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[bookmark: _Toc455063396][bookmark: _Toc455494545][bookmark: _Toc456258989]Intended use 
The process regulates the complaint processing procedures: receiving, investigating and acting on a complaint filed by a counterpart. 

The output of the process is a registered complaint that has gone through all the lifecycle stages, from investigation to responding to the counterpart.

[bookmark: _Toc456258990]Business Process Includes:

	№
	Object/Process
	Description
	Intended Use 

	1.
	Process
	Complaint processing
	Users register a complaint form a counterpart in the system (a source document can be an incoming mail), investigate it and prepare a response.

	2.
	Document Type
	Complaint
	Contains the complaint details.



Compatibility with other ELMA applications and modules:
· Requires ELMA BPM application;
· Requires ELMA ECM application.
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[bookmark: _Toc456258991]Process Maps
[bookmark: _Toc456258992]Map of the Complaint Processing map
 
[image: C:\Users\tokarev\Google Диск\Работа\Кадры\Store\схемы\Обработка претензии.PNG]
Fig. 1. Map of the Complaint Processing process


[bookmark: _Toc455494549][bookmark: _Toc456258993]Configuring Business Process 

[bookmark: _Toc456258994]Configuring Objects

[bookmark: _Toc456258995]Document type: Complaint

To configure access permissions and specify the document storage folder, open the ELMA web application > go to Administration > Document Management > Document Types > Complaint and configure the following settings:
1. Specify the default folder for this document type 
2. Specify the author’s default set of permissions 
3. Specify the default set of permissions for other users
4. Specify users who can create documents of this type

[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 15-30-37 Настройка  Претензия  - elma - Google Chrome.png]
Fig. 2. Configuring the “Complaint” document type

[bookmark: _Toc456258996]Records Classification Scheme Settings

Process execution implies document registration. To register the document it is necessary to configure the Records Classification Scheme. Users need special access permissions to be able to configure the Records Classification Scheme.

Open the ELMA web application > go to Administration > Document Management > Records Classification Scheme and then configure a category.
To configure a category follow the steps bellow:
Create a category,
Configure the category page.

Step 1. Creating a category.
In the hierarchical structure of the Records Classification Scheme, categories are subordinate to Registration offices or Sections.  
In Administration > Document Management > Records Classification Scheme click the Add category button. In the pop-up window fill in the required field. It is recommended to select Automatic numeration of the categories.  

You can see the example of the category configuration in the fig. 3.
[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 15-35-26 Редактирование  Входящая претензия  - elma - Google Chrome.png]
Fig. 3. Creating a category

Step 2. Configuring the category page

Once the category is created, it is necessary to configure its page: specify the document types that can be registered within the category. To do this, in the Category page go to the Document Types tab (fig. 4).


[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 15-37-38 Дело - Входящая претензия - elma - Google Chrome.png]
Fig. 4. Category page > Document Type Tab > Adding Document Type

[bookmark: _Toc455494554][bookmark: _Toc456258997]Document registration variants 
Configure the document registration variants to make the registration procedure easier. Go to Administration > Document Management > Document Registration Variant (fig. 5)

[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 15-40-31 Настройка вариантов регистрации документов - elma - Google Chrome.png]
Fig. 5. Administration > Document Management > Document Registration Variant

See the example of the registration variants configuration in the fig. 6.
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Fig. 6. Configuring document registration variants

[bookmark: _Toc456258998]Creating folder

Create a folder to store all the registered complaints. The folder must be named exactly as it appears in the process script (by default the folder name is “All Complaints”). Otherwise, the system does not execute the process correctly. 


[bookmark: _Toc455494555][bookmark: _Toc456258999]Configuring Business Process

Complaint Processing process: 
1) In ELMA Designer, open the process diagram. Double-click on the static swimlane, which represents a user responsible for registering complaints. In the setting window, select a corresponding job position (usually a Secretary).

2) In ELMA Designer, open the process diagram. Double-click on the static swimlane, which represents Lawyer. In the setting window, select a job position of a user responsible for verifying complaints.

3) If you have configured the registration variant, you need to specify it in ELMA Designer. Open ELMA Designer > Complaint Processing process > Register the complaint task > open the Additional tab > find the parameter “A record card is recognized by” and click the Change Value button > in the emerged window select Document Registration Variant (fig 7). Then specify the registration variant in the respective field (fig. 8). 



[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 15-46-50.png]
Fig. 7. Configuring registration variant


[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 15-49-05 Скриншот экрана.png]
Fig. 8. Selecting registration variant

[bookmark: _GoBack]Note: When configuring static swimlanes, it is NOT recommended to specify such elements of organizational structure as "group of employees" or "member of department", if a group or a department includes more than one user.

[bookmark: _Toc415672821][bookmark: _Toc415672822][bookmark: _Toc455494556][bookmark: _Toc456259000]Process Participants 
· Initiator – any ELMA user;
· Secretary – a user who registers the complaint;
· Signatory – a user responsible for investigating the complaint and making a decision. Selected by the initiator. 
· Approver – a user who considers the response to the complaint and forwards it to a lawyer;
· Executors – users responsible for executing tasks based on the decision made by the Signatory; selected by the Signatory;
· Responsible for Replying to the Complaint – users who prepare response to the complaint;
· Lawyer – a user who verifies the response;
· Informed Users – users who must read the complaint.


