures were changed. Therefore, Siebel Help contains terms
and procedures that will not be familiar to you in OCTS 2.0. Itis
important that you refer to this User Reference Guide for

instruction.
e’ 4 You have now identified and defined the main parts of the OCTS 2.0
% screen!
LR

Congratulations!
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Module 2: Opening a New Case Using Scripting

Lesson 1: Scripting Overview

Lesson 2: New Customer/New Case
Lesson 3: Third Party/New Case

Lesson 4: Existing Customer/Existing Case
Lesson 5: Existing Customer/New Case

(O =HIsIEA  Opening a Using the
Getting WAL New Case Working a Knov?/Ied o Closing a Using
Started Using Using Case Base 99/ case Charts
Scripting Screens

About this Module

This module describes how Intake Specialists will use scripting to log

customer information when answering incoming Ombudsman calls.

Ombudsman Specialists will not use scripting, and therefore will not
Overview receive this module during training.

Scripting covers the following scenarios: a new customer with a new
case, a third party with a new case, an existing customer with an existing
case, and an existing customer with a new case.

After reviewing this module, you will be able to do the following:
e Open a new case for a new customer using scripting
Objectives o Open a new case for a third party using scripting

e Use the screens to review an existing case for an existing
customer

e Open a new case for an existing customer.
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Lesson 1: Scripting Overview

Description: Scripting has been developed to guide you through the call intake process.
The script will prompt you to ask certain questions and to record all
required information from the caller. Depending upon the answers you
select, you will follow a different path in the script.

Let's review the following about the OCTS 2.0 scripting screen:
Script Screen

Left View Bar

Dashboard

Scripting Tabs

Script questions

Notes to the Intake Specialist

Required Asterisk

Drop-down arrow

Cancel button.

Script Screen
Dashboard /

punt: Contacts Achivities Literature Results Calendar  Scrpt

Scripting Tabs

Caze #: / |

=] Profie = | BEEIEY Loan Information Discussion  Clozing Script question
] ' glad wou called

#[MOTE: Select sz * I'm glad you called. How may | help you today?

I\./gft ----- *[MOTE: Select lzs [MOTE: Type caller's problem.] < Notes
ew | gi.. . i
—p [MOTE: Review the |Ealler'$ zchool has closed and she iz unable to receive a degre
Bar | - [MOTE: SelectExp
----- [MOTE: Select Exp

How did you hear al %[NDTE: Select Issue Categary. ]

*[MOTE: The fallow
*May | hawve your fir
*May | have your la

Eba Drop-down arrow

Required /'%ng

Asterisk Cancel Button
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OCTS 2.0 User Reference Guide Lesson 1: Scripting Overview

Script Screen

Left View Bar

Dashboard

Scripting Tabs

Script Questions

Notes

Required Asterisk

Drop-down Arrow

3/17/2004

Provides access to scripting.

Allows you to view your progression through a script. If you need to back up to a
previous question, you may click on the appropriate question on the left view
bar.
¢ Red question marks indicate a required field. This question must be
answered before moving on.
e Yellow question marks indicate a field that is not required and has
not yet been completed.
o Green check marks indicate that you have successfully completed a
question.

This is the area of the screen above the Left View Bar and Scripting Tabs. The
case number will display here at the completion of a script, after a new case
has been created.

Scripting tabs are located above the scripting questions. These tabs house
information related to different sections of the scripts. Different tabs will
become available as you progress through the script.

e Greeting—determine if call is about a new or existing case

o Profile—enter profile information about the borrower

¢ Loan Information—enter information about the loan involved in the
case

e Third Party Contact—enter profile information about the third party
contact

e Account Search—search for an existing account to add a new case
Issue Information—enter information about the issue (e.g. issue
summary, main issue category)

o Discussion—provides discussion points and questions intended to
help resolve the case

o Closing—conclude the call; provide case number.

Script questions prompt you to record certain information from the caller.

Statements preceded by [NOTE:] are messages directed to you. They are not
meant to be said aloud to the caller, unless verification of an answer is
necessary.

Questions that are preceded by an asterisk (*) indicate a required field. These
guestions must be answered before moving on. These are the same fields that
appear with a red question mark next to them in the left view bar. If you attempt
to skip one of these required fields, you will receive an error message.

This arrow indicates that there is a picklist associated with the question. You
may press F2 on your keyboard to view the list, or click on the arrow with your
mouse. You must respond to the question with an answer from the picklist.
You may not enter your own value.
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Cancel Button This button will cancel the script. Any information that you have entered will not
be saved. For example, you will use the Cancel button if you begin a script and
then determine that the call is a general assistance call.

Let's review how to navigate through scripting:

Move forward Press the Enter or Tab button on your keyboard to advance to the next
guestion.
Move backward Right click your mouse and select Back Up to go back to the previous question.

Or, use the Left View Bar to navigate to questions and click your mouse in the

desired question.
Or, use the Scripting Tabs to navigate to different sections of the script.

ensure that you are recording the information correctly, go through the script

Be careful when backing up or answering questions out of order. To
from start to finish, pressing Enter or Tab to advance.

Take Note
F2 Press F2 any time that there is a drop-down arrow in a question. Pressing F2
will bring up a picklist (list of possible answers for that question) or a Pick Box.
Pﬁ You have now identified and defined the main parts of the OCTS 2.0
!@: script! You have also learned basic script navigation!
3

Congratulations!
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Lesson 2: New Customer/New Case

Description: Most often, you will use scripting to open a new case for a new customer.
The script will lead you through the process of gathering information about
the customer and his/her case. At the end of the script, you will determine
whether or not you can resolve this customer’s issue.

1. Go to the Script Screen.
2. Select Greeting and click OK.
Begin the script by asking the caller the questions below.

asterisk (*). Press F2 for any question that has a drop-down arrow to
view the values in the picklist. Press Enter or Tab to advance to the next

field.

@ Remember, you must answer all questions that are preceded by an
Take Note

3. *ls this your first time calling our office?
Select Yes. Remember, in this lesson we are reviewing the procedure for a new customer with a

new case.
It is important to note that this question is trying to determine if there is an
existing account for the borrower. If the caller is a third party contact, this
may be his/her first time calling the office even though an account exists
for the borrower. If an account already exists for the borrower, press
Take Note . : . :
Cancel and begin again, following Lessons 4 or 5 of this module.

4. *How may | help you today?
Enter the Issue Summary.
This is a free-form text field in which you should describe the root cause of the case.

If you determine that this is a general assistance call (e.g. caller needs to

be transferred to another office), press Cancel and use the screens to log

a case under the John Q. Public account (see Module 3, Lesson 3).
Take Note

5. *[NOTE: Select Issue Category.]
Press F2 on your keyboard once the Issue Category question is highlighted by the red box.
Select the root cause of this case from the values in the picklist. If you know the first letter of the

desired value, press that letter on your keyboard.

6. Use the up and down arrow buttons on your keyboard to navigate up and down the picklist.
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Ensure that the desired value is highlighted in blue.
Press Enter to select that value.

* [NOTE: Select Issue Sub Category.]

Press F2 in the Issue Sub Category field.

This will bring up the Pick Case Request Sub-Category Box (shown below). The available Sub-
Category choices correspond to the Category that you have just selected.

!-'..' Pick Caze Request Sub-Category

Fird | Category j gtarting with || Find

. Categony Sub-Category _ﬂ
» Deferment E conomic Hardzhip

Deferment Graduate Fellowship

Deferment In-School Full-time

Deferment In-5School Half-tirme

Deferment Internzhip/Residency

Deferment kil Or Pub Health Services -
il LIJ

Fick | [0 | Cloze

Select the desired Category and Sub-Category combination so that the red arrow is pointing to the
record.
Use the up and down arrows on your keyboard or click the desired record with your mouse.

Press Enter on your keyboard.
Your selection has now been populated in the Sub Category field.

[NOTE: Review the summary of the problem with the caller. Verify that the Issue Category and Sub
Category are correct.]

Review the issue summary with the caller.

Ensure that you have selected the appropriate category and sub category for the issue.

Make any necessary adjustments by clicking on the previous questions or using the left view bar.

Enter information in the following fields:
o [NOTE: Describe Customer expectation.]
This is a free-form text field in which you should enter the details of what the customer

expects as the outcome of the case.

o [NOTE: Select Expectation Category.]
Select from the picklist the result that the customer expects.

o [NOTE: Select Expectation Sub Category.]
Select the correct value from the picklist.
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e How did you hear about our office?
Select from the picklist choices that appear.

will discuss a third party scenario. For the third party scenario, you will

The following questions apply to the borrower. In the next lesson, we
rephrase the questions as needed.

Take Note

¢ How did you hear about our office?
Select from the picklist choices that appear.

¢ *May | have your social security number?
Enter the borrower's SSN. You may enter the SSN with or without the dashes.

that already exists in the system, the system will not give you an error until

Once again, make sure that this is a new customer. If you enter a SSN
the end of this lesson, after you have entered all of the information!

*May | have your first name?
Enter the borrower’s first name.

e *May | have your last name?
Enter the borrower’s last name.

e [NOTE: Select Jr., Sr., Il, etc.]
Select from the picklist choices that appear.

e What is your middle name or initial?
Enter the borrower’s middle name or initial.

o [NOTE: Select name prefix.]
Select from the picklist choices that appear.

e Do you have a preferred name or nickname?
Enter the borrower’s preferred name or nickname. Do not answer yes or no.

e May | have your birth date?
Enter the borrower’s birth date in the format mm/dd/yyyy.

e What is your street address?
Enter the borrower’s street address.

o City?
Enter the borrower’s city.

e State?
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Enter the borrower’s state.

Press F2 to view the values of the picklist. You may press the first letter of the state to
quickly find the state abbreviation. Press Enter once the desired value is highlighted in
blue.

e Zip code?
Enter the borrower’s zip code.

e [NOTE: Select country.]
Select from the picklist choices that appear. USA will default as the answer.

o *What is the best way for our office to contact you?
Select from the picklist choices that appear.

¢ Home phone number?
Enter the borrower’'s home telephone number.

o Work phone number?
Enter the borrower’s work telephone number.

e Fax number?
Enter the borrower’s fax number.

e Mobile phone number?
Enter the borrower’s mobile telephone number.

e [NOTE: Enter country code.]
Enter the country code associated with the borrower’'s home telephone number.
This will default to the USA country code, 001. Update as necessary.

e Email address?
Enter the borrower’s email address.

e Secondary email address?
Enter the borrower’s secondary email address.

¢ What is the best time of day to contact you?
Enter an approximate time of day (e.g. morning, after 3pm, evening).

o [NOTE: Select time zone. Confirm with caller.]
Select from the picklist choices that appear.

14. OK. I'd like to get a little more information on your loan please.
Press Enter. No response required.
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For the following three loan questions, enter information about the loan
that is most involved in the case. The answers that you enter will
determine the Ombudsman Specialist to whom this case is assigned.

Take Note

15. *What type of loan do you have?
Press F2. This will bring up the Pick Loan Type Box.
Scroll to the right to view the entire description of each loan.
Using the up and down arrows, select from the picklist choices that appear.
Ensure that the red arrow is pointing to the desired choice and press Enter.

16. *Who holds your loan?
Select from the picklist choices that appear.

17. *What is the current status of your loan? [Note: If this is a consolidation loan, discuss with the
borrower whether the issue happened before or after disbursement. Then, select either Not
Disbursed, Problem After Disbursement, Problem Prior to Disbursement, or Unknown from the
picklist.]

Select from the picklist choices that appear.

18. Hold for a moment while | search for further information on [Original Issue Category].
Press Enter twice.

Issue Category. This information is compiled and updated by the System

OCTS 2.0 is looking in the Encyclopedia to check for information on this
Administrator. Follow Possible Outcome #1 or #2 below.

Possible Outcome #1—The Encyclopedia Contains Detail About this Issue

Information will display on how to discuss the issue with the caller. There may be discussion
guestions or questions that ask for further information or details. Try to resolve the customer’s
issue by using this information. Press Enter to continue.

Possible Qutcome #2—The Encyclopedia Does Not Yet Contain Detail About this Issue
A message will display indicating that there is no further information about the topic in the
database. Press Enter twice to continue.

19. * [NOTE: Are you speaking with the borrower?]
Answer Yes, because in this lesson we are talking to the borrower. Confirm with the caller if
necessary.

20. [NOTE: Can you resolve the issue now?]
Answer Yes or No.

to an Ombudsman Specialist (according to your answer to the question

Depending on whether or not you can resolve this case without sending it
above), you will follow either Possible Outcome #1 or #2 below.
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Possible Outcome #1—You Can Resolve and Close this Case Now
If you answered Yes to the question in step 20, you will see the following message:
[NOTE: Press Enter twice to end the script. Record the case number located in the dashboard.

Go to the Cases Screen, Results Search View and add a result for this case. Then, close the
case.]

e Press Enter twice to end the script.
e Record the case number that appears on the dashboard.

e Go to the Cases Screen, All Cases Screen.

You must now find this case.
e Click the New Query button on the tool bar.

e Enter in the Case # field the case number that you just recorded.

e Press Enter.

The case that you have just entered should appear and should be selected (with a red
arrow pointing to the left of the record).

You must now assign this case to a generic ID so that it will not be assigned to an
Ombudsman Specialist.

o Click the drop-down arrow button in the Ombudsman field in the form applet at the
bottom of the screen.

The Pick Case Owner Box appears. You must now assign this case to a generic ID called
“GENASSIST.”

o Type GENASSIST in the starting with field at the top of the Pick Box.

e Press Enter.
The General Assistance ID will be automatically populated in this field.

You will now add a result to this case.

e Go to the Results Search View.

The detail of this case is in the form applet on the top of the screen. The result of the case
will be entered in the applet at the bottom of the screen.

e Click the New button in the Results applet at the bottom of the screen.
The Results Pick Box appears.

If you want to pick an existing result, follow these steps:

- Click the drop-down arrow button in the Find field at the top of this Pick Box.
- Select the field in which you want to search.

- Enter the search criteria in the starting with field.

- Click the Find button at the top of the Pick Box.

- Select the desired result.
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- Click the Pick button at the bottom of the Pick Box.
The result will populate the fields on the left side of the Results applet.

If you want to enter a new result for this case, follow these steps:

- Click the New button at the bottom of the Pick Box.
This creates a new results record.

- Select the Result Category from the picklist in the Result Category field.

- Select the Result Sub Category.

- Enter a short name for this result in the Name field.
This is a short free-form text field. Make sure that the name of the result is
generic so that it can be used for cases in the future.

- Enter more generic result detail in the Result field if desired.

e Enter values in the Proposed By and Implemented By fields if desired.
e Enter any comments specific to this case in the Comments field.
You are now ready to close this case.

o Click on the drop-down arrow button in the Status field in the Cases applet at the top of
the screen.

e Select Closed.

For more detailed instructions on how to add a result and close a case,
please refer to Module 6, Lesson 1 of this guide.

Take Note

Possible Outcome #2—This Case Must Be Assigned to an Ombudsman Specialist
If you answered No to the question in step 20, you will see the following message:

Now that | have taken all of your profile information, your case will be assigned to an
Ombudsman Specialist. In a moment, | will provide you with a case number for your reference.
An Ombudsman Specialist will be contacting you. Thank you for calling.

[NOTE: Press Enter twice to end the script and provide caller with case number.]

e Press Enter twice.
Once you end the script, the case number will populate in the dashboard as shown below.

Caze #: 1-1GM=

e Give the case number to the customer.
The case will now be assigned automatically to an Ombudsman Specialist.
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P& You have now created a case for a new customer using scripting!
!& You have either resolved and closed the case, or you have sent the
A case to an Ombudsman Specialist.

Congratulations!
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Lesson 3: Third Party/New Case

Description: Sometimes, a third party (e.g. parent, spouse) will call the Office of the
Ombudsman to initiate a case on behalf of the borrower. You will follow the
same steps as in Lesson 2 of this module. Using the script, you will create a
new case and capture all information about the borrower. However, at the
end of the script, you will be prompted to enter the contact information for
the third party.

This creates a contact record for both the borrower and the third party.
Therefore, when the Ombudsman Specialist reviews this case, he or she will
know the name and demographic information of both the borrower and the

third party.

Because the caller is usually the borrower, the script questions are
phrased as if the borrower is calling. Therefore, when a third party is the
caller, you must change the language to suit the third party scenario. For

instance, use “his/her” in place of “your” when collecting the borrower’s
information. For example, if you are talking to the parent of the borrower,
you will ask, “May | have your son/daughter’s social security number?”
rather than “your social security number.”

Take Note

You will always capture the profile information about the borrower first
and then add the third party contact information at the end.

As mentioned above, this procedure is identical to the New Customer/New Case procedure described
in Lesson 2 of this module. This lesson will begin with step that differs from Lesson 2 (step 19).

You have just recorded the borrower’s information, and you will now use that information to
record the third party’s information.

19. * [NOTE: Are you speaking with the borrower?]
Select No because in this lesson, we are speaking with the third party.

20. Press Enter twice.

21.* NOTE: Press F2. Using the borrower’'s SSN, [borrower’s SSN], add the third party contact
information.
Press F2. The Pick Contact Box will appear as shown below. You will need the borrower’'s SSN
(listed above) for the next step.

22. Select Account in the Find field at the top of the Pick Contact Box.

23. Enter the borrower’s social security number in the starting with field.
The SSN must be entered in the format XXX-XX-XXXX.
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24. Press Enter or click Find.
The borrower’s last name will automatically populate in the script field and the Pick Contact Box will
no longer appear, as shown below.

MOTE: Press F2. Using the borrower's 55N, 876-89-9576, add the third party contact infarmation.

Johnzon j

25. Press F2 again to bring up the Pick Contact Box.
Only the borrower’s contact information will appear in the Pick Contact Box.

