Agency Integrator TECHNOTE

Memo Reply Feature V“P;P"

November 2013 .. .a

This TechNote highlights the new Memo Reply feature added to the Preference Administration
and Memo Trigger Administration modules of Agency Integrator, available after November 16,
2013.
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Introduction

Currently, when an agent (or other recipient) replies to a Memo emailed from Agency Integrator,
the response is sent to the Memo sender’s email account. If you wish to have that reply added to
Agency Integrator, you would need to copy and paste the text into a Comment and save it in the
system.

Enabling the new Memo Reply System Preference in your environment will enable those responses
to be automatically added as Comments and Tasks on the User’'s Command Center, rather than the
user manually adding a Comment. The preference can also enable a system-generated email
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notification to the Case Manager or User that a Memo reply was received, in addition to a Task
being added to the Command Center.

There is also a second System Preference called Memo Reply User which will be used to help the
system determine who the replies should be directed to.
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If you would not like to make any changes to the way Memo replies are currently received, simply
do not enable these two new System Preferences.

Enabling the Memo Reply System Preferences

Once the proper User Rights have been assigned, click on Administration on the top menu bar.
Then, hover over System on the sub- menu bar and click Preferences:

Agency Integrator

Command Center Contacts Applications Report Builder Administration
Application Management  Commissions  ContactManagement  System | Users  Resources  Help
Profile Administration: KWALLACE Memos b
User Information || Preferences || Roles || Memo CC | Carrier/Product Attachment
UserID: KWALLACE Command Center
Email: |kwallace@ipipeline.com n Preferences I]E Change Password
Printer: | No Default Printer
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The System Preferences screen will appear, displaying two new Preferences: Memo Reply and
Memo Reply User.

Memo Reply Preference
To enable the Memo Reply Preference, make a selection of either CCNOTIFICATION or COMMAND
CENTER:
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System Preferences

Preferences |
Preference ¢ Code 2 Value

Requirements - Inforce cases on Command Cen... CMDCNTRPAIDREQS [v i
Commissions - Adjust override by agent split COMSPLITOVR [

CRM Owner Required CRMOWNERREQUIRED [

Bypass Validation for ECP % ECPNOVALIDATION [

Requirements - L&A default follow up days LICAPPREQFCLUPDAYS

General - Mask Social Security # MASKSSN [
IMemo Reply MEMOREPLYI CCNOTIFICATION E

Memo Reply User MEMOREPLYUSER select

Py CCNOTIFICATION

Applications - Premium Calculator NEWAUTOPREMCALC COMMANDCENTER.

SKip Appointment Check NOAPTCHECK [

Skip License Check NOLICCHECK [ 57

A valid License will not be required on entry or open applications

Ok Apply Cancel

CCNOTIFICATION: Adds the reply as a Comment and Task to the receiving User’'s Command Center
AND sends that user an email notification that a reply has been received. Note that the email
notification does not include the text of the reply, it simply alerts the user of the reply, and directs
them to log in to Agency Integrator to view the reply.

COMMANDCENTER: Adds the reply as a Comment and Task to the receiving user’s Command
Center, but no email notification is sent.

If neither option is selected, nothing will change from the way replies are received today. Any
replies will be sent directly to the Reply To address specified on the memo, no Comments will be
added to Applications or Contacts, and no notification within Agency Integrator will occur.

Click OK or Apply to save your changes.

Sample Memo Reply Comment
If an Agent, License, or Appointment Memo is sent, the agent/recipient’s reply will be added as a

Comment on the Contact Detail Screen. If an Application, Informal, Informal Quote, or
Requirement Memo is sent, the agent/recipient’s reply will be added as a Comment on the
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Application Detail Screen. The Comment will be Created By the Agent, in the Category of General,
in an Open status:

Additional Detal | Comments =~ Codes  Memos | Licenses | Appoiniments | Hierarchy = Cases |

Category: | Select.. [v] carrier  select . v

Tos Created By # Category + | SubCategory 4 Description 4 Created 4+ Follow-up ¢+ Cmp:

Wallace, Katrisha (KWALLACE) Agent General Re: Completed Carrier Appointment  2013-11-09 1

Sample Command Center Task

If an Agent, License, or Appointment Memo is sent, the agent/recipient’s reply will be added as an Agt
Cmt to the User’'s Command Center. If an Application, Informal, Informal Quote, or Requirement
Memo is sent, the agent/recipient’s reply will be added as an App Cmt to the User’'s Command
Center:

Command Center
From 0811272013 ~ To 1110/2013 | User Wallace, Katlisha(KWALLACE)E Reset

| Tasks

Name # Due/Foll up ¢ Type ¢ Carrier & Detail ¢ Status ¢ Agent (Application) &
Caldwell, Lisa 11/09/2013 Agt Cmt Re: Completed Carrier Appointment
Jackson, Ezekiel 11/09/2013 App Cmt Banner Re: Case Status Memo Ezekiel Jackson... App. Submitted Danielson, Gary

Sample Email Notification

If you selected the CCNOTIFICATION option, the email notification will look similar to the below:
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BULLWIMKLE: Res Case Status Memo Ezekiel Jackson App ID 1797845 .ﬂﬁmﬁﬁn

R = j Find
DAY X DG D e B O A g
: — : 2y Related ~
Reply Reply Forward | Delete Moveto Create Other Block [ Not Junk Categorize Follow Mark as Send to

to All Folder= Rule Adions~ @ Sender - Up~ Unread [&Select' OneMote
Respond | Actions | Junk E-mail | Options Fa | Find || OneMote |

Automated process [no-reply @ipipeline. com] Sent: 5at11/9/2013 10:55 PM
To: Katrisha Wallace
Co
Subject: Re: Case Status Memo Ezekiel Jackson App ID 1797345

An update has been made to a comment for Application 1797845 To view the update please
sign into Agency Integrator or click on the following link for your convenience

https://ai-uat.ipipeline.com/Application/detail.jspx?appld=1797845

For Application, Informal, Informal Quote, and Requirement memos, the hyperlink contained in the
email notification will link you directly to the newly created Comment, so you can view the agent’s
reply. Note there is no hyperlink for Agent, License, or Appointment emails.

