Solera | ingmo

USER GUIDE

EXTERNAL CASE HANDLER




S&\gﬁo ingmo

Table of Contents

RO ] 510 L O I [ ] 1 TR
DEFINE WHAT THE EXTERNAL CASE HANDLER SHOULD BE ABLE TO DO ....cccvvviivveeiiieeeeeeee,
DEFINE USERS FOR THE ROLE ... oottt et st e et e e e st e e e e b e s b e e b e st een
ASSIGN THE EXTERNAL CASE HANDLER ROLE TO AN OFFICE .....coviiiie e
ASSIGN THE EXTERNAL CASE HANDLER ... oo a e
FILTERS FOR EXTERNAL CASE HANDLER ...ttt e e et e r e e e e eas
STATISTICS AND REP O R T S ..ottt et e e e et e e e e et e e et e e eaae e s e e et e eeaneeeans

Version 11.0 Solera | in4mo | www.indmo.com



ngg_r/o ingmo

Introduction

With the External Case Handler role, it is possible to grant a partner user access to a case
without assigning a specific task. Only users that have been marked for the role in their user
profile by the insurance company can be assigned the External Case Handler role in a case.
On portal level the role definition can be made to define what authority the external case
handler should have. The external case handler will always have access to the chat, all
documents and reported information in a case.

Define what the external case handler should be able to do

As for the roles Project Manager and Inspector with extra authority it is possible to define what
actions the External Case Handler role should be able to do. The configuration is done by
indmo, based on information from the insurance company. The definition is made on portal
level and applies to all users marked for the role. If the external case handler has the right to
approve budgets, it is possible to define a specific approval limit for each individual user
marked as external case handler.

The following rights can be given to the external case handler:

Action Explanation

Add and remove tasks Tasks can be added and removed to get best setup for the
case

Allocate partners to tasks Tasks can be assigned based on the insurance company
partner network and settings

Show office categories The office categories that the insurance company has

defined to secure optimal assignments, can be used when
assigning tasks

Make compensation decision Compensation decision in a case can be made as by an
internal user

Make cash offer for all tasks Gives the possibility to assign work items/tasks as cash
offer (iCC)

Make cash offer before budget approval | Gives the possibility to assign work items/tasks as cash
offer before the work is approved (iCC)

Add budget on behalf of other partners If iCC is not used, the external case handler can add
budgets for tasks assigned to other partners

Approve budget Gives access to the cost control tab and the possibility to
approve budgets up to the defined limit

Approve tasks Gives access to mark tasks as completed (status 4->A)

Initiate and edit RFQ Gives the possibility to send out RFQ invitations for repair

tasks as well as to update and follow up until a decision
must be made

Add new non-in4dmo partners to RFQ Gives access to add new non-indmo partners when
initiating an RFQ. These partners will not have direct
access to in4mo and are only used for RFQ

Make decision in RFQ Gives the possibility to decide the outcome of an RFQ

Access to customer communication Gives access to sharing the customer page, share
documents and read/send messages, depending on
configurations.

Marked for chat notifications If this feature is activated, the external case handler will

automatically be marked for receiving a notification when a
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chat is written in the case, and it is not possible to remove
this marking

Make cash offer for Wl before budget Gives the external case handler access to allocate work

approval items to the customer’s own work before the work items
have been approved

Start inspection Gives access to start an inspection from the web portal

Define Users for the Role

Open Company Admin -> Members and select Edit from the cogwheel for the wanted user.
Tick the option for External case handler to give the user access as external case handler.
It is also possible to give the user a specific budget approval limit that is different from the
default limit, by selecting Other value and setting a value.

Members » Edit member

First name ‘Bob ‘

Last name: [Byggare |

Primary email [pw+byggarebob@in4mo net |

Mobile number: 3 |1111111 | Use for security code
Mobile number for security code + View security code
Status: Available ~ ~

Authority Level ‘ 4+ Service company administrator v
Company: ‘ Peik Loppan v

Office Narvik Loppan Office ~

Inspector with extra authorities: O

External case handler: %

Budget approval limit: Use default: ® 1000.0 NOK

OUse value: 0,00 NOK

[Save |
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Assign the External Case Handler Role to an Office

Although the external case handler role is handled on user level, the external case handler role
in a case is assigned to an office, just like regular tasks. Only offices that have at least one
user with the role defined will show up in the selection list.

Edvard Munchs vei, 1063 Oslo Case action: | Hold Close  Abort Log
IN4MO Mia B (Cindy Customer, 0111111111) Update dashboard state

“ Water inspection : - (Not assigned) Compensation decision:
Demolition: Not assigned Accept | Reject | Extra info needed Log
Drying: Not assigned Case handler: INAMO Mia Edit| Log

External case handler: Not assigned Edit

Technical adviser: Not assigned Edit Log

Case ID: 144168195739972220191127110350150
Quality control:  Turn on

Case handler reminder: off |Edit

Sending customer access: Edit Log

¥ Case information ¥ Cost control ¥ Work plan ¥ Work plan ¥ Invoice ¥ Customer settlement ¥ Project plan

» C *Water inspection Task information | Multimedia | Reports | Milestones | Extras

C Demolition

Work number: Inspection: - - - - - - - Choose| Log

¢ Drying Estimated partner NOK Inspector: - - - - - - Log
budget: Agreed inspection time:- - - - - - Log
Approved partner NOK Rotnes

Add/remove case tasks|

Select the wanted office, either from the recommended list that is sorted based on distance
from the damage site or from the full list including all available offices.