26. Place your mouse in the Pick Contact Box.

27. Right-click your mouse.
A menu will appear.

28. Select Copy Record.

A new record will appear in the Pick Contact Box above the borrower’s record.

This creates a copy of the borrower’s contact record. You will now use
this copy to create the third party contact record.

Certain fields from the borrower information have been copied to this new
Take Note third party record. You will type over some of these values, but some of
the values must remain. Follow the instructions carefully below.

will now enter the third party contact information in this new record (the

Your cursor should be in the Contact Type field of this new record. You
fields extend horizontally on this row).

29. Enter the correct information in this new record for the third party contact.
Use the Tab key on your keyboard to move across the third party contact record.

o Contact Type—select “Third Party”
e Relationship/Title—select or type the contact’s relationship to the borrower

e Account—Do not change the account number. It is important to connect the third party
contact to this case.

e First Name—enter the third party contact first name
o Last Name—enter the third party contact last name
e Suffix

e Ml—enter the third party contact middle initial, if applicable
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o Prefix—enter the appropriate prefix for the third party contact
o Preferred—enter the third party contact preferred name or nickname

o Address—enter the third party contact address

o City

e State

e Zip code
e Country

e Contact Method—enter the preferred method for contacting the third party
e Home Phone #

e Work Phone #

e Fax Phone #

e Mobile Phone #

e Country Code

¢ Hours Available—enter the best time of day for contacting the third party
e Hours Available Time Zone

e 1° Email Address

e 2" Email Address

e Special Note/SME—enter any notes or comments about the third party contact

You must now pick this third party contact record! Follow the steps
carefully so that your data will not be lost.

30. Ensure that the third party record is selected (red arrow pointing to the left of the record).

31. Click the Pick button at the bottom of the Pick Contact Box.
You are returned to the script. You have now picked this third party contact as the primary contact
for this case.

32. Press Enter.

33. Continue answering the questions as in Lesson 2 of this module (refer to step 20 in Lesson 2).
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Pﬁ You have now opened a new case for a third party contact using

!& scripting! You have either resolved and closed the case, or you have
A sent the case to an Ombudsman Specialist.

Congratulations!
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Lesson 4; Existing Customer/Existing Case

Description: You may receive a call from an existing customer with an existing case.
This customer may request the status of his/her case or may provide
updated information for the case.

In this scenario, you will begin using scripting when the customer calls;
however, when you discover that the customer has an existing case, you
will end the script and follow the procedures that are outlined in more detail
in Module 4, Lessons 1, 3, and 6. This lesson gives general examples of
how to handle this scenario.

1. Go to the Script Screen.
2. Select Greeting and click OK.

Begin the script by asking the caller the questions below.

asterisk (*). Press F2 for any question that has a drop down arrow to view

Remember, you must answer all questions that are preceded by an
the values in the picklist. Press Enter or Tab to advance to the next field.

Take Note

3. *lsthis your first time calling our office?
Select No.

4. Are you calling about an existing case?
Select Yes.

5. [NOTE: Press Enter twice to end the script. Use the OCTS 2.0 screens to find the case and log an
activity.]

6. Go to the Cases Screen, All Cases View.

7. Click the New Query button on the tool bar.

0

This creates a blank record in which you will enter the search criteria.
8. Enter the one of the following pieces of information given to you by the customer. case number

under Case # column, the SSN under the Account column, last name, or first name, etc. (example
shown below).
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9. Click the Execute Query button on the tool bar.

£

The desired case will appear.

10. Click on the hyperlink under Case #.
This will take you to the Cases Screen, Activities View.

11. Review all of the case information at the top of the screen.
Note the Ombudsman Specialist who is assigned to this case in the upper right corner of the screen
in the Ombudsman field. Note the status of this case in the Status and Sub-Status fields.

12. Review the activities information at the bottom of the screen.
The activities are listed in descending chronological order, showing the most recent activity first.

13. Click on the hyperlink under Activity Type to see the activity detail and related attachments if
necessary.
This will take you to the Activities Screen, Attachments View.

14. Click the Name of the attachment to launch the attachment, if desired.

15. Click the Back button on the History Bar in OCTS 2.0 to return to the activities list on the Cases
Screen, Activities View.

16. Go to the Attachments View (on the Cases Screen).
Here you will see any attachments for this case as a whole. You may click on the hyperlink in the
Name column to launch the attachment.

17. Provide the necessary information to the customer.

18. Make updates to the case as necessary.

19. Log an activity to record the customer’s call and any updates that you have made.
For detailed information on how to add an activity, please refer to Module 4, Lesson 3. For

more detailed information on updating demographic information, refer to Module 4, Lesson
6.

You have now updated an existing case for an existing customer!

Congratulations!
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Lesson 5: Existing Customer/New Case

Description: Occasionally, you may receive a call from an existing customer or third
party contact who initiated a case in the past. The case from the past is now
closed, and the customer or third party now has a new case. You will first
find this customer or third party in OCTS 2.0 and then record the remaining
case information using scripting.

1. Go to the Script Screen.
2. Select Greeting and click OK.

Begin the script by asking the caller the questions below.

asterisk (*). Press F2 for any question that has a drop down arrow to view

(@ Remember, you must answer all questions that are preceded by an
the values in the picklist. Press Enter to advance to the next field.

Take Note

3. *Is this your first time calling our office?
Select No.

4. Are you calling about an existing case?
Select No.

5. [NOTE: Press Enter.]
Press Enter.

6. *[NOTE: Are you speaking with the borrower?]
Ask caller if he or she is the borrower. Select Yes or No.

contacts in OCTS 2.0 to find him or her. Follow Outcome #1 or #2,

Because the caller has called before, you will now search the existing
depending on your answer to the previous question.

UPossible Outcome #1—The Caller is the Borrower
If you answered Yes, you will see the following message:
[NOTE: Press F2. Search for the account with the borrower's SSN.]

o Record the borrower’'s SSN in case you need to refer to it in the future.
o Press F2 and the Pick Contact Box will appear.

You will now search for the customer’s account.
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e Select Account in the Find field.

e Enter the borrower’s social security number in the starting with field.
You must enter the SSN in the format 123-45-6789.

You will now select the customer contact record.

e Press Enter or click Find.
The borrower’s last name will populate in the script field and the Pick Contact Box will
disappear. If a third party contact initiated a case for this borrower in the past, the third party
contact and the customer contact will appear in the Pick Contact Box. In this case, select the
customer contact record and press the Pick button at the bottom of the Pick Contact Box.

e Press Enter to advance to the next question.

o NOTE: You have selected [First Name Last Name] as the borrower. If this is correct, press
Enter. If this is incorrect, click on the question above and reselect.
You may need to repeat the name to the caller to ensure that you have selected the right
person.

e Proceed to step 7.

Possible Outcome #2—Caller is Third Party Contact

If you answered No, you will see the following message:

[NOTE: Press F2. Search for the account with the borrower's SSN. Then, add the third party as a
contact for the case.]

You will now search for the customer’s account.
o Press F2 and the Pick Contact Box will appear.
e Select Account in the Find field at the top of the Pick Contact Box.
o Enter the borrower’s social security number in the starting with field.
You will now pick the third party contact as the primary contact for this case.
e Press Enter or click Find.
If the borrower initiated the case in the past, the borrower’s last name will populate in the

script field and the Pick Contact Box will no longer appear. Follow these steps:

- Press F2 again to bring up the Pick Contact Box. Only the borrower’s record will
appear.

- Right-click within the box.

- Select Copy Record.
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- Enter the profile information for the third party contact in the record that has just
been copied.
Press Tab to advance to each field. You may type over the existing data as
necessary except for the Account (leave the Account field as itis). See step 29
in Lesson 3 of this module for more detail on this procedure.

- Ensure that the third party record is selected (red arrow pointing to it) and press
the Pick button at the bottom of the Pick Contact Box.

If the third party contact initiated a case for this borrower in the past, the third party
contact and the customer contact will appear in the Pick Contact Box. Follow these steps:

- Select the third party contact record so that the red arrow is pointing to the left of
the record.

- Press the Pick button at the bottom of the Pick Contact Box.
You have now picked the third party contact as the primary contact on this case.

e NOTE: You have selected [First Name Last Name] as the third party contact. If this is correct,
press Enter. If this is incorrect click on the question above and press F2 to reselect.

7. How may | help you today? [NOTE: Type caller’s problem.]
Enter the summary of the caller’s issue.

8. *[NOTE: Select Issue Category.]
Select the primary Issue Category from the picklist.

9. *[NOTE: Select Issue Sub Category.]
Select the appropriate corresponding value to the Issue Category.

10. OK. I'd like to get just a little more information on your loan please.
No response required. Press Enter.

that is most involved in the case. The answers that you enter will

For the following three loan questions, enter information about the loan
determine the Ombudsman Specialist to whom this case is assigned.

Take Note

11. *What type of loan do you have?
Press F2. This will bring up the Pick Loan Type Box.
Scroll to the right to view the entire description of each loan.
Using the up and down arrows, select from the picklist choices that appear.
Ensure that the red arrow is pointing to the desired choice and press Enter.

12. *Who holds your loan?
Select from the picklist choices that appear.
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13. *What is the current status of your loan? [Note: If this is a consolidation loan, discuss with the
borrower whether the issue happened before or after disbursement. Then, select either Not
Disbursed, Problem After Disbursement, Problem Prior to Disbursement, or Unknown from the
picklist.]

Select from the picklist choices that appear.

14. Hold for a moment while | search for further information on [Original Issue Category].
Press Enter twice.

Issue Category. This information is compiled and updated by the System

OCTS 2.0 is looking in the Encyclopedia to check for information on this
Administrator. Follow Possible Outcome #1 or #2 below.

Possible OQutcome #1—The Encyclopedia Contains Detail About this Issue

Information will display on how to discuss the issue with the caller. There may be discussion
guestions or questions that ask for further information or details. Try to resolve the customer’s
issue by using this information. Press Enter to continue.

Possible Outcome #2—The Encyclopedia Does Not Yet Contain Detail About this Issue
A message will display indicating that there is no further information about the topic in the
database. Press Enter twice to continue.

15. [NOTE: Can you resolve the issue how?]
Answer Yes or No.

to an Ombudsman Specialist (according to your answer to the question

Depending on whether or not you can resolve this case without sending it
above), you will follow either Possible Outcome #1 or #2 below.

Possible Outcome #1—You Can Resolve and Close this Case Now

If you answered Yes to the question in step 15, you will see the following message:

[NOTE: Press Enter twice to end the script. Record the case number located in the dashboard.
Go to the Cases Screen, Results Search View and add a result for this case. Then, close the
case.]

e Press Enter twice to end the script.

¢ Record the case number that appears on the dashboard.

e Go to the Cases Screen, All Cases Screen.

You must now find this case.

e Click the New Query button on the tool bar.

o Enter in the Case # field the case number that you just recorded.

e Press Enter.
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The case that you have just entered should appear and should be selected (with a red
arrow pointing to the left of the record).

You must now assign this case to a generic ID so that it will not be assigned to an
Ombudsman Specialist.

o Click the drop-down arrow button in the Ombudsman field in the form applet at the
bottom of the screen.

The Pick Case Owner Box appears. You must now assign this case to a generic ID called
“GENASSIST.”

o Type GENASSIST in the starting with field at the top of the Pick Box.

e Press Enter.
The General Assistance ID will be automatically populated in this field.

You will now add a result to this case.

e Go to the Results Search View.

The detail of this case is in the form applet on the top of the screen. The result of the case
will be entered in the applet at the bottom of the screen.

o Click the New button in the Results applet at the bottom of the screen.
The Results Pick Box appears.

If you want to pick an existing result, follow these steps:
- Click the drop-down arrow button in the Find field at the top of this Pick Box.
- Select the field in which you want to search.
- Enter the search criteria in the starting with field.
- Click the Find button at the top of the Pick Box.
- Select the desired result.
- Click the Pick button at the bottom of the Pick Box.
The result will populate the fields on the left side of the Results applet.

If you want to enter a new result for this case, follow these steps:
- Click the New button at the bottom of the Pick Box.
This creates a new results record.
- Select the Result Category from the picklist in the Result Category field.
- Select the Result Sub Category.
- Enter a short name for this result in the Name field.
This is a short free-form text field. Make sure that the name of the result is

generic so that it can be used for cases in the future.
- Enter more generic result detail in the Result field if desired.
e Enter values in the Proposed By and Implemented By fields if desired.

o Enter any comments specific to this case in the Comments field.

You are now ready to close this case.
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e Click on the drop-down arrow button in the Status field in the Cases applet at the top of
the screen.

e Select Closed.

For more detailed instructions on how to add a result and close a case,
please refer to Module 6, Lesson 1 of this guide.

Take Note

Possible Outcome #2—This Case Must Be Assigned to an Ombudsman Specialist
If you answered No to the question in step 15, you will see the following message:

Now that | have taken all of your profile information, your case will be assigned to an
Ombudsman Specialist. In a moment, | will provide you with a case number for your reference.
An Ombudsman Specialist will be contacting you. Thank you for calling.

[NOTE: Press Enter twice to end the script and provide caller with case number.]

e Press Enter twice.
Once you end the script, the case number will populate in the dashboard as shown below.

Caze #: 1-1GM=

e Give the case number to the customer.
The case will now be assigned automatically to an Ombudsman Specialist.

Py You have now created a new case for an existing customer using
!@% scripting!
X3

Conaratulations!
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Module 3: Opening a Case Using Screens

Lesson 1: New Customer

Lesson 2: Third Party

Lesson 3: General Assistance (John Q. Public)
Lesson 4: Via Correspondence

Opening a \eJ=lllle ! Using the
Getting New Case W\ETASEEE! Working a Knov%led o Closing a Using
Started Using Using Case Base 9¢/ Ccase Charts
Scripting Screens

About this Module

This module will explain how to open a new case using the OCTS 2.0

screens. As an Ombudsman Specialist, you will always use the

procedures outlined in these lessons to open a new case. As an Intake
Specialist, you will use the procedures in Module 2 to open a case using

Overview o . :
scripting; however, you will use Lesson 3 of this module to log general
assistance calls through the screens.
After reviewing this module, you will be able to do the following using the
screens:
e Open a new case for a new customer
Objectives

e Open a new case for a new customer based on information
from a third party

e Log a case for a general assistance call

e Open a new case received via correspondence.
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Lesson 1:

Description:

New Customer

In this lesson, we will create a case for a new customer using the OCTS 2.0
screens. The opening of a case will create three separate records of data:
a case record, a contact record, and an account record. All three of these
records will be tied together by the Account (borrower’s SSN).

1. Go to the Cases Screen, All Cases View.
You will now create a new case for a new customer.

2. Click the New button on the form applet at the bottom of the screen.
This creates a new case record. The Case # field will populate with a system-generated number.

i

Take Note

The customer often describes his/her situation before providing any
demographic information such as Social Security Number (SSN).
Therefore, when you create a new case, the cursor will begin in the
Original Issue Summary field. As you press the Tab key, OCTS 2.0 will
automatically advance the cursor to the next field. This ensures that you
capture all of the required information.

3. Enter the Original Issue Summary.
This is a large free-form text field in which you should describe the root cause of the case in

detail.

4. Advance to the next field by pressing the Tab key on your keyboard.
This will automatically take you to the Original Issue Category field.

i

Take Note

In OCTS 2.0, when you are finished entering information into a field, press
the Tab key to advance to the next field. In this guide, there will not be a
step outlined between each field—the guide assumes that you will press
Tab to advance between each field.

5. Press F2 to select the Original Issue Category.
Or, click the drop-down arrow button with your mouse.
You will select the root cause of this case from the picklist that appears. If you know the first

letter of the desired value, enter that letter on your keyboard.

6. Use the up and down arrow buttons on your keyboard to navigate up and down the picklist.
Or, use your mouse to scroll up and down the list.

7. Ensure that the desired picklist value is highlighted in blue.

8. Press Enter on your keyboard to select that value.
Or, Click once on the desired value with your mouse.
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If you do not see the Original Issue Category that you need for this case,
you should select “Other.” However, before you select “Other,” make sure
that you have thoroughly reviewed all values in the picklist. This is

Take Note important for efficiently organizing all case information in the Knowledge
Base.
‘% 9. Press F2 in the Original Issue Sub Category field.
This will bring up the Pick Case Request Sub-Category Box (shown below). The available Sub

Category choices correspond to the Category that you have just selected.

.:. Pick Case Request Sub-Category

Fird |Eategnr_l,l j gharting with | Find

|| Coteqony 5ub Categary _fl
» Deferment E conomic Hardzhip

Deferment Graduate Fellowship

Deferment In-School Full-time

Deferment In-5chool Half-time

Deferment Internship/Residency

Deferment Mil Or Pub Health Services -
il LIJ

Pick. I\L = | Claze
l

10. Select the desired Category and Sub Category combination by using the up and down arrows on
your keyboard.

Or, Click your mouse to the left of the desired record so that the red arrow is pointing to it.

11. Press Enter on your keyboard.
Or, Click the Pick button.
Your selection has now been populated in the Sub Category field.

12. Fill out the following fields:
e Customer Expectation Summary
This is a large free-form text field in which you should enter the details of what the
customer expects as the outcome of the case.
e Customer Expectation Category
Press F2 and select the result that the customer expects as you did for Original Issue
Category.

e Customer Expectation Sub Category
Press F2 and select the sub category.
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o Referred By

Select a value from the picklist.

primary issue of the case as well as what the customer expects the
outcome of this case to be. Now, in order to serve the customer, you
must gather certain profile information about the customer. By
following the steps below, you will create a contact record and an
account record for this customer.