Memo Reply User Preference

If you enable the Memo Reply Preference, it is also necessary to enable the Memo Reply User
Preference as well, which allows you to select a Default Reply to User. This is necessary for those
instances where there is no identifiable User to send the reply to. For example, if the Memo was
auto-generated by a weekly Trigger, or through Auto-Receipting, the system needs to know who
the recipient’s replies should be directed to.

Important Note: If you do NOT specify a Default Reply to User, there is a chance that recipient’s
replies could fall through the cracks. The system will still automatically add the reply as a
Comment, but no Users will be notified via email or through the Command Center.
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System Preferences

Preferences |

Preference ¢
CRM Owner Required
By pass Validation for ECP %
Requirements - L&A default follow up days
General - Mask Social Security #

Memo Reply

Code & Value
CRMOWNERREQUIRED
ECPNCWVALIDATION
LICAPFREQFOLUPDAYS
MASKSSN
MEMOREPLY

IMemo Reply User

MEMOREPLYUSER I

Applications - Premium Calculator
Skip Appointment Check

Skip License Check

confidential

General - Outlook Integration

NEWAUTOPREMCALC
NOAPTCHECK
NOLICCHECK
NOMCONFIDEMTIAL
OUTLOOK

Memo Reply User

Ok Apply Cancel

Select your desired user from the drop-down list. After you have made your selection, click OK or
Apply to save your changes before visiting another module or exiting the system.

Setting up a Default Reply User on Memo Triggers

As an additional safeguard for Memos that may be generated by automated processes like Auto
Receipting or date-based Memo Triggers, you can associate a Memo Reply Default User to a

specific Memo Trigger.

Click on Administration then, hover over System on the sub- menu bar and click Memos-Memo

Triggers.

Agency Integrator

Powsred by iPipeline AMS Help Desk  (300) 679.2220
! ' fPlpeﬂne amssupport@ipipeline.com M-F, 8AM ET - 7PM

Command Center Contacts Applications

Application Management Commissions Contact Management

Profile Administration: kwallace

User Information |, Preferences || Roles | MemoCC |

UserID:  kwallace
Email: kwallace@ipipeline_com

Printer: No Default Printer

Report Builder Administration Signed In As: kwallace Logout
System Users Resources Help
Memos » Memo Templates
Carrier/Product Attachment Memo Blocks
Command Center IMemo Triggers

Preferences

The Memo Trigger List screen will appear: Right click, and select Edit on the trigger you want to

add a Memo Reply Default User to.
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Memo Trigger List

Memo Type: | Application [~ |

Memo Trigger Name

Application Status Change Memo Trigger
Auto Receipting Requirement Trigger
Weekly Memo Trigger

Copy

Delete

The Memo Trigger Detail screen will appear. Note that a new field called Default Reply To has
been added to this screen:

Memo Trigger Detail
Name: Weekly Memo Trigger =
Active: 2
Applies To: Auto Receipting E
Default Reply To: None Assigned |~ @

Queue Receipted Memos: Desk, Help ‘ This is the user that will receive replies if the memao is created via auto receipting,
Run Type: Enos, Denny [~

Trigger Type: Nt ChangeE*
Add Criteria
Grouping & Field Name & Criteria Type & Before Value ¢ After Value &

Is One Of

Application Info App. Submitted

Select a User from the drop-down list. This is the user that will receive replies if the memo is created
via Auto Receipting, Date-based, or a Weekly/monthly Trigger and there is no Case Manager (on
application memos). Click OK or Apply to save your changes before visiting another module or exiting
the system.
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Frequently Asked Questions

How does the system know who to direct a reply to? What criteria are used in what situations?
For Memos Generated by a User:

1. Default Signature/Reply selections (first Primary, then Secondary) on the memo, which is
determined by the Memo Template:

— Edit Detail

Memo Hame: Acknowledgement Memo = Active: Memo

Delivery | Organization | Triggers

Memo to: Agent Elr
Default Delivery Method: Email *

Default Signature/Rephy (primary): User

Default Signature/Reply (secondary): | Case Manager
—

Allow Memo Text Modification:

2. If the Default Signature/Reply selections on the memo are not a User (Organization or
Agency), then following is used:
a. Case manager —if the memo is an Application memo and the application has a case
manager assigned
b. The User that generated the memo

For System Generated Memos (Auto Receipting, Monthly/Weekly Memos):

1. Default Signature/Reply selections (first Primary, then Secondary) on the memo, which is
determined by the Memo Template.
2. If the Default Signature/Reply selections on the memo are not a user (Organization or
Agency) then the following is used:
a. Case manager —if the memo is an Application memo
b. Default Reply To on the Memo Trigger:
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— Memo Trigger Detail

Name: Weekly Caze Status
Active:
—
I Default Rephy To: Fetzer, Carly vI (7]
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Run Type: Weekly

c. The Default User in Administration
d. If no user can be determined, the reply will be added to the application or contact,
assigned to General, and will not appear on any user’s Command Center

Can a User reply to a Memo Comment?
No, if additional communication with the agent is needed, another Memo needs to be generated.

How will | know which Memo is being replied to?
The Command Center task, Comments, and system-generated email notifications provide a
description containing the Memo Name and the Application or Contact ID.
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