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About this document
Purpose of document
The purpose of the document is to provide a functional description of Portrait
Foundation case management.

Intended audience
The intended audience is those concerned with the planning and initial studies for
a project using Portrait Foundation.

Related documents
Contact Centre Functional Overview

Software release
Portrait Foundation 3.1 or later.
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1

Introduction

1.1

Case concepts
Cases are used to hold information that is not customer-centric. In the financial
services domain cases are typically used for multi-activity processes such as
product applications. In these scenarios it is necessary to be able to give the
agent a view onto all the contacts and activities which relate to the process. In
other domains such as utilities customer service desks and in the public service
domain, processes are often required which are not attached to a customer, or
the identity of the customer may be uncertain. In all these scenarios case is the
vehicle for giving the agent a view onto the activities in the process.
The Case Management package adds new information pages into the contact
centre folders, to give the agent the case view. There are a number of functions
to enable the agent to manage the case.
The case information pages are displayed both in the customer information folder,
and in the task information folder.
Refer to the Case Management Package Guide for further information on how to
build processes using case management. The set of information pages is
complete, but note that not all of these need to be used in every implementation.

1.2

Case information pages
The case folder pages are listed in the following table.

Portrait Foundation

Name

Description

Customer cases

The Customer Cases list appears in the Customer
information pages, and lists the cases in which the
customer is a participant.

Summary

The Summary page is an “at a glance” summary of
the most important information about the case.

Progress

The Progress page displays the current state of
progress of the case, based on the milestones that
have been defined for it.

History

The History page is a chronological list of the actions
that have been performed on the case.

Details

The Details page displays detailed information about
the case, for example the type of loan, the amount of
loan, and so forth. The contents of this page are
configurable depending on the case type.

Associations

The Associations page lists business entities which
are associated to the case.

Workflow

The Workflow page lists workflow which forms part
of the case.

Documents

The Documents page lists documents which are part
of the case.
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1.3

Engagement
history

The Engagement History lists all the engagements
which have been part of the case.

Notes

The Notes page lists, in chronological order, all the
notes which have been attached to the case.

Function summary
The case management functions which are available in the Engagement Desktop
are as follows.
Name

Description

Reach milestone

Reach Milestone enables the user to record manually
that a milestone has been reached.

Close

Close enables the user to close the case manually.

Re-open

Re-open enables the user to re-open the case, if it is
necessary to add notes or other processing after the
case was closed. Re-open forces an entry in the case
history, so as to ensure an audit trail of what has
happened.

Add notes

Add Notes enables the user to make notes during the
processing of the case.

Any of these functions can be made available in the Workflow Desktop when a
task which is part of a case is checked out. The functions available are
configured in the task definition.
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2

Case information pages

2.1.1

Customer cases
The Cases page is added to the Customer Information Folder under the
Activities subject. It lists all the cases which are associated to the current
customer.

Figure 1 – Customer cases page

The user can open a case from the Cases list. This is done by selecting the case
in the list, and selecting the action Case View from the Action menu. This
adds a new tab on the top row of tabs. The tab gives access to the case
information pages which are described in the following sections.

2.1.2

Summary
This page is an ‘at a glance’ summary of the most important information relating
to the case. It shows the last milestone reached, the three most recent actions
that have been taken with the case and the key associations for the case.
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Figure 2 – Case summary

2.1.3

Progress
This page provides a complete list of the milestones for the case and their current
status.

Figure 3 – Progress page

2.1.4

History
This page shows the engagement actions that have been carried out on this case.
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Figure 4 – History page

2.1.5

Details
This page shows further details captured for this particular type of case. For
example, for cases dealing with complaints, it shows details relating to the
complaint.

Figure 5 – Details tab

2.1.6

Associations
This page lists the entities that are associated with the case alongside the role in
which the play in the case, for example a party may be complainant within a case
dealing with complaints. When an association is selected, details of the
associated entity are shown.
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Figure 6 – Associations page

2.1.7

Workflow
This page shows details on any workflow processes that are being used to
progress the case, the tasks that reside within each process, plus the task details.

Figure 7 – Workflow page

2.1.8

Documents
This page list all documents or e-mails that are associated with the case. It allows
the user to view the selected document.

Portrait Foundation

Case Management – Add-in Functional Overview

11 of 14

Edition 2.1

Figure 8 – Documents page

2.1.9

Engagement history
The page shows that portion of the engagement history that has occurred in
relation to the case.

Figure 9 – Engagement history page

2.1.10 Notes
This page shows the notes that have been recorded whilst processing the case.
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Figure 10 – Notes page
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3

Case functions

3.1

Reach milestone
Reach Milestone enables the user to record that a milestone in the case progress
has been reached. Normally, completion of milestones is recorded automatically
as part of the processing for the case. Reach Milestone provides a manual fallback for the user to record that a milestone has been reached. This will be used
in heavily manual processes, where it is often not appropriate to record milestone
completion automatically.

Figure 11 – Reach a milestone

3.2

Re-open case

Figure 12 – Re-open case
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