@ At this point in the procedure of opening a case, you have identified the

13. Tab to the Last Name field.

14. Press F2.
Or Click the drop-down arrow button in the Last Name field.
This begins the process of gathering profile information. The Pick Contact Box appears.

2.0—it is the same list that resides in the Contacts Screen. Before you
enter this customer into OCTS 2.0, you must make sure that he or she
does not already exist in the system. This will eliminate duplicate entries.
You will use the search fields at the top of the Pick Contact Box to search
for the borrower’s SSN in the Account field.

@ The Pick Contact Box contains all contacts that currently exist in OCTS

15. Select Account from the picklist in the Find field (shown below).

#* Pick Contact

Find |Contact Type j starting '-.-'-.-'ith| Find
Contact Type - . ——
. Felatianship/Title Felationship/Title Account mﬂ
Account _ 333-44-6767 d

» Custo Borrower chn

Contac

Custor First Name Botrower 333-88-0010 Fekecrca
Last Mame
Custor S uffis | Borrower 433350769 Terry
Customer Borrower 397981196 Fohin =
4| | 3

A|B|c|p]E|Fla]n]lr k] c|M|n| o] pla|r|s|T]u|v]w| x|¥|z]~]

Fick | My | Close

16. Click in the starting with field.

17. Enter the entire SSN of the borrower with dashes in the starting with field (e.g. 123-45-6789).
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18. Press the Enter key on your keyboard.
Or Click the Find button.

that this customer does not exist in the system. You will then add this
customer to OCTS 2.0 by creating a contact record and an account record
for this customer. Make sure to follow the steps carefully under Outcome
#3.

There are two other possible outcomes that will not be common, but they
are outlined below under Outcome #1 and #2.

@ The most common outcome is that no records will exist, indicating to you

Possible Outcome #1—The Customer Already EXists in the System

If this customer opened and closed a case in OCTS 2.0 in the past, his or her contact record will
automatically populate the First Name, Last Name, Account, and Home Phone fields in the Cases
applet where you began. Proceed to Step 29.

Possible OQutcome #2—Another Customer Is Automatically Selected in Error

If there is a customer in the system that fit the SSN that you entered, OCTS 2.0 will automatically
select this contact (this would only happen if you typed the SSN incorrectly). This will close the Pick
Contact Box and take you back to the form applet on the Cases Screen, All Cases View where you
began. If the contact that has been selected is incorrect, you must follow these steps:

e Delete the account number in the Account field in the Cases applet.
e Click the drop-down arrow button in the Last Name field.
e Proceed to step 19.
Possible Outcome #3—Customer Does Not Exist in the System; No Records Are Found

If no records are found, the record list will be blank, and you will follow the steps outlined below to
enter the new contact and account information for this customer.

The Pick Contact Box should be open at this point. You will create a new
contact record for this customer. Within this record, you will create a new
account record for this customer. You will only enter the demographic
information once—the information will be copied automatically from the
account record to the contact record. Follow the steps below carefully.

Press F2 on your keyboard when your cursor is in a field with a drop-

Remember to press the Tab key to advance to each field on the record.
down arrow button.

Take Note
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19. Click the New button at the bottom of the Pick Contact Box.
This creates a blank contact record for this customer.

20. Enter the following information about the customer contact:

\/ e Contact Type
\/ Because you are now entering the contact record for the customer, this value will be
“Customer.”

\/ e Relationship/Title
\/ Because you are entering the contact record for the customer, this value will be “Borrower.”

21. Tab to the Account field.

will now bring up the Pick Account Box within the Account field. The Pick
Account Box contains all accounts in OCTS 2.0—the same list of accounts
that reside in the Accounts Screen. From this box, you will create an
account record for this customer. The account demographic information
will automatically populate the contact record when you pick this account.
Follow the steps below.

@ You have started to enter the contact information for this customer. You

22. Press the F2 key on your keyboard in the Account field.
The Pick Account Box will appear.

Notice that the Pick Account Box has the search fields like the Pick

Contact Box. Because you have already searched for this customer using

the Pick Contact Box, you do not have to search for this customer again.
Take Note

23. Click the New button at the bottom of the Pick Account Box.
This will create a blank record in which you will enter the account information for this
customer.

24. Enter the following information about the customer:
Reminder: Press the Tab key to move across the row. Press F2 when there is a drop-down
arrow indicating a list of values.

If the customer does not provide required information, you must
enter “Not Given” into the field. OCTS 2.0 will not allow you to
proceed if you do not populate a required field.

Take Note
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Account
This is the customer’s (borrower’'s) SSN. You do not have to enter dashes—the SSN will be

automatically formatted when you populate the next two fields.

Account Type
This will always be “ Customer” when you are creating an account for a new case.

First Name
Last Name

Suffix to Last Name

DO NOT CLICK the Cancel button at the bottom of the Pick Account
Box, or you will LOSE the data that you are entering.
Take Note
e Middle Initial

3/17/2004

Enter “NMI” for no middle initial.

Prefix
Enter the appropriate prefix so that the customer can be addressed by the appropriate

prefix in the future.
Preferred Name

Date of Birth (mm/dd/yyyy)
The date of birth of the borrower is important for accessing his/her loan data. You can

either enter the date or bring up the calendar and choose the date.

Address

Enter the address in this field. Notice the ellipsis button at the end of the field. This
button allows you to enter multiple addresses for this customer if necessary. This feature
may not be used often; however, once you click the ellipsis button, OCTS 2.0 requires
you to enter the address in the box that appears. You will then click Close to return to

the account record.
City

State
Pick the state from the picklist or enter the two letter abbreviation in all capital letters.

Zip code
This field can be populated with other postal codes for customers calling from outside of

the U.S.A.
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Country

Site

When you enter “Not Given” in the Account field (when the borrower’s SSN is not given),
you must also populate the Site field with the Case #. This is very important—we
must create a unique identifier for each “Not Given” Account. If we did not differentiate
one “Not Given” Account from another, it would be very difficult to distinguish between
these accounts.

Contact Method

This field indicates the method by which the customer prefers to be contacted. You must
then enter the information for the method that you indicate as preferred in the fields below.
Home Phone #

This may be entered without formatting—OCTS 2.0 will format the phone number
automatically.

Work Phone #
OCTS 2.0 will automatically format the number, including the extension number.

Fax Phone #
Mobile Phone #
Country Code (for phone number, if foreign country)

Hours Available
This is a short field—e.g. “8am to 5pm” or “Daytime.”

Hours Available Time Zone
The four most common time zones for the US and Canada are listed at the top of the
picklist. The remaining values are listed in alphabetical order.

1% Email/Homepage

The email address will turn into a hyperlink after you advance to the next
field. If you click on this hyperlink, an error will appear because OCTS 2.0
is looking for a web site. Click through the error and continue.
Take Note
e 2" Email

3/17/2004

Comments (any special comments about this account)
Reminders

This is not a data entry field. The Reminders field will populate automatically with a
reminder message if needed. For instance, if you selected “Home Phone” for Contact
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Method and did not populate the Home Phone field, a message will appear in this field,
reminding you to enter the home phone.

DO NOT CLICK the Cancel button at the bottom of the Pick Account Box,
or you will LOSE YOUR DATA. You have entered all of the information for

@ the account record. You must now pick this record by following the
next two steps.

25. Select the record that you have just created by verifying that the record is highlighted (and a red
arrow is pointing to the left of the record).
If the correct record is not highlighted, click inside the record or to the left of the record (but not on
a hyperlink).

Account Tepe First Hame
> 253-00-0000 Cuztomer F.atherine
Q00-00-000aa Cugtomer Jaohn
001 -56-2234 Customer Corey

26. Click the Pick button at the bottom of the Pick Account Box.

The information that you have just entered in the account record in the
(@ Pick Account Box has now been copied automatically to the same fields in
the customer contact record in the Pick Contact Box. You do not have to
Take Note enter the data twice! The new customer account has successfully been

linked to this customer contact.

or you will LOSE YOUR DATA. The contact record for this customer is

DO NOT CLICK the Cancel button at the bottom of the Pick Contact Box,
complete and must be picked following the next two steps.

27. Ensure that the contact record is selected (red arrow pointer is pointing to this record).

28. Click the Pick button at the bottom of the Pick Contact Box.
This establishes the contact that you have just picked as the primary contact for the
account. The Last Name, First Name and Home Phone Number of the primary contact are
populated, and the Account field is populated in the cases applet.

You are now back to the cases applet on the Cases Screen, All Cases
View. You only have a few more steps in creating this case!

29. Press the Tab key.
30. Enter the primary loan information:

Although the customer may have multiple loans, you must populate these fields with the loan most
involved in this case and the agency that is contacting the customer about this case.
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\/ e Svc Agency (Servicing Agency)
‘\/ Select from the picklist. If unknown, select Unknown.

e Loan Type
Select from the list. If unknown, select Unknown. Click the Pick button.

Loan Status
Select from the picklist. If unknown, select Other.

NN

31. Review all of the fields that you have populated in the cases applet to make sure that all
information is correct.

32. Note that the following fields have been populated automatically:

e Case Number
You will give this number to the customer for future reference.

e Intake Person
This defaults to your user name because you created this case.

e Status
This defaults to “Open.”

e Sub Status
This defaults to “Unassigned”™—you will leave this as Unassigned so that OCTS 2.0 can
assign the case to an Ombudsman Specialist after you leave this screen.

¢ Ombudsman field—You will leave this field blank. This will be automatically populated
when OCTS 2.0 assigns this case to an Ombudsman Specialist.

o Date Received.
This defaults to your system’s current date and time.

case record, you must click on a part of the screen other than the Cases
applet. For example, you should click on the view bar. If you have left
any required fields blank, you will receive an error message telling you the
field that you left blank. You can then go back and populate the required
field.

You can now proceed with other work. Congratulations!

@ You have now created a new case for the new customer! To save this
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Congratulations!

3/17/2004

You have now created a new case, contact, and account for this
customer! You have entered basic information about the loan
involved. The case, contact and account records are associated with
each other through the borrower’s SSN in the Account field.
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Lesson 2: Third Party

Description: Sometimes, a third party contact will initiate a case on behalf of the
customer (borrower). This third party contact could be the borrower’s
parent, spouse, etc. For this scenario, you will follow the same steps as in
Lesson 2 to create the case, contact record, and account record for the
customer; however, in addition to this, you will also create a contact
record for the third party.

The contact record for the borrower and the contact record for the third
party will both be listed under the customer’s account record. At the end
of this lesson, you will pick the third party contact as the primary contact
for this case.

Remember, all required fields must be populated. If you do not have
information for a required field, you must enter “Not Given” into the field.

Take Note
1. Go to the Cases Screen, All Cases View.
You will now create a new case for a new customer, as initiated by the third party contact.

2. Click the New button on the form applet at the bottom of the screen.
This creates a new case record. The Case # field will populate with a system-generated number.

This is a large free-form text field in which you should describe the root cause of the case in

% 3. Enter the Original Issue Summary.
detail.

4. Advance to the next field by pressing the Tab key on your keyboard.
This will automatically take you to the Original Issue Category field.

In OCTS 2.0, when you are finished entering information into a field, press
the Tab key to advance to the next field. In this guide, there will not be a
step outlined between each field—the guide assumes that you will press
Take Note Tab to advance between each field.
5. Press F2 to select the Original Issue Category.
‘% Or, Click the drop-down arrow button with your mouse.

You will select the root cause of this case from the picklist that appears. If you know the first
letter of the desired value, enter that letter on your keyboard.

6. Use the up and down arrow buttons on your keyboard to navigate up and down the picklist.
Or, use your mouse to scroll up and down the list.
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7. Ensure that the desired picklist value is highlighted in blue.

8. Press Enter on your keyboard to select that value.
Or, Click once on the desired value with your mouse.

If you do not see the Original Issue Category that you need for this case,
you should select “Other.” However, before you select “Other,” make sure
that you have thoroughly reviewed all values in the picklist. This is
Take Note important for efficiently organizing all case information in the Knowledge
Base.
‘% 9. Press F2 in the Original Issue Sub Category field.
This will bring up the Pick Case Request Sub-Category Box (shown below). The available Sub

Category choices correspond to the Category that you have just selected.

':' Pick Case Request Sub-Cateqgory

Find |Eategu:ur_l,l j gharting with | Find

|| Cateaoy Sub-Category _fl
> Deferment E conomic Hardzhip

D eferment Graduate Fellowship

Deferment In-School Full-time

Deferment In-5chool Half-tirme

Deferment [nternzhip/Rezsidency

Deferment kil Or Pub Health Services -
il LIJ

Pick. PL [ e | Cloze
o

10. Select the desired Category and Sub Category combination by using the up and down arrows on
your keyboard.
Or, Click your mouse to the left of the desired record so that the red arrow is pointing to it.

11. Press Enter on your keyboard.
Or, Click the Pick button.
Your selection has now been populated in the Sub Category field.
12. Fill out the following fields:
e Customer Expectation Summary
This is a large free-form text field in which you should enter the details of what the
customer expects as the outcome of the case.

e Customer Expectation Category
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Press F2 and select the result that the customer expects as you did for Original Issue
Category.

e Customer Expectation Sub Category
Press F2 and select the sub category.

e Referred By

Select a value from the picklist.

primary issue of the case as well as what the customer/third party expects
the outcome of this case to be. Now you must gather profile
information about the customer. You will enter profile information
about the third party after you enter the information for the customer.
By following the steps below, you will create a contact record and an
account record for this customer.

@ At this point in the procedure of opening a case, you have identified the

13. Tab to the Last Name field.

14. Press F2.
Or Click the drop-down arrow button in the Last Name field.
This begins the process of gathering profile information. The Pick Contact Box appears.

2.0—it is the same list that resides in the Contacts Screen. Before you
enter this customer into OCTS 2.0, you must make sure that he or she
does not already exist in the system. This will eliminate duplicate entries.
You will use the search fields at the top of the Pick Contact Box to search
for the borrower’s SSN in the Account field.

@ The Pick Contact Box contains all contacts that currently exist in OCTS

15. Select Account from the picklist in the Find field (shown below).
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Find |Contact Type j starting with Find

Contact Type = : ——
elationship/Title Relationship/Title | Account mﬂ
CAccount ) 333-44-6767 d

AT Borrower ahn
First Marme

Custo Borrower 333-88-0010 Fekbecca
Last Marme
Custorn S uffis | Borrower 433350769 Terry
Custamer Borrower 3979811596 Fokin =
4| | 3

A|8|c|p|E|F|afn| ] J]k[L|MN|o|Pla|r|s|T|u|v|w|x|v|z]|*]

Fick | =T | Close

16. Click in the starting with field.
17. Enter the entire SSN of the borrower with dashes in the starting with field (e.g. 123-45-6789).

18. Press the Enter key on your keyboard.
Or Click the Find button.

that this customer does not exist in the system. You will then add this
customer to OCTS 2.0 by creating a contact record and an account record
for this customer. Make sure to follow the steps carefully under Outcome
#3.

There are two other possible outcomes that will not be common, but they
are outlined below under Outcome #1 and #2.

@ The most common outcome is that no records will exist, indicating to you

UPossible Outcome #1—The Customer Already EXists in the System

If this customer opened and closed a case in OCTS 2.0 in the past, his or her contact record will
automatically populate the First Name, Last Name, Account, and Home Phone fields in the Cases
applet where you began. Press F2 in the Last Name field. Proceed to Step 27.

Possible Outcome #2—Another Customer Is Automatically Selected in Error

If there is a customer in the system that fit the SSN that you entered, OCTS 2.0 will automatically
select this contact (this would only happen if you typed the SSN incorrectly). This will close the Pick
Contact Box and take you back to the form applet on the Cases Screen, All Cases View where you
began. If the contact that has been selected is incorrect, you must follow these steps:

o Delete the account number in the Account field in the Cases applet.
e Click the drop-down arrow button in the Last Name field.

e Proceed to step 19.
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Possible Qutcome #3—Customer Does Not Exist in the System; No Records Are Found
If no records are found, the record list will be blank, and you will follow the steps outlined below to
enter the new contact and account information for this customer.

contact record for this customer. Within this record, you will create a new
account record for this customer. You will only enter the demographic
information once—the information will be copied automatically from the
account record to the contact record. Follow the steps below carefully.

@ The Pick Contact Box should be open at this point. You will create a new

Press F2 on your keyboard when your cursor is in a field with a drop-

Remember to press the Tab key to advance to each field on the record.
down arrow button.

Take Note

19. Click the New button at the bottom of the Pick Contact Box.
This creates a blank contact record for this customer.

20. Enter the following information about the customer contact:

e Contact Type
Because you are now entering the contact record for the customer, this value will be
“Customer.”

e Relationship/Title
Because you are entering the contact record for the customer, this value will be “Borrower.”

21. Tab to the Account field.

will now bring up the Pick Account Box within the Account field. The Pick
Account Box contains all accounts in OCTS 2.0—the same list of accounts
that reside in the Accounts Screen. From this box, you will create an
account record for this customer. The account demographic information
will automatically populate the contact record when you pick this account.
Follow the steps below.

@ You have started to enter the contact information for this customer. You

22. Press the F2 key on your keyboard in the Account field.
The Pick Account Box will appear.
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Contact Box. Because you have already searched for this customer using

Notice that the Pick Account Box has the search fields like the Pick
the Pick Contact Box, you do not have to search for this customer again.

Take Note

23. Click the New button at the bottom of the Pick Account Box.
This will create a blank record in which you will enter the account information for this
customer.

24. Enter the following information about the customer:
Reminder: Press the Tab key to move across the row. Press F2 when there is a drop-down
arrow indicating a list of values.

If the customer does not provide required information, you must
enter “Not Given” into the field. OCTS 2.0 will not allow you to
proceed if you do not populate a required field.
Take Note
e Account

Y

This is the customer’s (borrower’'s) SSN. You do not have to enter dashes—the SSN will be
automatically formatted when you populate the next two fields.