[bookmark: _Toc415672824][bookmark: _Toc415672825][bookmark: _Toc415672826][bookmark: _Toc455494557][bookmark: _Toc456259001]Starting Business Process

To initiate the business process, click the Start Process button on the main page of the ELMA web interface and select the Complaint Processing process.

[bookmark: _Toc456259002]Process Tasks
[bookmark: _Toc456259003]Fill in the incoming complaint form 
[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 10-50-30 Скриншот экрана.png]
Fig. 9. “Fill in the incoming complaint form” task

Executor: Initiator.
Task: Fill in the required fields to create a complaint:
Incoming Document – attach the document that contains a complaint, for example, incoming mail;
Legal Entity – select from the drop-down list.

Transitions:
· Submit – click to send the complaint to the responsible user for registration;
· End process – click to end the process; the system does not validate the required fields.


[bookmark: _Toc415565462][bookmark: _Toc415672831][bookmark: _Toc415565463][bookmark: _Toc415672832][bookmark: _Toc415565464][bookmark: _Toc415672833][bookmark: _Toc415565465][bookmark: _Toc415672834][bookmark: _Toc415565466][bookmark: _Toc415672835][bookmark: _Toc415565467][bookmark: _Toc415672836][bookmark: _Toc415565468][bookmark: _Toc415672837][bookmark: _Toc456259004]Register the complaint
[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 10-55-16 Скриншот экрана.png]
Fig. 10. “Register the complaint” task

Executor: User responsible for document registration.
Task: Register the complaint letter.
Transitions:
· Complete – Click to forward the complaint for consideration.

[bookmark: _Toc456259005]Make a decision about the complaint
[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 11-04-29 Скриншот экрана.png]
Fig. 11. “Make a decision about the complaint” task

Executor: Signatory.
Task: Make decision based on the registered document and fill in the following fields:
· Acquaintance List – specify users who should read the document. Not a required field;
· Responsible for Responding to the Complaint – specify a user who is responsible for preparing a response to the Complaint letter. A required field; 
· Add Task – If necessary, the executor can assign tasks to other users.

Transitions:	
Send for Execution – Click to proceed to the next process steps. 

[bookmark: _Toc456259006]Execute Decision Tasks 
[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-06-25 16-45-06 Ознакомиться с документом, откорректировать - ELMA - Google Chrome.png]
Fig. 12. Execute Decision Tasks

Executor: Users assigned by the signatory.
Task: Complete the decision-based task.
Transitions:
Completed – click when the task is complete.
Start Execution – click when start working on the task.
Cannot Execute – click if the task cannot be complete.

[bookmark: _Toc456259007]Control the execution of the decision-based task
[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-06-25 16-51-37 Ознакомиться с документом, откорректировать - ELMA - Google Chrome.png]
Fig. 13. Control the execution of the decision-based task

Executor: Signatory.
Task: Control task execution.
Transitions:
Completed – click once the task execution is controlled.
Reopen– click to reassign the task.
[bookmark: _Toc456259008]Acquaintance with the complaint 
[image: C:\Users\korolyeva.ELEWISE\YandexDisk\Скриншоты\2015-04-20 16-46-39 Ознакомление - elma - Google Chrome.png]
Fig. 14. Acquaintance with the complaint

Executor: users that should read the complaint.
Task: Read the complaint.
Transitions:
· Acquainted – click to finish the process.



[bookmark: _Toc456259009]	Respond to the complaint
This task is assigned after completing the respective decision-based task, created by the signatory. 

[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 11-07-18 Скриншот экрана.png]
Fig. 15. Respond to the complaint task

Executor: a user responsible for responding to the complaint
Task: Prepare a response to the complaint. 
· Response to the Complaint – attach the document, which contains the response. It is a required field; 
· Additional Documents – attach the documents necessary for verifying and approving the response to the incoming complaint. Not a required field.
Transitions:
· Complete – click to forward the response to the responsible user for consideration.

[bookmark: _Toc456259010]Approve the complaint response
[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 11-08-59 Скриншот экрана.png]
Fig. 16. “Approve the complaint response” task.

Executor:  a respective user.
Task: Consider the response; send the document to the lawyer for verification.
Transitions:
· Approve – click to forward the document for verification;
· Reject – click to send the document back to the author for editing.

[bookmark: _Toc456259011]Approve the complaint response (Lawyer)
[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 11-08-59 Скриншот экрана.png]
Fig. 17. “Approve the complaint response” task 

Executor: Lawyer.
Task: Verify and then approve or reject the attached response.
Transitions:
· Approve – click to proceed to the next task of sending the response to the customer;
· Reject – click to send the document back to the user responsible for preparing the response.


[bookmark: _Toc456259012]Send the complaint response
[image: C:\Users\tokarev\YandexDisk\Скриншоты\2015-09-22 11-12-25 Скриншот экрана.png]
Fig. 18. “Send the complaint response” task.

Executor: a user who registers the incoming complaint.
Task: send the response to the complaint letter.
Transitions: 
· Complete – click to finish the process.
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