Assign

Select from recommended offices v

(12.5 km) Easyfix - Oslo v

When the office is selected the supplier is informed that a user must be assigned for the role.

Assign the External Case Handler

As for regular tasks the supplier is responsible for assigning the responsible user. Only users
that have been marked for the role by the insurance company can be selected as external
case handler.

The supplier can follow up new assignments in the dashboard, where a new row is available

specifically for the External case handler role, and in the case list, where it is shown with a red
arrow and can be filtered with for example the Action required filter.
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New cases with External case handler in the dashboard:

s B O ., L EH S
Cases requiring action: 150
Cases with un-allocated First aid task: 7
Cases with un-allocated tasks: 64

Cases with un-allocated External case handlers: 1

Filter: | Cases assigned to me as the project manag

On target
Cases without any allocated tasks: w
jarning
Cases with a completed main inspection that are
waiting for a compensation decision: L)
Cases with tasks walting for budget approval:
Cases without ongoing tasks: 1
; Delay on
Del d
Tasks Total c 0 o 1 2 Budget approval o Y In adree estimated 4
meeting time §
completion time
Main inspection 1 1
Other inspections 1 1

New cases with External case handler in the case list;

Status Address Assighee ID / Handler Last activity ¥
Edvard Munchs vei 144168195739972 .. 2711.2019
1063 Oslo INAMO Mia 10:16:14 CET
External case handler member has to be assigned |

Sl

Open the case to assign the responsible user. Select the wanted External case handler either
from the same office or any other available office.

© External case handler ber has to be assigned
Edvard Munchs vei, 1063 Oslo Compensation decision: - - - - - - Log
IN4MQ Mia B (Cindy Customer, 0111111111) Case handler: INAMO Mia Log
Insurance company: mp External case handler: Easyfix - Office
* Water inspection : - (Not assigned) Location Name 540 (Not aSSig"Bd)-

Demolition: Not assigned Technical adviser: Not assigned Log

Drying: Not assigned Case ID: 144168195739972220191127110350150

N

¥ Case information ¥ Work plan ¥ Invoice
Assign

Own office ~

Please select an external case handler v
Please select an external case handler
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When the role is assigned to a user, the correct authorities will be applied for the specific user,
for example the possibility to add and assign tasks (depending on portal settings, see first

chapter).

¥ Cost control

¥ Case information

Edvard Munchs vei, 1063 Oslo
IN4MO Mia B (Cindy Customer, 0111111111)
Insurance company:

* Water inspection : - (Not assigned)
Demolition: Not assigned

Drying: Not assigned

» Work plan

Compensation decision:
Accept | Reject | Extra info needed Log

Case handler: INAMO Mia Log

External case handler: Easyfix - Office Location
Name 540 (INAMO Mia SG) |Edit

Technical adviser: Not assigned Log
Case ID: 144168195739972220191127110350150

Sending customer access: |Edit| Log

» Work plan ¥ Invoice

> C *Water inspection

u Task information I Multimedia I Reports I Milestones | Extras _

C Demolition Work number:

C Drying Notes:

Add/remove case tasks Edit

Log
Assign partner| Log

Add own task

Inspection: - - - - - - - Choose| Log
Inspector: - - - - - - Log
Agreed inspection time: - - - - - - Log
Rotnes
fro§ner
Slattum g
ETS

Filters for External case handler

External case handlers can follow up their cases by using the dashboard as well as from the

case list.

In the dashboard the filter Cases assigned to me as an External case handler is available
as soon as the user is marked for the role in their user profile.

=

Cases requiring action: 149
Cases with un-allocated First aid task: 7
Cases with un-allocated tasks: 64

Cases with un-allocated External case handlers:

Filter: | Cases assigned to me as the project managH

Cases | Cases assigned to me as the project manager

Cases | Cases assigned to a project manager in the office

Blllls Cases assigned to me as an External case handler [S

z:::: Cases assigned to an External case handler in the office
Case assigned to a project manager in the section
Tasks assigned to me

Tasks assigned to office

Main in:

Task assigned to team section
Other inspections 1

On target
Warning
Late

Delay on
estimated 4
completion time

Delay in agreed

2 Budget approval e

1
1

In the case list the filters User
can be used to find the cases
in which a specific user has

¥ User (1) Reset ¥ Advanced options (1) Reset
IN4AMO Mia My task
Edit | Delete Edit | Delete
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filter My task helps specific users find the cases where they themselves have been assigned
the role, and the filter Cases with External case handler shows all the cases that have an
external case handler. Note that the User and My task filters also include other tasks assigned
to the user if the user is assigned also to other tasks.

_

Office . . Show cases which include the selected
Inspection time All options:

User My task

Case's related members Action required (Attention)

Case creator Cases without any allocated tasks
Case handler Cases with ongoing tasks

Inspector Cases without ongoing tasks
Project manager Raw case

Craftsman Closed normally (Case close reason)
Status Cash offer fully accepted (Case close
Case budget reason)

Damage type On hold

Inspection company Compensation pre-approved

First assigned to Subcontractor

City Cases without inspection report
S el B Cases with work items

Invoice Cases with External case handler
Advanced options

Statistics and reports

In the Case statistics report, available under Company admin -> Reports, a column shows
the email address of the user assigned the role at the time of report generation.

BH Bl BJ

External Case Handler

erik_s@suppliercompanyx.com
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