Account Type
This will always be “ Customer” when you are creating an account for a new case.

N

e First Name (customer)

Y

e Last Name (customer)

Y

e Suffix to Last Name

DO NOT CLICK the Cancel button at the bottom of the Pick Account
Box, or you will LOSE the data that you are entering.

Take Note

e Middle Initial
Enter “NMI” for no middle initial.

e Prefix
Enter the appropriate prefix so that the customer can be addressed by the appropriate
prefix in the future.

e Preferred Name
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e Date of Birth (mm/dd/yyyy)
The date of birth of the borrower is important for accessing his/her loan data. You can
either enter the date or bring up the calendar and choose the date.

e Address (customer)
Enter the address in this field. Notice the ellipsis button at the end of the field. This
button allows you to enter multiple addresses for this customer if necessary. This feature
may not be used often; however, once you click the ellipsis button, OCTS 2.0 requires
you to enter the address in the box that appears. You will then click Close to return to
the account record.

e City

e State
Pick the state from the picklist or enter the two letter abbreviation in all caps.

e Zip code
This field can be populated with other postal codes for customers calling from outside of
the U.S.A.

e Country

e Site

When you enter “Not Given” in the Account field (when the borrower’s SSN is not given),
you must also populate the Site field with the Case #. This is very important—we
must create a unique identifier for each “Not Given” Account. If we did not differentiate
one “Not Given” Account from another, it would be very difficult to distinguish between
these accounts.

/- e Contact Method (customer)
‘\\/ This field indicates the method by which the customer prefers to be contacted. You must
then enter the information for the method that you indicate as preferred in the fields below.

e Home Phone #
This may be entered without formatting—OCTS 2.0 will format the phone number
automatically.

e Work Phone #
OCTS 2.0 will automatically format the number, including the extension number.

e [Fax Phone #
e Mobile Phone #

e Country Code (for phone number, if foreign country)

e Hours Available
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This is a short field—e.g. “8am to 5pm” or “Daytime.”

e Hours Available Time Zone
The four most common time zones for the US and Canada are listed at the top of the
picklist. The remaining values are listed in alphabetical order.

e 1% Email/Homepage

The email address will turn into a hyperlink after you advance to the next
field. If you click on this hyperlink, an error will appear because OCTS 2.0
is looking for a web site. Click through the error and continue.
Take Note
e 2" Email

o Comments (any special comments about this account)

e Reminders
This is not a data entry field. The Reminders field will populate automatically with a
reminder message if needed. For instance, if you selected “Home Phone” for Contact
Method and did not populate the Home Phone field, a message will appear in this field,
reminding you to enter the home phone.

DO NOT CLICK the Cancel button at the bottom of the Pick Account Box,
or you will LOSE YOUR DATA. You have entered all of the information for

@ the account record. You must now pick this record by following the
next two steps.

25. Select the record that you have just created by verifying that the record is highlighted (and a red
arrow is pointing to the left of the record).
If the correct record is not highlighted, click inside the record or to the left of the record (but not on
a hyperlink).

Account Tope First Mame
> 2R8-00-0000 Cugtomer K.atherine
%EIEIEI-EID-EIEIEIEI Customer John
007 -6E-2234 Cuztomer Corey

26. Click the Pick button at the bottom of the Pick Account Box.

Pick Account Box has now been copied automatically to the same fields in

the customer contact record in the Pick Contact Box. You do not have to

enter the data twice! The new customer account has successfully been
Take Note : .

linked to this customer contact.

@ The information that you have just entered in the account record in the
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DO NOT CLICK the Cancel button at the bottom of the Pick Contact Box,
or you will LOSE YOUR DATA. You must now enter the third party
contact information! Follow the steps carefully.

Ensure that the customer contact record is highlighted/selected.

. Contact Type

» Custormer

Right-click in the Pick Contact Box.

Select Copy Record.

This creates a copy of the contact record that you have just created for the customer. Copying
the record ensures that you maintain the correct account information for both the customer
and the third party.

Your cursor should be in the Contact Type field of the new record that you

just created (a copy of the customer contact record). You will now

populate the fields on this new record for the third party contact. Press
Tab to advance to each field. If the information for the third party contact
is different from the information for the customer, then you may type over
the value that has been copied. DO NOT change the value in the Account
field—you want both of these records to be linked to this customer’s
account.

30. Change the Contact Type to “Third Party” (shown below).

#* Pick Contact

1

Find | Contact Type j gtarting with | Find
. Contact Type

»  Cuztomer * | Bomrower 123-00-0000

alB|c|ole|Fla|R| 1| k|LiM N olralrls|T|o] v wx vz

Custarner Boarrawer 123-00-0000 Penelope
Partner
Prior Contact
Test

T hird F'art_l,lh
b 3

=

Pick, | - ez | Cloze

31. Change the Relationship/Title to the appropriate relationship of the third party contact to the

borrower.
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Do not change the Account or you will lose the connection to the correct
customer account.

However, if you unintentionally delete the value in the account field, you

Take Note can bring up the Pick Account Box (like you did when you originally
entered the account) in the Account field. Search for the customer’s
account with the SSN in the Account field. Select the correct account and
click the Pick button.

32. Enter all information about the third party contact that is different from the customer’s information.
For example, if the third party has a different address than the customer, type over the customer’s
address with the correct third party address.

or you will LOSE YOUR DATA. You will now pick this third party

DO NOT CLICK the Cancel button at the bottom of the Pick Contact Box,
contact as the primary contact for the case.

33. Select the third party contact record (the red arrow will be pointing to the left of the record).
34. Click the Pick button at the bottom of the Pick Contact box.

The Last Name, First Name, and Home Phone Number of the third party contact can now be seen
in the Cases applet. The Account field contains the borrower’'s SSN.

You are now back to the cases applet on the Cases Screen, All Cases
View. You only have a few more steps in creating this case!

33. Press the Tab key.

34. Enter the primary loan information:
Although the customer may have multiple loans, you must populate these fields with the loan most
involved in this case and the agency that is contacting the customer about this case.

e Svc Agency (Servicing Agency)
Select from the picklist. If unknown, select Unknown.

Y

e Loan Type
Select from the list. If unknown, select Unknown. Click the Pick button.

Loan Status
Select from the picklist. If unknown, select Other.

NN

35. Review all of the fields that you have populated in the cases applet to make sure that all
information is correct.

36. Note that the following fields have been populated automatically:
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e Case Number
You will give this number to the customer for future reference.

¢ Intake Person
This defaults to your user name because you created this case.

e Status
This defaults to “Open.”

e Sub Status

This defaults to “Unassigned”™—you will leave this as Unassigned so that OCTS 2.0 can
assign the case to an Ombudsman Specialist after you leave this screen.

¢ Ombudsman field—You will leave this field blank. This will be automatically populated
when OCTS 2.0 assigns this case to an Ombudsman Specialist.

o Date Received.
This defaults to your system’s current date and time.

You have now created a hew case for the new customer! To save this
case record, you must click on a part of the screen other than the Cases
applet. For example, you should click on the view bar. If you have left
any required fields blank, you will receive an error message telling you the
field that you left blank. You can then go back and populate the required
field.

You can now proceed with other work. Congratulations!

'ﬁ You have now created a new case, a customer contact, a third party
!«" contact and a customer account! These records are associated with
S

each other through the borrower’s SSN in the Account field.
Congratulations!
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Lesson 3: General Assistance (John Q. Public)

Description: An important part of OCTS 2.0 is the ability to report on how many cases
are handled by the Office of the Ombudsman. For this reason, you must
log a case for each call/correspondence that comes in, even if the nature
of the call/correspondence is general assistance. OCTS 2.0 will then
accurately reflect the number of requests that are handled by the Office of
the Ombudsman.

Intake Specialists—you will follow this lesson if you have started scripting
and discovered that the call was a general assistance call.
A special contact and account have already been created for logging general assistance calls.
This special contact record is John Q. Public. ltis linked to the account 000-00-0000.

1. Go to the Cases Screen, All Cases View.

2. Click the New button in the Cases form applet at the bottom of the screen to create a new case.

key on your keyboard to advance to the next field. The tab order on this

The cursor begins in Original Issue Summary. You must press the Tab
screen follows the flow of a typical call.

Take Note

3. Populate these fields (populate the required fields at a minimum):

Original Issue Summary
Briefly explain why the caller was contacting the Ombudsman and how you handled the call.

Original Issue Category
Classify the nature of the call. Select from the picklist.

e Original Issue Sub Category

A

e Customer Expectation Summary
e Customer Expectation Category

e Customer Expectation Sub Category

% o Referred By.

3/17/2004 Page 60



AN

Module 3: Opening a New Case Using Screens
OCTS 2.0 User Reference Guide Lesson 3: General Assistance

4. Tab to the Last Name field and press F2.
Or, Click the drop-down arrow button in the Last Name field.
The Pick Contact Box appears.

5. Select Account in the Find field.
6. Enter “000-00-0000" in the starting with field to find the John Q. Public record.

7. Press Enter on your keyboard.
Or Click the Find button.

The John Q. Public record will automatically populate the First Name, Last Name, and Account fields
in the Cases applet.

8. Press Tab to advance to the Servicing Agency field.
9. Populate the following required fields:

e Svc Agency (Servicing Agency)
Select who is contacting the borrower about the loan. If unknown, select Unknown.

e Loan Type

Select the primary loan that is involved in the case. If unknown, select Unknown.
Press Pick.

e Loan Status
Enter the status of the loan. If unknown, select Other.

a generic ID so that the case will not go to an Ombudsman Specialist

For general assistance cases, you must manually assign the case to
(this process is outlined below).

Take Note

10. Click the drop-down arrow button in the Ombudsman field.
The Pick Case Owner box appears.

Dmbudsmar1 _,[:L

11. Type “GENASSIST” for General Assistance in the starting with field, at the top of the Pick Case
Owner box.

12. Press Enter.

The case has now been assigned to a generic ID that has been established for general assistance
calls.

DmbudsmajGENﬁssm _-{\L
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You now must link a result to this case.

13. Go directly to the Results Search View by choosing this view from the view bar (shown in the
screen print below).

My Cases
My Team's Cazes

All Cazes

Activities

Attachments

Customer
Satisfaction Survey

Case |szues

| Results Search h

Charts [ 3

14. Click the New button in the Results applet at the bottom of the screen.
The Results Pick Box appears.

If you want to pick an existing result, follow these steps:
e Click the drop-down arrow button in the Find field at the top of this Pick Box.
Select the field in which you want to search.
Enter the search criteria in the starting with field.
Click the Find button at the top of the Pick Box.
Select the desired result.
Click the Pick button at the bottom of the Pick Box.
The result will populate the fields on the left side of the Results applet.

If you want to enter a new result for this case, follow these steps:

e Click the New button at the bottom of the Pick Box.
This creates a new results record.

e Select the Result Category from the picklist in the Result Category field.

e Select the Result Sub Category.
Enter a short name for this result in the Name field.
This is a short free-form text field. Make sure that the name of the result is generic so
that it can be used for cases in the future.
Enter more generic result detail in the Result field if desired.

e Enter values in the Proposed By and Implemented By fields if desired.
Enter any comments specific to this case in the Comments field.

You are now ready to close this case.
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15. Click on the drop-down arrow button in the Status field in the Cases applet at the top of the
screen (shown below).

Cases lssues Accounts Contacts Aclivities Literature Results Calendar

7
% P g Related Cases | Encyclopedia |

~Case

Ci # [1- Referred B -
My Cases 228 [11D20 SIened I Belf J Intake Person |JLEIB Ombudsman [GENASSIST j
My Team's Cases LastName [Public [ | First Mame |Jofin Saus[Open 7]  Date Recetved 1071300218 5% P
All C.
ases Account |000-00-0000 Home Phane Sub-Status |¥ Closed Date Closed

Activities

r Case Status and Ownership

Attachments - Driginal lssug—— ~Revisadlssus———  Customer Expecte | Unassigned

Customer
Satisfaction Survey Category |Other j Category|CJther j Category [raymemrToLeEssing
Case |ssues Sub Category [5ne j s CetEny j SUbiGoteqor) |NDne
Results Search
Summary |customer wants J Summary J Summary |:ustomerwants aFAFSA

Charts 3
‘ Swo Agency Unknawn j Laan Type [FFEL Consolidation L[j Loan Status [Unknown j

Result g [N | Delete‘ Copy | Cancell

MName W Proposed By | j
Category W Implemented By | j
Sub Category _
FAQ [—J

Result | Comments =

| | = }

16. Select Closed.

You have successfully recorded a case for a general assistance call!
This will help the Office of the Ombudsman to accurately report and
analyze the number of requests that are handled.

Congratulations!
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Lesson 4 Via Correspondence
Description: As an Ombudsman Specialist, you may receive correspondence from a

customer for whom you must create a new case. This procedure is the
same procedure as in Lesson 1-2; however, after you create the case, you
must add an activity to the case that records the receipt of the
correspondence.

For this lesson, we will assume that you have just created the case
(following the appropriate procedure). Therefore, we will begin with the
steps for adding the activity.

You have just entered the new case and are on the Cases Screen, All Cases View.

Note that this procedure for adding an activity to a case will apply to all
types of activities. More examples of adding activities to a case will be
covered in Module 4, Lessons 3-4.

Take Note

1. Select the desired case from the Cases Screen, All Cases View.

2. Click on “Activities” on the view bar.
This view shows you the detail of the desired case in the form applet at the top of the screen and
the activities for the case at the bottom of the screen. The activities at the bottom of the screen
are displayed in a list applet.

My Cazes

My Team's Cazes

All Cazes

Attachments

Customer
Satizfaction Survey

Case lszues
Results Search

Charts

3. Click the toggle button to see the activity information in a form applet.
")
L]
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If you find that you prefer to enter the activity information in the list applet
rather than in the form applet, you can do so. While in the list applet, you
must right-click in the form applet and select “New Record.” This creates

Take Note a blank record in which you can enter the same information.

4. Click the New button in the Activities form applet.
This inserts a blank activity record.
5. Note that the following fields are populated automatically:
o Case#

e Last Name
This defaults to the primary contact linked to the case.

e First Name
e Account

e Assigned To
This defaults to you because you just created the activity.

e Planned Start
This defaults to the current date and time.

e Due
This defaults to the current date.

6. Enter in the information for the activity (enter the required fields at a minimum):

e Activity Type
To log the receipt of correspondence, you will choose “Correspondence.”

v

\/ e Description
\/ This will be a short description of the activity, limited to approximately 200 characters. For
recording the correspondence, you will briefly describe the type of correspondence that was
received from the customer to initiate the case.

o Priority
Use this to help you manage your work.

e Status
Use this to help you manage your work.

¢ Comments
Describe in more detail who wrote the letter, the date of the letter, the date received, and
the subject of the letter.
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When you have completed entering all information for this activity, you are ready to end the activity.

7. Change the Status to “Done.”
This will automatically populate the Actual Completion field with the current date and time. The
Duration field will automatically populate with the calculated time that it took to complete the
activity.

Or Enter the correct date and time in the Actual Completion field.
This will automatically change the Status to “Done.”

Press the toggle button to view the activity you just entered in the list
applet.
Take Note
Pﬁ You have successfully created a case that was received via
!é‘;“ correspondence! First, you created the case, and then you logged
AN the receipt of the correspondence with the activity.

Congratulations!
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Module 4. Working a Case

Lesson 1: Using Queries

Lesson 2: Reviewing Your Assigned Cases

Lesson 3: Adding an Activity (Customer/Third Party)
Lesson 4: Adding an Activity (Partner)

Lesson 5: Adding a Partner Contact/Account

Lesson 6: Updating Demographic Information

Lesson 7: Adding Issues to a Case

Lesson 8: Attaching a Document to a Case or Activity
Lesson 9: Reopening a Case

Opening a\ Opening a
Getting New Case \New Case RU/eIils}E}
Started Using Using Case

Scripting Screens

Using the
Knowledge
Base

Closing a Using
Case Charts

About this Module

This module focuses on the work of the Ombudsman Specialists;

however, some of these procedures also apply to the work of the Intake

Specialists. This module covers the broad range of activities involved in
working a case. Note, however, that the activity of researching a case is

Overview )
covered separately in the next module.
In this module, “working” a case includes using queries, reviewing
assigned cases, adding activities, updating a case when more information
is received, adding issues to a case, attaching a document to a case or to
an activity, and reopening a case if necessary.
After reviewing this module, you will be able to perform the following
procedures:

e Review your assigned cases
Objectives

e Add an activity to a case

e Add a new partner contact and account

e Update an existing case when more information is received
e Attach a document to a case or to an activity

e Reopen a case.
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Lesson 1. Using Queries

Description: Often in your work, you will search for an existing record or records in OCTS
2.0 using a query. A query searches the OCTS 2.0 database for specific data
based on the criteria that you enter. You may also want to save a query for
future use.

For example, when you want to find a particular case, you could execute a
guery using the borrower’s SSN in the Account field, or the case number in
the Case # field. If you want to view all cases with the Original Issue Category
of Deferment, you could execute a query by choosing Deferment in the
Original Issue Category field on the Cases Screen.

Follow the steps below to use a query to find a particular case. These steps also apply to
retrieving other records in other screens. For instance, you could also go to the Accounts
Screen and query to find a particular account using the steps below.

1. Go to the Cases Screen, All Cases View.

2. Click the New Query button on the tool bar.

je,

This creates a blank record in which you will enter your criteria.

3. Type or select data in any of the fields (in the list applet or in the form applet) to specify the search
criteria for the query.
For example, enter customer’s SSN in the Account field, the contact’s last name in the Last Name
field, and/or case number in the Case # field. Notice in this picture we have entered the criteria in
the list applet at the top of the screen.

Queries are case and format sensitive! Make sure that you enter the
values exactly as they appear in the system. For example, you must enter
the SSN with the dashes, and you must enter last name with the first letter
Take Note capitalized.
L,
. Last Mame Firzt Mame Harne Phane
> ooo-o0-001y =

4. Press Enter on your keyboard.
Or Click the Execute Query button on the tool bar.

O

The record or records that fit your criteria will appear.
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When you are ready to go back to viewing all records, you must follow step 5-6.

5. Click on the drop-down arrow button in the predefined query box.

J [uemnies | ‘E;

6. Click on the All Cases query.

hd
b

£ 8l Closed Cases
2 4l Open Cazes
SO Al Unassigned Cases

SO My Cases
,O by Open Cazes

@ After you have executed a query, you can also retrieve all records by

clicking once on the New Query button on the tool bar R and then once

Take Note on the Execute Query button = . Because you have not entered any
criteria, OCTS 2.0 will bring up all records.

Let’s try another example of using a query to find a particular set of records. You should be
starting with all of the records visible.

7. Ensure that you are on the Cases Screen, All Cases View.
8. Click the New Query button on the tool bar.
9. Type or select data in any of the fields to specify search criteria.
For example, you could select “Deferment” in the Original Issue Category field to search for all

cases with the Original Issue Category of “Deferment.” Notice in this picture, we have entered the
search criteria in the form applet at the bottom of the screen.
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e — I - flete | Copy | Cancel |
— Case— |fccount Balance -
Balance Dizgpute |
Barkptoy Refemned B_I,I| j
Clozed School L ;
Collection Practices J First Name|
Conzolidation L
Credit Bureau Repaort J Hame I:'h':"'"a|
Credit Report
Drefault
— Onginz mgwll Rewvized lzsue

Categary |_"“ = Categary | =

Sub Categaory | j Sub Categany | j

Sumnmary | J Summary | J

You can enter criteria in as many fields as you would like. For instance,
you can select “Deferment” as the Original Issue Category and “SLMA” as
the Servicing Agency. OCTS 2.0 will look for all cases that fit this criteria.

Take Note

10. Press Enter on your keyboard.
Or, click the Execute Query button on the tool bar.

Once you have executed a query, you may want to save the query for future use. To save a
guery, follow the steps below.

11. Click the Query menu on the menu bar.

12. Click Save Query As.

Guemw | Help
i Hew Query Chrl+C]
Fefine Cuemny Ctrl+F
Execute Query  Enter
| Sort Order....

Have e

Save Quen Az,

I Delete Quen....

13. Enter the name of the query.
For example, you could name this query “All Deferment Cases.”

14. Click OK.
Notice that you can now see this query in the Saved Query box in the top right part of the screen.
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The queries that you save will “update” themselves each time you access
them. For instance, if you have created a query for “All Deferment Cases”
and you access that query each week, the system will search all records

Take Note in the system at the time that you select that query. Therefore, each
time you access the query, you will see an updated set of records.

Because you have created and saved a query, this screen will default to
this query each time you leave and return to this screen. Therefore, you
must remember that there are other records in this screen—they are
hidden because of the query that you just created. To see all of the
records, you must follow the steps below.

15. Click the New Query button.
You are now creating a query for all of your records.

16. Click the Execute Query button without entering criteria.
This brings back all of the records.

To view All Cases, you can also choose the All Cases query in the
predefined query box at the top right of the screen.

Take Note

The following table describes several advanced querying functions:

Symbol Query Function

Searches for all values with various characters in the place of the asterisk.

For example, Smi* finds Smith, Smith & Reese, Smithson, and Smi, but not
Smathers.

Finds all records less than the value entered.

< For example, <03/25/1994 finds all records in which the value in the field is
before March 25, 1994.
Finds all records greater than the value entered.

g For example, >03/25/94 finds all records in which the value in the field is
after March 25, 1994.

<> Finds records that are not equal to the value entered.
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<= Finds records that are less than or equal to the value entered.

>= Finds records that are greater than or equal to the value entered.

IS NOT NULL | Searches for non-blank fields.

IS NULL Searches for blank fields.
LIKE Searches for values starting with the indicated string.
NOT LIKE Searches for values not starting with the indicated string.

“r Searches for strings that contain special characters, such as a comma (,).

Searches for all records that meet all conditions entered.

AND For example, >=01/01/2000 AND <=01/31/2000 finds all cases that were
received between 01/01/2000 and 01/31/2000.
OR Searches for all records that meet at least one of the conditions entered.
NOT Searches for records that do not meet the condition entered.
P& You have learned how to use queries to find information in OCTS 2.0!
!& You will use these querying techniques often in your work.
X3

Congratulations!
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Lesson 2; Reviewing Your Assigned Cases

Description: After new cases have been opened, OCTS 2.0 Assignment Manager
automatically assigns the cases to you, an Ombudsman Specialist. This
assighment is based on rules that have been established by the
management team. The next phase of the case lifecycle is working a case.
In this lesson, you will learn how to review the cases that have been
assigned to you.

1. Go to the Cases Screen, My Cases View.
Here you will see all of your cases—this includes open and closed cases. You will use this screen
often to review all of the cases for which you are responsible.

Specialists after the cases are created during the intake process.
This assignment is based on your availability, workload, and
specialty. New cases that have been assigned to you will be
flagged by a star in the New Column.

@ OCTS 2.0 automatically assigns new cases to Ombudsman

Take Note

i The star will disappear when you (the Ombudsman
SpeC|aI|st assigned to the case) click on the case, as explained in
the following steps.

2. Scroll up and down the list of cases using your up and down arrow keys on your keyboard.
The detail of each case can be viewed in the form applet at the bottom of the screen.

Closed. To see particular cases (such as All Open Cases), use the

Note that you are looking at all of your cases, both Open and
querying techniques outlined in Lesson 1 of this module.

Take Note

3. Click on the hyperlink under Account to view the account information for this case.

01 53537
05g- 43

This takes you to the Accounts Screen, Cases View. The account information for this customer is
at the top of the screen. Click the toggle button to see other demographic information for this
customer.

All cases for this customer are listed at the bottom of the screen. Most customers will only have
one case; however, a customer may have multiple cases that were created at different times.

4. Go to the Contacts View on the view bar.
This shows you the customer contact and any third party contacts that are linked to this account.

3/17/2004 Page 73



_ Module 4: Working a Case
OCTS 2.0 User Reference Guide Lesson 2: Reviewing Your Assigned Cases

{ M

My Accounts

My Team's
Accounts

All Accounts
Activities
Attachments
Cazes

[Contacts |
Loans
Motes
Partners

Charts

5. Scroll to the right of the contact record to view all of the contact information for this account.

6. Click the Back button on the history bar twice to return to the Cases Screen, My Cases View.

Most cases will not have activities at this point. However, if the case was received via
correspondence, there will be an activity for this case.

7. Click on the hyperlink under Case # in the list applet at the top of the screen to view the activities
of a particular case.

1-HTL
1.

This brings you to the Cases Screen, Activities View. This view shows you the detail of this case
at the top of the screen and the activities for the case at the bottom of the screen.

8. Review the activities for the case.
You can review the activities in the list format, or you can follow the next step.

9. Click the toggle button.
The detail of the first activity is displayed in a form applet.
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10. Use the Next and Previous Record buttons on the tool bar to view all activities listed for this
case.

4 4 » M

11. Go back to the My Cases View to review other cases that have been assigned to you.

Pﬁ You have successfully reviewed your assigned cases! You now

!« know how to review all of your cases and view the details of a
3 particular case.

Congratulations!
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Lesson 3: Adding an Activity (Customer/Third Party)

Description: When you work a case, you will often interact with the customer or the
third party acting on behalf of the customer. You may receive or make
phone calls, emails, etc. For each interaction with the customer or third
party, you will log an activity in OCTS 2.0.

You may log an activity after you have completed the activity, or you can
schedule an activity for the future. You can put the activity on your OCTS
2.0 calendar. You can also set an “alarm”—a small reminder window that
pops up before the activity is due.

In this lesson, we will outline the process for entering an activity that has
passed, and then we will discuss the process for scheduling an activity
(using the calendar and alarm).

Steps 1-6 are the same for entering all activities.
1. Go to the Cases Screen, All Cases View.

2. Click the New Query button on the tool bar.

O

3. Enter search criteria to find the customer’s case.
For example, if you know the customer’s account number (SSN), type the first few numbers plus
an asterisk in the Account column. If you enter more than three digits, you must enter the dashes.

12 =

4. Press the Enter key on your keyboard.
Or, Click the Execute Query button.
This will bring up the desired case, or a list of cases that fit your criteria.

5. Select the desired case (make sure the red arrow is pointing to the left of the record).
6. Go to the Activities View on the view bar.

The case information is in the form applet at the top of the screen. The activities associated with
the case are listed in the list applet at the bottom of the screen.

completed. Follow steps 17-23 for scheduling an activity for the

Follow steps 7-16 below for entering an activity that has already been
future.
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You can enter the activity in the list applet, or you can press the toggle
button to enter the activity in the form applet. If you prefer to enter the
information in a horizontal row, then use the list applet. If you prefer to

see the information in a form, then use the form applet.
Take Note

After you start entering the activity, you may flip between the list and the
form applets by pressing the toggle button.

For this part of the lesson, we will enter the activity in the form applet. We
will later use the list applet for scheduling an activity.

7. Click the toggle button to see the activity information in a form applet.
[
r_s

8. Click the New button in the Activities form applet.
This creates a blank activity record.

9. Note the following fields that have populated automatically:
e Case#

o Assigned To
This defaults to you because you have just created the activity.

e Last Name
This defaults to the primary contact linked to the case. This will be the customer or third
party.

e First Name
This defaults to the primary contact linked to the case. This will be the customer or third
party.

e Account
This defaults to the customer’s account number—the customer’'s SSN.

e Planned Start
This defaults to the current date and time. You will change this field as needed.

e Due
This defaults to the current date.

be completed. This is for reporting and planning purposes only.
Therefore, it is important to accurately record the time spent on each

% The start and end dates/times record the time that it takes for an activity to
activity.

Take Note
10. Enter the information for the activity (enter the required fields at a minimum):
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e Activity Type
Choose the appropriate activity from the picklist (e.g. Call—Inbound).

e Description
This is a short description of the activity—limit of approximately 200 characters (e.g. Jane
Doe called regarding...).

e Priority
Use this to help you manage your work.

e Status
Use this to help you manage your work.

11. Document all important information about the interaction in the Comments field (e.g. key points

discussed in the phone call).

If the activity involves an email, you may want to copy and paste the text
(@ of the email into the Comments field for future reference.

Take Note

12. Click the drop-down arrow button in the Actual Start field.
13. Select the date and time at which you began the activity (e.g. when you received the phone call).
14. Click the drop-down arrow button in the Actual Completion field.
15. Select the date and time at which you ended the activity (e.g. when the phone call ended).
This automatically changes the Status field to “Done.” The Duration field will automatically

populate with the calculated time that it took to complete the activity.

16. Click on a different part of the screen in order to save this record (e.g. the view bar).

Follow steps 17-23 for scheduling a new activity and using the calendar and alarm functions.

To use the calendar and alarm functions, there are three additional fields
that are required: Due, Start Time, and Alarm. The Start Time and Alarm
fields are not on the form applet; therefore, you must populate these
fields in the list applet.

Take Note

If you prefer to enter the activity in the form applet but still want to use
these functions, you must toggle back to the list applet at the end of
entering the activity and populate the Start Time and Alarm fields.

17. Right-click in the Activities applet.
A menu will appear as show below.

3/17/2004 Page 78



Module 4: Working a Case

OCTS 2.0 User Reference Guide Lesson 3: Adding an Activity (Customer/Third Party)
[« Actiities [ is)
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18. Click New Record.
This creates a new activity record.

19. Tab to Activity Type and select the appropriate value.
Choose the appropriate activity from the picklist (e.g. Call—Inbound).

Y

20. Tab to Description and enter a brief description of the activity.
This description will appear on the calendar and alarm window.

Y

21. Populate the Priority field and the Status field as desired.

22. Change the Due field to the due date of the activity.
This field is required for the calendar and alarm function.

Y

The Planned Start field has defaulted to the current date and time. To schedule this activity for a
future day, you must change this value to the desired day.

23. Tab to Start Time and enter the time that you will start this activity.
This field is required for the calendar and alarm function.

<«

24. Click on the Alarm field to activate the alarm (shown below).

<«

Start Time

B

11:15:00 AM @
You have now scheduled this activity, and you can see it on your OCTS 2.0 calendar!
25. Go to the Calendar screen.

You will see the activity that you have just created, listed on the appropriate day (shown below). A
bell will appear next to the activity if the alarm has been set.
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Caszez lssues Accounts: Contactz Achtivities Literature Results  Calendar Schpt

+ Monthly Calendar g

KBROWN = October 2000
Daily Mon Tue Wed Thu
Weekly 2h 2h 27 28
Monthly
Access
2 4 5
11:00 A Rock: Call custon

26. Double-click on the activity listed on the calendar.
The detail of this activity will appear as shown below. (Disregard the fields that you do not
recognize—these are Siebel fields that will not be used for OCTS 2.0.)

:f Add/Modify Appointment

—wihat
ey el all custorner regarding loan. J
Type |Ea|| - Outbound j Mates | J

—when
Date [10/3/00 <] Start [T1:004M <] Duration m

End |11:30 AM j % Alarm [
Fepeat [ Frequency j Idntil

.

—wihio
Lazt Mame |H'I"3k j Firgt Mame |HU|:'}'
A |258-E?-4534 -] Site |
Oppartunity | j
— Expenzable
Expenze [ Cost | J
k. | Cancel |
27. Click OK.

28. Click the toggle button at the top of the calendar screen.
All of the activities on the calendar appear in a list.
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Ekg
|KBHDWN October 2000 j‘IDx’BHDD j j

IIIIIII > 10/3/00 11:00 Asbd 11:30 Akd Call cugtomer regarding loan.

n

i
A o

29. Click the toggle button again.

The alarm for your activities is automatically set to appear five minutes before the value listed
in the Start Time field. The alarm message is shown below.

: Siebel
Scheduled appointment at 104300 17:00: 00 Abd

Call customer regarding loan.

Current Time: 104300 10:56: 26 Ak

You will not use the following steps often; however, if you would like to change your calendar
and alarm settings, follow the steps below.

30. Go to the View menu on the menu bar.

31. Click Options (shown below).
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“Wiew | Screens Go Gh

bdain Tool Bar
Higtary B ar
teszage Bar
Statuz Bar

(Sl e Dieplaped. I
St Wrdern.. I

32. Click the Calendar Tab.

33. Change the calendar settings as desired.
For example, you can change the alarm message to appear 10 minutes before the Start Time.

General | Appearance I Screen I Ligt I Oppaortunities
Calendar | Cuote I Meszage Broadcasting I Logiztic Manager
Drefault wigw:

kdanthly j

— Scheduling defaultz

Time sotinterval — [30 ¥]  minutes
Appointment duratior: [30 ] minutes
Start day at [z =l joo = |am =]
End day at: [7 =l o = |ru =]

— alarm

Set alarm: 5 TI rinutes befare tirme

G0 0k, I Cancel

34. Click OK.
Another way to manage your activities is using the Activities Screen.

35. Go to the Activities Screen.
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This screen defaults to the My Activities View. You will see all of your activities of all of your cases

listed.
Although OCTS 2.0 will allow you to create new activities on this
Activities Screen, it is very important to create new activities under
the Cases Screen in order to ensure the correct link between the
Take Note activity and the case.

36. Click on the My To Do List View.
All of your activities are listed in a “To Do List” format.

37. Click in the Completed column when you have completed the activity.
This will automatically change the status to Done.

Pﬁ You have successfully updated a case with new information by

!é‘;“ adding an activity! You have used the calendar and alarm function
X to schedule and view activities.

Congratulations!
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Lesson 4: Adding an Activity (Partner)

Description: As you work a case, you may work with partner contacts for that case,
such as the contact at the school or servicing agency. To record this
interaction, you must add an activity to the case. If the partner is not
currently in the system, then you must add the new partner contact and/or
account as outlined in this lesson.

The steps that were covered in Lesson 3 of this module (entering an
activity that has been completed and scheduling an activity for the future
using the calendar and alarm functions) also apply to this lesson.
However, to link the partner contact and account to this activity, you must
use the form applet. You can then use the list applet to access the fields
required to use the calendar and alarm functions.

follow the steps outlined in this lesson—you will add the partner contact
and account while also adding the activity to the case. However, if you
would like to add a new partner contact and account that is unrelated to a
case, you will follow the steps in the next lesson, Lesson 5.

@ When you have interacted with a new partner contact for a case, you will

Take Note

1. Go to the Cases Screen, All Cases View.

2. Click the New Query button on the tool bar.

3. Enter the search criteria to find the desired case (e.g. Case #, Account).
4. Press Enter on your keyboard.

5. Select the desired case (red arrow pointing to the left of the record).

6. Go to the Activities View on the view bar.

7. Click the toggle button in the Activities applet on the bottom of the screen.
This will take you to the form applet.

8. Click on the New button in the form applet to create a new activity.
9. Enter the information for the activity:
o Activity Type

Choose the appropriate activity.

e Description
This is a short description of the activity—limit of approximately 200 characters.

e Priority
Use this to help you manage your work.

3/17/2004 Page 84



_ Module 4: Working a Case
OCTS 2.0 User Reference Guide Lesson 4: Adding an Activity (Partner)

e Status
Use this to help you manage your work.

10. Document all important information about the interaction in the Comments field.
now link the partner contact to this activity. After doing this, any other

Specialist who reviews this case will be able to see that this activity
involved this particular partner.

@ Because you are recording the interaction with a partner contact, you must

Notice that the Last and First Name on the activity have defaulted to the
name of the case’s primary contact (either the customer or the third party).
Follow the steps below to add the partner contact and link it to this case.

These steps are similar to the steps in Module 3 Lesson 1 for a customer
contact and account—you will find or enter the partner contact and
account from this screen rather than going to the Contacts Screen and
Accounts Screen.

11. Tab to the Last Name field.

12. Press F2.
Or Click the drop-down arrow button next to the Last Name field.
The Pick Contact Box will appear. Remember that the Pick Contact Box contains all contacts that
currently exist in OCTS 2.0.

The partner contact and/or partner account may already be in the system
(if another Ombudsman Specialist has previously interacted with this
partner). Therefore, you must first search for the partner account using
the Account field. If the account exists, this search will bring up the
partner account and any corresponding partner contacts. You will use the
search fields at the top of the Pick Contact Box.

Remember, the value in the Account field for a partner account is the
name of the partner entity (e.g. USAGroup).

13. Choose Account in the Find box (shown below).
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% Pick Contact

Find | Contact Type j gharting with | Find

Contact Type
. Cortact | R elationship/ T itle -

> Customn [First Mame Barrawer 108-50-3532 Je
Cuztomg Last_ Mame B arrower 578-34-9082 Ca
Cuztomns EIIT”'H B orroweer AO7-24-428a k.a
Customer B orrower a0E-78-6269 Re
Cuztomer B orrower 3JB4-6E-7500 Hew

ol :

£

R B0 ) e ) R | 2
Pick | [ et | Cloze

14. Enter the name of the partner entity in the starting with field (e.g. school name, guaranty agency
name).

15. Press the Enter key on your keyboard.
Or, click the Find button at the top of the Pick Contact Box.

There are three possible outcomes to this search:

1) The partner account exists and the partner contact exists—you will
pick the correct contact.

2) The partner account exists, but the correct partner contact does not
exist—you will add the new partner contact.

3) The partner account does not exist and the partner contact does not
exist—you will add the new partner account and contact.

Review carefully the steps for the appropriate outcome below. We will use
“Jane Doe” as the partner contact example and “XYZ University” as the
partner account example.

UPossible Outcome #1—The Correct Partner Account and Contact Appear

If multiple contacts for this account appear in the Pick Contact Box, follow the steps below.
EXAMPLE: Jane Doe with XYZ University appears in the Pick Contact Box, along with John Smith
and Ralph Brown (also with XYZ University).

¢ Review the desired contact record (Jane Doe) to make sure that the information is correct
(scroll or tab over to the Site field to make sure that the contact is at the desired
location—e.g. D.C. vs. Chicago).

e Select the correct contact by clicking on the record (the red arrow should be pointing to
the left of the record).

e Press the Pick button at the bottom of the Pick Contact Box.

e Proceed to step 18 to continue entering the activity information.
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If only one contact for this account exists, OCTS 2.0 will automatically populate this contact
and you will be returned to the Activities form applet.

EXAMPLE: Jane Doe with XYZ University automatically populated in the First Name and Last Name
fields on the activity.

e |f this contact is incorrect, press F2 and begin again.
Possible OQutcome #2—The Correct Partner Account Appears But the Contact Does Not

You will see all contacts listed for this account.
EXAMPLE: John Smith, Ralph Brown, and Suzie Q with XYZ University appear.

You must now create a new contact record (for Jane Doe). Follow the
steps below.

o Click the New button at the bottom of the Pick Contact Box.
e Enter the following information about the partner contact:

- Contact Type
This will be “Partner.”

- Relationship/Title
This can be chosen from the list of values, or you may type the contact’s title.

e Tab to the Account field.

e PressF2.
This brings up the Pick Account Box.

the new contact record (Jane Doe). Use the search fields at the top of the

You will now search for the existing account (XYZ University) and link it to
Pick Account Box.

o Type the name of the partner entity in the starting with field (XYZ University).

e Press Enter.

partner account. (e.g. DCS in Washington, D.C. will have an account
and DCS in Chicago will have an account). Make sure to select the
correct account.

@ If a partner entity has multiple sites, each site will have a separate

Take Note

account information (XYZ University) will be copied automatically to the

You will now pick this partner account (XYZ University). The partner
new contact record that you have created (Jane Doe).
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Select the correct account (red arrow pointing to the account record).

Press the Pick button at the bottom of the Pick Account Box.
The selected account has now been linked to this contact.

Proceed to step 16 below to continue entering the partner contact information (DO NOT
PRESS Cancel at the bottom of the Pick Contact Box—follow the steps below).

Possible Outcome #3—Neither the Correct Partner Account Nor the Correct Contact Appears

EXAMPLE: No records appear in the Pick Contact Box.

SToF

SToF

3/17/2004

You will now enter a new partner account (XYZ University) and a new
partner contact (Jane Doe) to OCTS 2.0. Follow the steps below.

Click the New button at the bottom of the Pick Contact Box.
Enter the following information about the partner contact:

- Contact Type
This will be “Partner.”

- Relationship/Title
This can be chosen from the list of values, or you may type the contact’s title.

Tab to the Account field.

Press F2.
This brings up the Pick Account box.

You know that the partner account does not exist because it did not
appear when you searched in the Pick Contact Box. Therefore, you may
proceed with entering a new partner account from the Pick Account Box.

Click the New button at the bottom of the Pick Account Box.

Enter the following partner account information:
- Account
For Partner Accounts, the Account is the name of the partner entity (not an
SSN as in Customer Accounts)—e.g. “USAGroup” or “XYZ University.”

- Account Type
This will be “Partner.”
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When creating a partner account, you will not enter a name or a birth
date. Rather, you will skip to the Address field and enter the main
partner information (e.g. address, fax number). The contact

Take Note information will be recorded separately in the Pick Contact Box after
this account has been created and selected.

— Address
This will be the street address for the particular site of the partner entity that you are
entering.

- City

- State

- Zip Code

- Country

- Site

This will be the name of the site of this partner entity (e.g. Main Campus,
Headquarters, Regional Office).

\/ - Contact Method
‘\/ This will most often be Work Phone.
- Home Phone #

Leave this blank.

- Work Phone #
This is the main phone number for the partner entity at this site.

- Fax Phone #
This is the main fax number for the site.

- Country Code

- Mobile Phone #

- 1% Email/Homepage
This is where you will type the web address for this partner. On the list applet,
the field will turn automatically into a hyperlink to the web page (e.g.
www.usagroup.com). When you click on the hyperlink, the web page will open
automatically.

- 2" Email

- Hours Available

- Hours Available Time Zone
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- Comments
Enter any special comments about this partner account.

- Reminders
This is not a data entry field. This field will populate with a reminder if the Contact
Method (e.g. Work Phone #) is not populated.

OR YOU WILL LOSE YOUR DATA. You must pick this account. Follow

DO NOT CLICK the Cancel button at the bottom of the Pick Account Box
the steps below.

e Ensure that the account record that you have just created (XYZ University) is selected
(red arrow pointing to this record).

e Click the Pick button at the bottom of the Pick Account Box.
This populates the contact record (Jane Doe) with the account information that you have
just entered (XYZ University). You are now at the Pick Contact Box.

DO NOT CLICK the Cancel button at the bottom of the Pick Contact Box
OR YOU WILL LOSE YOUR DATA. You must finish entering the
information for this partner contact and then pick this contact. Follow the
steps below.
16. Tab to each field in the contact record and enter the information for the partner contact, including
First Name, Last Name, etc. (Jane Doe).
Notice that the partner account information has copied to the contact record. You will type over
any information that is different for the partner (e.g. if Jane Doe has a different P.O. Box or Work
Phone # than the main office of XYZ University).

17. Click the Pick button at the bottom of the Pick Contact Box.

Last Name fields contain this partner’s information. All Specialists who

The new partner contact is now linked to this activity! The First Name and
view this activity will know that the activity involved this partner contact.

You may now enter the remaining activity information.

18. Enter the remaining fields of the activity on the Activities applet.

to this activity, you may toggle to the list applet to enter the calendar

Now that you have linked the partner contact and account information
and alarm fields if desired.

Take Note For more information about entering activities, please refer to Lesson
3 of this module.

19. Enter the correct date and time in the Actual Completion field.
This will automatically change the Status to “Done.”

3/17/2004 Page 90



_ Module 4: Working a Case
OCTS 2.0 User Reference Guide Lesson 4: Adding an Activity (Partner)

Or Change the Status to “Done” first—this will automatically populate the Actual Completion field
with the current date and time. The Duration field will automatically populate with the calculated
time that it took to complete the activity.

20. Click in a different part of the screen in order to “save” this new activity record (e.g. view bar).

Pﬁ You have now created a new partner account and contact in OCTS
!@:& 2.0! You have linked this partner to a case through an activity.

Congratulations!
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Lesson 5: Adding a Partner Account/Contact

Description: In Lesson 4, the partner contact and account were added to the system

through an activity and linked to a particular case. You may have new
partner accounts and contacts to add to OCTS 2.0 that are unrelated to a
case. Perhaps they will be involved in a case in the future, and you would
like to add them to the “Rolodex” in OCTS 2.0. In this lesson, you will add
a new partner account to OCTS 2.0. You will then create the partner
contact and link it to the partner account.

1. Go to the Accounts Screen.
The Accounts Screen defaults to the All Accounts View.

2. Click on the New button in the form applet on the bottom of the screen.
This creates a blank record in which you will enter the new partner account.

3. Enter the following information about the partner account:

3/17/2004

Because this is a partner account, you will leave the Last NM (Last
(@ Name), First NM (First Name), MlI, Preferred, Prefix, Suffix, and DOB
fields blank. Many different people can work for the same partner
Take Note entity, therefore being linked to the same partner account. For

example, you may work with both Jane Doe and John Smith at Sallie
Mae.

Type
This will be “Partner.”

Account
For Partner Accounts, the Account is the name of the partner entity (not an SSN as in
Customer Accounts)—e.g. “USAGroup.”
Street
This will be the street address for the particular site of the partner entity that you are
entering.
City
State
Zip
Country
Site

This will be the name of the site of this partner entity (e.g. Main Campus, Headquarters,
Regional Office).
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¢ Home—Leave this blank.

o Work
This is the main phone number for the partner entity at this site.

e [ax
This is the main fax number for the site.

e Mobile—Leave this blank.
e Hours (of Availability)
e TM ZN (Hours Availability Time Zone)

e Method (Contact Method)
This is the main contact method for the site and will most often be Work Phone.

e 1% (Email/Homepage)
This is where you will type the web address for this partner. On the list applet, the field

will turn automatically into a hyperlink to the web page (e.g. www.usagroup.com). When
you click on the hyperlink, the web page will open automatically.

e 2" (Email/Homepage)

e Comments

stored here, in the Accounts Screen. You are now ready to enter the

You have now created the partner account. This information will be
partner contact and link the contact to this partner account.

Go to the Contacts Screen.
This defaults to the All Contacts View.

Click the New button in the form applet at the bottom of the screen.
This creates a new record in which you will enter the partner contact information.

Click your cursor in the Account field.

You must link the account to the contact first. If you enter the contact
name before you link the account, the account information will delete
the contact name. Follow the steps below.
Take Note
Press F2.

This brings up the Pick Account Box. You will now search for the partner account that you just
entered, using the Account field.
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8. Enter the name of the partner entity in the starting with field at the top of the Pick Account Box.

9. Press Enter.
The partner account that you just entered should appear.

10. Ensure that the correct partner account is selected (red arrow pointing to the left of the record).

11. Click the Pick button at the bottom of the Pick Account Box.

The partner account has now been linked to this contact record. You
@ may now enter the information for the partner contact.

12. Enter the following information about the partner contact:

\\/ e Last NM (Last Name)
v

e First NM (Last Name)

e Ml (Middle Initial)
o Preferred (Preferred Name)
o Prefix

e Suffix

e Type (Contact Type)
Select “Partner” because this is a partner contact.

e Relationship/Title
Select a value from the picklist or type your own value.

AN

13. Enter the following partner contact information if different from what has populated from the
partner account information.

e Street
e City

e State
e Zp
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e Country

e Country Code

e Home
e  Work
e [Fax

e Mobile

e Hours (of Availability)

e TM ZN (Hours Available Time Zone)

% e Method (Contact Method)

e 1% (Email)

e 2" (Email)

e Special Note/SME

P& You have now created a new partner account and contact! The
!& partner account and contact will be available for future activities for
X3 cases.

Congratulations!
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Lesson 6: Updating Demographic Information

Description: Sometimes, a contact may give you updated demographic information. To
record this information in OCTS 2.0, you must change the appropriate
fields in the account record and the contact record. If this is a customer or
third party contact that is currently involved in a case, you must add an
activity to the case recording this change.

1. Go to the Accounts Screen, All Accounts View.

2. Click the New Query button on the tool bar.

3. Enter the criteria for the desired account (e.g. customer’'s SSN or partner entity name in the
Account field).

4. Press Enter on your keyboard.
Or, Click the Execute Query button on the tool bar.
The account record should appear.

5. Ensure that the red arrow is pointing to the correct account record.

6. Go to the Contacts View on the view bar.
The account detail will appear at the top of the screen. The contacts for this account will appear
at the bottom of the screen.

update both the customer account record and the customer
contact record because both records contain the same
information.

@ To change the demographic information for a customer, you must

To change the demographic information for a third party contact, you
will update only the third party contact record (the customer account
and customer contact information has not changed). Similarly, to
update the information for a partner contact or account, you will
update either the contact information or the account information
accordingly.

All updates to the account record will be made in the Account applet at
the top of the screen (You are the Accounts Screen, Contacts View).
All updates to the contact record will be made in the Contacts applet at
the bottom of the screen.

Follow the steps below for updating the account record and/or the
contact record (according to which record(s) you must change).

Follow steps 7-9 to update the account record.

7. Change the appropriate fields in the account form applet at the top of the screen (e.g. Phone
Numbers, Hours of Availability).
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8. Press the toggle button at the top of the Account applet to view the address, email, and
comments for this account.

9. Change the appropriate fields in the account record as necessary.
e To change the address for the account record, you must follow these steps:

- Press the ellipsis button in the Address field.

- account ]

—Address
Street 4071 1 2th Street Marth Apartment 1111 ALL
City |.-i'-.rlingt|:|r'| State |w.- =] 2r |222|32
Country ||_|5,.f_-., = Site |

The Account Addresses Box will appear (shown below).

- Click the New button at the bottom of the Account Addresses Box as shown
below.
This will create a new address record.

v 4 12th Street Marth Apartment 1111 Ailington W,

e rk Delete | Cloze

ety

account. For instance, a customer may provide a home and school

OCTS 2.0 has the ability to store multiple addresses for the same
address. Only one address will be marked as primary.

Take Note

- Click under the Primary field to select this new address as primary.

- Enter the new address.
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- Click the Close button at the bottom of the Account Addresses Box.
e Make any other updates to this account form applet (e.g. Email) as necessary.

Follow steps 10-15 to update the contact record. This will be done in the contact list applet at the
bottom of the screen.

10. Click inside the Contacts applet at the bottom of the screen.
11. Click the New Query button on the tool bar.
12. Click the Execute Query button on the tool bar.

13. Select the contact record that you want to update by clicking in the record (the red arrow will be
pointing to the left of the record).

14. Tab across the record to the fields that you want to update.

Remember, if you are changing the information for a customer, then
you must change both the account record and contact record.

The screen print below illustrates this situation—we have changed the
address in the customer account record in the Account applet at the
top of the screen, and we must now make the same change to the
contact record in the Contacts applet at the bottom of the screen.

Account £
Addrezz E-mail
Shrest 401 12th Street Marth &partment 2 st |migue|.a.mclriguez@ac.com Comments ;I
nd | =
City Arlington State  [va =] Zip [22202 ;
| J | The abave may include e-mail o kb ;I
Courntry U5 j Site homepage addreszes. ;I
. Lazt Mame Freferred _ﬂ
» Bodiques Arlirgton

15. Update all necessary fields in the contact record.

Remember, if this is a customer or third party that is currently involved
in an open case in OCTS 2.0, you must add an activity to the case in
order to reflect this change.

These steps are shown below.

16. Go to the Cases View on the view bar (you will be on the Accounts Screen, Cases View).
You will see the case(s) for this account listed in the list applet at the bottom of the screen.

17. Click the hyperlink under Case # for the current case in the list applet at the bottom of the screen.
This takes you to the Cases Screen, Activities View.
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18. Right-click in the Activities applet at the bottom of the screen.

19. Select New Record.
This creates a blank activity record.

20. Enter the appropriate information into the fields on the activity record.
For example, if the customer called with demographic updates, the Activity Type would be “Call—
Inbound.” In the Comments field, describe what demographic changes were made.

pﬁ You have successfully updated a contact’s demographic
!é‘;e information!

Congratulations!
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Lesson 7: Adding Issues to a Case

Description: As you work with contacts for a case, you may discover that the root
cause of the case (Original Issue) has changed or involves multiple issues.
It is important to record this change and/or these multiple issues for future
understanding of the case.

To change the root cause of the case, you will enter a value in the Revised Issue Category,
Revised Sub Category, and Revised Summary fields in the Cases applet. You will leave the Original
Issue values as they are, to be maintained for historical purposes. Follow the steps below.

1. Go to the Cases Screen, All Cases View.

2. Click the New Query button on the tool bar.

3. Enter the criteria for the desired case.

4. Press Enter.

5. Select the desired case (red arrow pointing to the left of the case record).

6. Enter the appropriate values in the form applet at the bottom of the screen:

e Revised Issue Category
Select from the picklist (the picklist is the same as for Original Issue Category).

e Revised Issue Sub Category
Select from the choices (the choices are the same as for Original Issue Sub Category).

e Revised Summary
Describe why you have determined that this issue is revised from what was originally
entered in Original Issue Category/Sub Category.

The Original Issue Information and the Revised Issue Information capture the root cause (primary
cause) of the case. However, a case may involve other issues that should be captured. To add
multiple issues to the case, follow the steps below.

7. Go to the Case Issues View (you will be on the Cases Screen, Case Issues View, shown in the

screen print below).
The detail of the selected case is at the top of the screen.
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My Cases

My Team's Cases

All Cazes
Activities
Attachments

Customer
Satisfaction Survey

Casze lssues

Results Search

Charts

8. Press the toggle button to change the list applet to a form applet.

9. Click the New button to add a new issue.

N

S

e | Delete | Copy | Cancel | g
|zzue lzzue Statug and Dwnership
Izsue # 11UTH Category [ =] | Inteke [DEMOSS — Ombudsmen  [REMASSIST =]
Caze #t ’7 %Ub Category ’—j Status ’m D ate Received ’m
Summary ’—J Sub-Statug W D ate Cloged ’—j
MHaotes

10. Enter information into the following fields:

e [ssue Category

Notice that this picklist is the same as the picklist for Original Issue Category in the Cases

Screen.

e Issue Sub Category

e [ssue Summary.

11. Note the following fields that have been populated automatically:

e |[ntake
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Defaults to the Intake Specialist who created the case.

¢ Ombudsman
Defaults to you because you are assigned to this case.

e Status

e Date Received
Defaults to the current date and time.

12. Enter any additional issues by clicking the New button.

pﬁ You have successfully updated the original issue information for this
!é‘;“ case and added multiple issues to the case!

Congratulations!

3/17/2004 Page 102



Module 4: Working a Case
OCTS 2.0 User Reference Guide Lesson 8: Attaching a Document to a Case or Activity

Lesson 8: Attaching a Document to a Case or Activity

Description: As you work a case, you may receive or find important documents related
to the case. A feature of OCTS 2.0 is the ability to attach these documents
to the case or to an activity, depending on where the document fits best.
This is especially helpful when referring to the case in the future.

to the case through an activity. If you discover a document that is
generally important to the case as a whole, you should attach this
document to the case directly. If the document applies to a specific
activity (such as an inbound or outbound email), you should attach the
document to the activity. Attaching documents to activities is a helpful
way for you to record the chronological order that the documents were
involved in the case.

(@ OCTS 2.0 allows you to attach a document to the case as a whole or

Take Note

Before you can attach a document to either a case or an activity, you must save the document on
your hard drive, on a disk, or on a shared drive.

To attach a document to the case directly, follow the steps below.
1. Go to the Cases Screen, All Cases View.

2. Find the case to which you want to attach the document.

3. Select the case (red arrow pointing to the case).

4. Go to the Attachments View on the view bar.
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Cazes lssues Accd

My Cases

My Team's Cazes

All Cazes
Activities

| Attachments h

Customer
Sahsfachion Survey

Casze |szues
Results Search

Charts

5. Right-click in the Attachments applet at the bottom of the screen (shown below).
A menu will appear.

+ Attachments
CThere |

% Mew Record
Delete Hecard
oy Hecad
Whdo Fecard

todified Auto Update | Comments

Columns Dizplayed...
Sort Order...

Ejeilee) =i =

4 o

6. Click New Record.
This brings up the Select File Box shown here.
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Lok ir: I Desktop j ﬁl

g by Computer EF% ADL Instant Meszenger [Sk] E. k4 Fronl
5], M etvnrk, Neighborhood (47 D ata Folder &b LOOKLF
Connect ta the Intermnet @ Dial-Up Metwarking ﬁ@ M arth Ar
3% Floppy [&] El:l EDCAPS Applications @ QCTsS -1
% AC Applications [4] EDNET News and Information S OCTS 11

AL Backup E:I EDMETS? Applications @ acTs i
| 3

File name: || Select I
Files of type:  [4l Files = Cancel |

LRL: I [ Lirk ta file

7. Click the arrow button in the “Look in” field to locate the document you wish to attach.
8. Click on the correct file so that the name appears in the “File name” Box.

9. Click the Select button.

In the Attachments applet, you can now see that the attachment has been created successfully!

+  Attachmernts

> Calendar 7155 doc 8/10,/00 4:00:09 Pr v

10. Click the hyperlink under Name to launch the attached document.

+ Attachments
e |

> Ealj?dar

In addition to attaching documents, you may also attach a web site hyperlink to a case. For instance,
if you found helpful information for this case on IFAP, you could add the web address as an
attachment to the case for future reference.

11. Right-click in the Attachments applet at the bottom of the screen.

12. Click New Record.

13. Enter the web site address in the URL field of the Select File Box (shown below).

3/17/2004 Page 105



Module 4: Working a Case
OCTS 2.0 User Reference Guide Lesson 8: Attaching a Document to a Case or Activity

Select File B

Laak jr: I £ DeptofEd j |=j€| |
|21 Avdrnin _1IPT General ®
_1 Cod (O Mod Py B
|1 Comm Final (L3 Dmbudsman
|_1 Comm Planning [ 5chonls :E
1 Con @ Calendar. doc %
|1 Deplopment @ Calendar.daot %

1] | i
File name: I Select I
Filez of type: I.-'l'-.II Files j Cancel |
LIRL: Iwww.ifap.ed.gnﬂ [ Link to file

14. Click the Select button.
The web site address appears in the Name field. This will become a hyperlink when you leave
this field.

15. Click the hyperlink to open the web site.

To attach a document to an activity, follow the steps below. (The procedure is the same as
attaching a document to a case; however, you are attaching the document in a different location.)

16. Select the desired case from the Cases Screen, All Cases View.

17. Click on “Activities” on the view bar.

My Caszes

My Team's Cazes

All Cazes
[Activities |

Attachments h

Casze Calendar

Caze Loans

Casze lzzues

D ate Received to
D ate Clozed

Results Search

Charts

18. Click the hyperlink of the activity to which you want to attach the document.
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Bctivity Type

Email - Ouipound
Call - Inbthwd

This takes you to the Activities Screen, Attachments View. The activity information is at the top of
the screen, and the attachment information is at the bottom of the screen.

19. Right-click in the Attachments applet at the bottom of the screen.

20. Click New Record.
This brings up the Select File Box.

21. Click the arrow button in the “Look in” field to locate the document you wish to attach.
22. Click on the correct file so that the name appears in the “File name” Box.
23. Click the Select button.

In the Attachments applet, you can now see that the attachment has been created successfully!

+ Attachments

» Calendar 7155 doc 8/10/00 4:00:09 P v

24. Click the hyperlink under Name to launch the attached document.

+ Attachments
Thare |
> Ealiﬁdar

pﬁ You have successfully attached an important document and a web
é‘;‘,\ site to a case or to an activity! Now you will always be able to view
X3 this document or web site when you review the attachments for this
Congratulations! case or activity.
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Lesson 9: Reopening a Case

Description: Sometimes, you may receive additional information for a case that has
already been closed in the system. To record this additional information,
you must reopen the case, make the necessary updates, and add an
activity to record what you have done.

1. Go to the Cases Screen, All Cases View.
2. Use a query to find the desired case.

3. Select the case so that the red arrow is pointing to the case at the top of the screen and the detail
of the case can be seen at the bottom of the screen.

Closed field. This field is located in the cases applet at the bottom of
the screen. This date will change when you reopen the case;
therefore, you must record this original closed date and include it in
the activity detail.

@ Before you proceed, you must write down the date in the Date

4. Write down the date in the Date Closed field.
5. Click on the drop-down arrow button in the Status field.

6. Select Open from the picklist.

Azs1gh
Casze Statuz and Owhership
Intake F'ersu:un|E|EHDW Ombudzman |"-'W|L5E|N j
Status |Elnsed |=| Date Received |a;21 /00 3:02:09 PM

Sub-Status Diate Closed |a;1 8/001:26:22F = |

E Cuztomer Expect

7. Change the Sub-Status field to Assigned.

assign this case to yourself (if it was not your case originally).

If you are now going to be working this case, you must manually
@ Follow the steps below.

If you are not going to be working this case, then you may skip to
step 12.
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8. Write down the name of the Ombudsman Specialist who originally owned the case, shown in the
Ombudsman field.
When you change the value of this field, the name of the original Ombudsman Specialist will be
lost; therefore, you must record this original case owner and include it in the activity detalil.

9. Click the drop-down arrow in the Ombudsman field.
The Pick Case Owner Box appears.

10. Type your last name in the “starting with” field (shown below).

“i» Pick Case Owner

Find |Last M amne j gharting with |E=r|:|wn Find[ |
First Hame Job Title Aveailabiliby -
» ACS -1 ACS5 -1
ACS -P ACS5-F
ACS-T ACS-T
ACS-U ACS-U
ACS - ALCS -V
ALCS -¥ ACS -x

Pick | [ e | Cloze |

ferred By |Elther SF& Office = | Intake F'ersnn|EII:HEIW Ombudsman |W|L5|:|N =
rst Mame |Dar_u| Status ||:|pen |=| DateReceived |B£21 /00 3:02:09 P
& Phone |[91 9] 851-2395 Sub-Status |.-‘-‘-.ssigned =|  Date Closed | =

11. Press Enter.
Or, Click Find.
Your name will automatically populate the Ombudsman field, unless there are multiple Specialists
in the system with your last name. If there are multiple Specialists with your last name, select your
name and click the Pick button at the bottom of the Pick Case Owner Box.

12. Complete any updates to the case as needed (e.g. change the result information, log additional
activities).

13. Go to the Activities View on the view bar.

14. Right-click in the Activities applet at the bottom of the screen.
15. Select New Record.

16. Tab to the Activity Type field and press F2.

17. Select the activity type from the picklist.
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18. Enter a description of what caused you to reopen the case in the Description field.

19. Enter comments in the Comments field.
Include the original closed date and the name of the original Ombudsman Specialist (if
different from you).

You will continue to work this case until you are ready to add a result and close the case.
For more detail on these procedures, please refer to Module 6, Lesson 1.

pﬁ You have reopened a closed case and made updates! You logged an

!& activity to record the changes that you made, and you included the
AN original closed date in the activity detail.

Congratulations!
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Module 5: Using the Knowledge Base

Lesson 1: Using Related Cases
Lesson 2: Using the Encyclopedia
Lesson 3: Using the Literature and Results Screens

Opening a\ Opening a
Getting New Case \New Case \ Working a
Started Using Using Case
Scripting Screens

Using the
Knowledge
Base

Closing a Using
Case Charts

About this Module

This module shows how to use the OCTS 2.0 Knowledge Base to

research a case. The Knowledge Base is a virtual library of information

that will help you in resolving a case. The information can be found in the
Overview Encyclopedia, in existing cases, and in the Literature Screen.

After reviewing this module, you will be able to research a case using the
following components of the OCTS 2.0 Knowledge Base:

¢ Related Cases button
Objectives e Encyclopedia button
e Literature Screen

e Results Screen.
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Lesson 1. Using Related Cases

Description: This lesson describes the Related Cases feature. This feature of the
Knowledge Base allows you to view other cases in OCTS 2.0 that have the
same Issue Category and/or Sub Category as the case that you are
researching.

You must log an activity to record this research; however, you may log the
activity either before or after performing the work. For this lesson, we will
perform the research and then log the activity.

1. Go to the Cases Screen, All Cases View.

2. Click the New Query button on the tool bar.

3. Enter the criteria for the case that you want to research.

4. Press Enter.

5. Select the desired case (red arrow pointing to the case).

6. Go to the Results Search View on the view bar.
The detail of the case that you are researching should be outlined in the form applet at the top of

the screen.
The Related Cases button at the top of the Cases applet takes you to all
of the cases in OCTS 2.0 that have the same value as the case that you
are researching for one or more of the following fields: Original Issue
Category, Original Issue Sub Category, Revised Issue Category, Revised
Take Note Issue Sub Category.

You can specify on which of these four fields you want to search. You
may want to start with just the Original Issue Category. If too many cases
fit this criteria, then you could search for both Original Issue Category and
Sub Category.

If the case that you are researching has a Revised Issue Category/Sub
Category that is different from the Original Issue Category/Sub Category,

then you may want to search on just the Revised Issue Category/Sub
Category.

7. Click the Related Cases button.

Related Cazes |

This brings up the search criteria. Notice that the Original Issue Category, Original Issue Sub
Category, Revised Issue Category, and Revised Issue Sub Category fields are automatically
populated with search criteria that match the selected case (in quotation marks).
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8. Delete the appropriate criteria values if desired (see “Take Note” above).

9. Press Enter on your keyboard.
This will bring up all the cases that have the same criteria. You will see the detail of one of the
related cases in the form applet at the top of the screen. You will see the results of that case in
the applet at the bottom of the screen.

(If there are no related cases, a blank record will appear. To return to your original case, click
the Back button on the tool bar.)

10. Click the toggle button in the Cases applet at the top of the screen to view all of the cases that fit
your criteria.

11. Click the toggle button again to return to the case detail.

12. Use the Next and Previous Record buttons on the tool bar to scroll down the list and review the
detail of each case.

4 4 ¢ H

13. Review the results information for each case:

e Name
This is a unique title for the result of this particular case.

e Result
This is a standard description of this result. This description will appear in this field for all
cases that have this result.

e Comments
This is a detailed description of the result that is specific to this particular case.

o Proposed By
This is the party who proposed the result.

¢ Implemented By
This is the party who will implement the result.

14. Review the other results that are linked to this case by clicking the toggle button on the results
applet at the bottom of the screen.

15. Click the toggle button on the results applet to return to the form applet.

If you would like to see more detail about one of these related cases,
follow the steps below.
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Click the toggle button at the top of the screen in the cases applet.
This will show you the list of related cases.

Click on the hyperlink under Case # for the case that you want to see in more detail.
This will take you to the Cases Screen, Activities View.

Review the activities for this case (and other details) as desired.

When you have completed this research, you must log an
activity.

Go to the Cases Screen, Activities View for the original case that you were researching.
Add a new activity.

Enter “Research” for the Activity Type.

Describe what resource you used to research in the Description field.

Because this activity does not involve interacting with a contact, you may leave the contact and
account information that appears—the information that has automatically appeared is correct.

23.

When you log an activity for performing research, you should always
@ create a separate activity for each “block” of research that you perform.
For instance, if you were going to research the Knowledge Base, then
Take Note IFAP, and then other documents, it is important that you log a separate

activity for each.

All of the research that you do for a case could possibly take days, and if
you only logged one activity for all of the research, the duration of the
activity would be inflated (the duration of the activity would count the hours
overnight that you were actually not working).

The Planned Start field and the Due field automatically populate to the
current date a time. You may change these fields as necessary.

Enter the correct date and time in the Actual Start field.

24. Enter the correct date and time in the Actual Completion field.

This will automatically change the Status to “Done.”

Or Change the Status to “Done” first—this will automatically populate the Actual Completion field
with the current date and time. The Duration field will automatically populate with the calculated
time that it took to complete the activity.
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Congratulations!

3/17/2004

You have successfully searched the Related Cases feature of the
Knowledge Base to find cases with the same root cause! You have
reviewed these related cases for helpful information. You have
logged an activity to record this research.
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Lesson 2; Using the Encyclopedia

Description: The OCTS 2.0 Knowledge Base contains an “encyclopedia”’ of information
that is categorized by Issue Category. The Encyclopedia button takes you
to an “encyclopedia” screen that contains a standard set of information
about the Issue Category.

1. Go to Cases Screen, All Cases View.

2. Find the desired case using a query.

3. Select the case (red arrow pointing to the left of the case record).

4. Go to the Results Search View on the view bar.

5. Ensure that all of the following fields are populated:

e Original Issue Category

e Original Issue Sub Category

o Revised Issue Category

YN

Category, both fields must be populated in order to access the
Encyclopedia. (The Revised Issue Category field should have
automatically populated when the case was created.)

@ Even if the Revised Issue Category is the same as the Original Issue

Take Note

6. Click the Encyclopedia button.

Encyclopedia |

The encyclopedia page for the Issue Category will appear.

7. Review the sections of the encyclopedia page:

e Explanation
This is an explanation of the issue and an explanation of the possible results.

e How to Discuss
These are dialog points for you to use in discussing the issue and possible results with
the customer.
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e Literature

These are related documents that are helpful resources for you to use in researching this
case further. To view these related documents that have been attached under Literature,
double-click on the name of the document. This will open the document.

¢ Related Issues

The information in the Encyclopedia is created and linked together by the
System Administrator. As cases are worked and are closed over time,
there will be more related cases to use as resources under Related
Cases, as well as more information in the Encyclopedia. Therefore, take
Take Note note that these resources will become more valuable to you as time
progresses.
iﬁ You have successfully used the Encyclopedia to research this case!

Congratulations!
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Lesson 1: Closing a Case and Adding a Limitation

Opening a\ Opening a
Getting New Case \New Case Working a
Started Using Using Case
Scripting Screens

Using the
Knowledge
Base

Closing a
Case

About this Module

This module illustrates the procedure of closing a case using OCTS 2.0.
Before closing a case, you will link one or more results to the case.

Overview
After reviewing this module, you will be able to perform the following
procedures:
e Enter closing comments on a case and select and enter a case
Objectives closing status and sub-status.

e Create a case closing “limitations” entry, if applicable.

e Close the case.
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Lesson 1. Closing a Case and Adding a Limitation

Description: When you are ready to close a case, you must add one or more case
closing comments to the case. In addition, you should review the case
issues to make sure that all issues are closed.

When closing the case, if appropriate, select a limitation category/sub-
category and provide a comment in the summary text section under the
“LIMITATIONS” block on the ‘cases’ applet. A limitation refers to some
regulatory or other limiting factor that prevented you from achieving the
best possible result for a customer.

1. Go to the Cases Screen, All Cases View.

2. Click the New Query button on the tool bar.

3. Enter search criteria in the appropriate fields to find the case that you are ready to close.

4. Press Enter.

5. Ensure that the case is selected (red arrow pointing to the case).

you should review all case issues to make sure that no issue is left

Before adding a summary comment to a case and closing the case,
open. Follow the steps below.

6. Go to the Case ‘Activities’ View.
7. Scroll to the right in the ‘Activities’ applet to see the Status field.
8. Ensure that each issue has a status of ‘Done.’

9. Change the status of any open activity to Done by clicking on the drop-down arrow button in the
Status field and selecting Done.

10. Go back to the ‘Cases’ applet view and follow the steps below.
Enter in a ‘Status/Sub-Statue prior on the case to be closed:

11. Go to the ‘Case Status and Ownership’ block on the Cases View. Click on the ‘Sub-Status’ field
and select the closing sub-status.
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Comments Account

The Sub-Status field must be populated before you can close the
case. Inthe event there is not a category selection that meets the
criteria you require to adequately indicate thesub-status for the
case please contact the Assistant Ombudsman to have one or
Take Note more created that give greater description of the sub-status on
the case.

12. Go to the ‘Case Closing Record’ block on the Cases View and select the ‘category’ pertaining to
the case you are preparing to close.
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iebel Service Enterprise - All Cases =]
File Edit “iew 3Screens Go  Query Reports  Application  Actions  Help OMBUDSMAN m
[BEBBRX |0 «r» OO | BB « | SEB|H 4D KN | queres -

J Histary = <9 o JThreads CASE:

Cazes Accounts Contacts Aclivities Literature Calendar Script

a me First Narme Home Fhone m
¥k 1-2R1A3 264-47-6407 Sanders Jennifer 352) 375-7550 Self -Website

My Caszes (
M f 1-2R1CT 145-45-3542 Johnsan Stewen (BET) 755-7243 Self- Letter
y Team's Cases
All Cases 1-2RTWL bEE-88-1045 Brizcoe wictar (7801 251-0525 COther ED Office
Activiti 1-2RET 186-54-7647 Drexel Kathy (570 253-4342 Self- Letter
ctivities -
All Email Activities 1-2RE7P 428-11-6017 Babb Micky (505) 880-2318 Self- Phone
Al 1-2R31M 027-60-0465 Guzzi George Self-Phone
achments
Customer 1-ZR455 235-76-8895 Stokle Jayce (304 384-7578 Other ED Office
Satisfaction Survey 1-2RE8L 462-43-4950 Wilson Johanna (785) 234-9152 Cither ED Office
Explorer 1-2REFPD 380-76-7350 Beid Williarm (313 831-2753 FESAIC -
Charts ‘I I _'I—I
New | Cop | Cancel | Ahility ta Benefit Discharge
rCase rCase Status and Cwnership——— Account Elalance_f Payments
. Closed School Discharge
Case #|1-2R143 Referred By|Self-\Website =] | | Intake Person|LMCFADDEN Collection Agency

Last Mame |Sanders =] First Mame | Jennifer Status|Open = Compromise
- Consolidation
Account |264-47-6407 Home Phone |(352) 375-7560 Sub-Status|Assigned j Credit Report

Default status
rQriginal Issue——————— - Limitation rCase Closing Record & | Deferment

Category |Account Balan || Catagary Account Balan (= CategDM
Sub Category (Incorrect =l|| SubCategory | | Sub Category |
Summary (Barrower ] Summary El Summary |

1S4 Funde - Loan Twoe IFFFI Staffard Sk =] Loan Status  IMefaalt - | MAnnt |

E[E1[EA 63

a
i
=
2
1
3
1

13. Next go to the ‘Sub-Category’ field and select the most appropriate sub-category for the case.

See slide on next page
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oz 1=
File Edit Yiew Screens Go  Query Reports  Application  Help OMBUDSMAN E
|EEEX wcr |08 B | Se® n D RN | queres .
J Histary = <9 o JThreads CASE:

LCazes Accounts Contacts Actlivities Literature Calendar Script
=0
Account st Ma Hame Fhone =
¥ 264-47-6407 Sanders Jennifer (352) 375-7550 Self-Website
y Cases
M 8 148-48-3842 Johnson Stewven (BB1) 755-7243 Self- Letter
y Team's Cases
AlC bER-B5-1048 Briscoe Wictor (760) 2561-0525 Other ED Office
ases
Activiti 186-54-2647 Drexel Kathy (570) 253-4342 Self- Letter
ctivities ;
All Email Activities 428-11-5017 Babb Michky (b05) 880-2318 Self-Phone
At 1-2R31h 027-60-0468 Guzzi George Self-FPhone
achments
© 1-2R485 235-76-8895 Stokle Joyce (304) 384-7578 Other ED Office
ustome . - e e e e
Satisfaction Survey 1-2BEEL AG2-43-4950 il ck Case PETIEE TS x|

| —

Explorer 1-2BEFD 380-76-7350 Ee - — :
Charts | Find | Category j starting with | Find

CCase Mew | Copy |1 G| awc AWG stopped
rCase
AWG Heari ted
Case #[1-2R143 Feferre eanng grante
AWG Fequestfor hearing not subn

LastM - First ™ . e ; .
astiName Sanders J Irs Ability to benefit discharge Denied-loan dishurs < 1/1/8

Account [264-47-5407 Home P Ahility to benefitdischarge  Granted =
q 3
rOriginal lIssue———— - Limitation- 4
Category |Account Balan = | Cate Pick e _ Close |

Sub Category |Incorrect El ||l sub CategoM || Sub Category |
Summary |Borrower =] Summary = Summary |

=

14. Lastly, enter a summary comment on the case. This is the summary of actions taken that have
led to closure and a brief description of the case outcome.

See slide on next page
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iebel Service Enterprise - All Cases

File Edit Wiew Screens Go  Query Reports  Application  Actions  Help

_[Ex]
oMsuDsmAN

| BB R | MOPHEH | BB | Se® | 0

& 0O &

-

| J Queries

J Hiskary = <::l E{)

Cases Accounts

J Threads |CASE:

Contacts Actlivities Literature Calendar Script

7

.*':'\.I::I:Rl_l it Haome Fhone m
M 264-47-5407 Jennifer (352) 375-7550 Self-Website
p Cases
M 0 145-48-35842 Steven (B61) 755-7243 Self- Letter
p Team's Caszes
AlC BBR-B5-1048 Wictor (760) 251-0525 Other ED Office
ases
Activities 186-b4-2547 Kathy (570) 253-4342 Self- Letter
Al Email Activities 425-11-5017 Micky (505) B80-2318 Self- Phone
Attachments 027-60-0468 George Self-Phaone
C 235-76-5595 Joyce (304) 384-7578 Other ED Office
ustomer
Satisfaction Survey 462-43-4950 Johanna (785) 234-4152 Other ED Office
Explorer 380-76-7350 William (313) 831-2753 FSAIC -|
Charts ‘I I D
Mewr | Cop | Cancel | Assign
rCase rCase Status and Ownership

Case #[1-2R1A3 Referred By Self - Website |+ |
Last Name |Sanders j First Mame |Jennifer
Account |264-47-6407 Home Fhone |(352) 375-7550

Intake Ferson|LMCFADDEN Ombudsman|BWRIGHT H

Status|Open Date Recwd|11/10/2003 9:30:40

Sub-Status|Assigned =| Date Closed ||

~Qriginal lssue —————— ~Limitation——————————— ~Case Closing Re
Category |Account Balan J Category [Account Balan J Categary |
Sub Category (Incarrect Sub Categary Sub Category |
summary |Barrower J Summary Summary | J
Dusm Armness =4 Fiunde - Loan Twoe IFFFI Stafiard Sk =] Loan Status  IMafanlt - | Crnnt |

Follow the next steps below if appropriate for your case:

15. Next go to the ‘Limitation’ block on the ‘Cases’ View (bottom center) and select the appropriate
‘Status/Sub-Status’ categories for the case from the drop-down menus.

See slide on next page
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The “status’ category...

-R‘ Siebel Service Enterprise - All Cases

File Edit “iew Screens Go  Query  Reports  Application  Actions  Help
|BEEX 1 n[QOLE | BB ~|SE® B D BN || Quertes
J History = <0 o JThreads CASE;

Casez Accounts Contacts Activities Literature Calendar Script
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My Cases 264-47-6407 Sanders Jennifer [352) 375-7550
" . 1-2R1CT 148-48-3842 Johnson Stewen [6B1) 755-7243
p Team's Cases
AT 1-2R1WWL BRE-A8-1048 Briscoe Yictor [760) 261-0525
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Activiti 1-2REMT 1686-54-2547 Drexel Kathy (b70) 263-4342
clivities =
All Email Activities 1-2R2ZP 428-11-5017 Elabt:_u Micky (505) BE0-2318
Attachments 1-2E31 027-60-0465 Guzz Gearge
Customer 1-2R485 236-76-BR55 Stokley Joyce (304) 384-7578
Satisfaction Survey 1-2R58L 462-43-4950 Wilson Johanna (788) 234-4152
Explorer 1-2REFPD 380-76-7350 Peid William (313 8312753
Charts 1 I I
Adaility to Benedit
New | Copy |“ccount Balance
~Case ’;‘gnmk'?u\;\:;?e Garnishment H  Case Status and Ownership
Case #|1-2R143 Closed Schoal Intake Person|LMCFRADDER Ombudsme
LastMame [Sanders =] |Collection Practices Status|Open =| Date Recv
A " Consolidation Sub-Stat -
coount [264-47-5407 Credit Reporting ub-Status|Assigned *| DateClose
Diefault H
~Criginal lIssug —————— L Deferm’/Furbearance =} - Case Closing Record
Category [Account Balan = | Catggory| = Category |
Sub Category |Incarrect = Sub Categary H Sub Category |
Summary |Borrower H Summary H Summary |
| Sur AnenreUSA Funds =| Loan Type [FFEL Stafiard Suk =] Loan Status  [Default - |

...and the ‘sub-status’ category
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ebel Service Enterprise - All Cases

File Edit ‘iew Screens Go Query Reports  Application  Help

JEE@I@;X‘“‘ ”'|10/0%l§l‘$%Eﬂ“|§@%"ﬁ%Dmk‘? HQueries

Account Last Mame First Marme Home Fhone

" 264-47-6407 Sanders Jennifer [352) 375-7550
y Cases
M . 148-48-3542 Johnson Stewven (BB1) 755-7243
p Team's Cazes
Al 1-2R1WYL DEE-GE-1045 Briscoe Wictor (760 251-0525
a3es
Activiti 1-2R2k T 186-54-2647 Direxel Kathey (570) 253-4342
clivities ]
All Email Activities 1-2R27ZF 428-11-5017 Elabb. Micksy (50R) BBD-2418
Attachments 1-2E31M 027-60-0465 Guzzi George
Customer 1-2R485 235-7E-8845 St?klezg Joyce (304) 384-7578
Satizfaction Survey .7: Pick Case Request 5u x| (785) 234-4152
Explorer — - (3138312753
— i starting with | Find
b Sub-Category _ﬂ
> Ability to Benefit ATE test not required -

Ability to Benefit Loan dishursed befare 1/1/8¢ %

Ahility to Benefit Cluality of education issue f——r il

Ahbility to Benefit Loss of accreditation Sl Deef

Account Balance Cap atend of Chapter 13 = d j Date C

| _>IJ
Fick Claose
-
Sub Cfegory (Incorrect =1|| SubCategory| =l|| SubCategory |
Summary |[Borrower 5 Summary | Surmmary |
Svc Agency|USAFunds  [=|  LoanType |FFEL Stafford Suk =] Loan Status | Default H

16. After ‘Status and Sub-Status’ selections are made, tell why the limitation affected the outcome of
your case in the ‘Summary’ text field on the Limitations block of the Cases View.

17. Close the case by selecting ‘Close’ as the status on the case from the ‘Case Status and
Ownership’ block on the Cases View. Notice that the Date Closed field populates automatically
with the current date and time.

—Casze Status and Ownership

Intake |SﬂDMIN Ombudzman |FERDw M j
Statuz |Open ﬂ Date Received (7/29/2000 4:27:44
Sub-Stab [0)qzed Date Clozed j
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Pﬁ You have successfully taken all necessary steps in order to close a
!& case! You have learned how to search for an existing result and link
3 the result to the case. Finally, you have closed the case—a case that
Congratulations! will now be a part of the OCTS 2.0 Knowledge Base for future
reference.
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Module 7: Using Charts

Lesson 1: Using Charts

Opening a\ Opening a Using the
Getting New Case \New Case Working a Knov?/Ied o Closing a
Started Using Using Case Base 99/ case
Scripting Screens

About this Module

ﬁ* This module demonstrates the use of OCTS 2.0 charts for analyzing case
data.

Overview
After reviewing this module, you will be able to perform the following
procedures:
e View various charts that display case data.
Objectives
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Lesson 1: Using Charts

Description: Many charts have been developed to help you view your data in a graph.
Each of the following screens have a Charts View that give you access to
available charts: Cases, Issues, Accounts, Contacts, and Activities. You
will access each chart in the same way. In the lesson below, we will review
the procedure for accessing the charts, as well as describe the data that is
captured by each chart.

To access a chart for a particular view, follow the steps below. These steps are the same for
each screen that contains a Charts View; however, for this example, we will use the Cases
Screen.

1. Go to the Cases Screen, Charts View.

My Caszes
My Team's Cazes
All Cazes

Activities

Attachments

Customer
Satisfaction Survey

Case |szues

Results Search

This expands the chart list and shows each available chart (shown below).
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Chartz -

All Cases by Date
Received k

All Cases by
Ombudsman
Specialist

All Cazes by
Original 1zsue

Open Cazes hy
Date Heceived

Open Cazes hy
Ombudsman
Specialist

Open Cazes by
Original 1zsue

Closed Cases by
Date Heceived

Clozed Cazes by
Ombudsman
Specialist

Clozed Cazes by
Original 1zsue

Closed Cases by
Date Clozed

2. Select the desired chart by clicking once on the chart name.
The data captured by the chart appears in the list applet at the top of the screen. The graph
appears at the bottom of the screen.

3. Change the time interval if desired (some charts may not have this option).

tanth [Calendar] _‘|\1

Dray [Calendar] o
"Week [Calendar
bonth [Calendar]
Cluarter [Calendar)
ear [Calendar]

4. Change the type of graph if desired.

2dLine {%
JdBar
3dline

Id5pline
| 2dB ar

2d5pline
2dPie
3dPie
2dHarizB ar
AdHarizbar
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5. Click the full screen button (shown below) to enlarge the graph to a full screen if desired.

Full Screen button

+ All Cases by Date Received By |Mgn[h [Calendar) j |2dLine j‘g

All Cases by Date Received

25 %
8 /O\
& 20
|
=
— 15
=]
@
= 10
E
= 5
[ ——— \O
0
May Jun Jul Lug Sep
2000 2000

Date Received

6. Click the minimize screen button (shown below) to return to the original size if desired.

Minimize Screen button :

By |Month [Calendar) |- | ZdLine H %
All Cases by Date Received

25

20 / \

7. Right-click on a point of the chart to see the exact value for that portion of the graph.

8. Create a query using the list applet at the top of the screen to change the data used for the graph.
For instance, if you wanted to see All Cases by Date Received that are still Open, you would
create a query in the list applet at the top of the screen to search for all open cases.

Now we will review the charts for each screen.

UCases Screen

All Cases by Date Received
Displays number of cases (Y) by the date the case was received (X).

All Cases by Original Issue
Displays number of cases (Y) per original issue category (X).

All Cases by Ombudsman Specialist
Displays number of cases (Y) per assigned Ombudsman Specialist (X).
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Open Cases by Date Received
Displays number of open cases (Y) by the date the case was received (X).

Open Cases by Original Issue
Displays number of open cases (Y) per original issue category (X).

Open Cases by Ombudsman Specialist
Displays number of open cases (Y) per assigned Ombudsman Specialist (X).

Closed Cases by Date Received
Displays number of closed cases (Y) by the date the case was received (X).

Closed Cases by Original Issue
Displays number of closed cases (Y) per original issue category (X).

Closed cases by Ombudsman Specialist
Displays number of closed cases (Y) per assigned Ombudsman Specialist (X).

Closed Cases by Date Closed
Displays number of closed cases (Y) by the date the case was closed (X).

Issues Screen

Number of Issues by Status
Displays number of issues (Y) categorized by issue status (X).

Number of Issues by Sub-Status
Displays number of issues (Y) categorized by issue sub-status (X).

Number of Issues by Ombudsman
Displays number of issues (Y) categorized by the assigned Ombudsman Specialist(X).

Number of Issues by Date Opened
Displays number of issues (Y) by the date it was opened (X).

Number of Issues by Date Closed
Displays number of issues (Y) by the date it was closed (X).

Accounts Screen

Number of Accounts by Account Type
Displays number of accounts (Y) categorized by the account type (X).

Contacts Screen

Number of Contacts by Contact Method
Displays number of contacts (Y) categorized by the contact method (X).
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Number of Contacts by Contact Type
Displays number of contacts (Y) categorized by the contact type (X).

Activities Screen

Number of Activities by Status
Displays number of activities (Y) categorized by the activity’s status (X).

Number of Activities by Priority
Displays number of activities (Y) categorized by the activity’s priority (X).

Number of Activities by Due Date
Displays number of activities (Y) categorized by the activity’s due date (X).

pﬁ You have learned how to access and manipulate OCTS 2.0 charts!
!4%

Congratulations!
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