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This User Manual will provide an overview of Case Manager Solution with sections on the basics of using Case
Manager, an in-depth explanation of how the Case Manager workflow functions, details of important settings and
configuration procedures, definitions of Case Manager terminology and the main features and functions of the

solution to get you started on your voyage towards effective debt management.

This user manual has been broken down into the following main sections:

Case Manager Overview
Basic Settings and Configuration
Case Manager Workflow
Reporting and Analytics
Case Manager Finances

Please contact your Case Manager consultant with any questions regarding the contents of this document.
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SECTION 2 GETTING STARTED

This section will provide a basic overview of the signing in process and the Case Manager interface.

LOGGING IN

Before agents can login to the Case Manager Solution, the Queue Server and Time Server must be running. For a
Case Manager user to login, the following must apply:

User must have a username and password.

User must have his/her own workgroup (preferably with the same name as user).
User's workgroup may not be the parent of any workgroup.

User must have privileges to login.

Contact your Case Manager consultant to make these changes or to provide you with your username and
password.

ScCREEN LAYouT

Once your Case Manager Solution is installed and configured on your system, your agents will be able to start
working on your created cases. When you open a case, the following screen will be displayed (Figure 1):

The Electronic Diary displays all
the instructions scheduled for the The Menu bar The Toolb
day under the applicable headings. © Toolbar

. WoyagerNetz 5 C ise Manager 5.1.11.0 - VoyagerNetzDatabase. ] ﬁ s E
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Yodacom Refersnce | Test 1559 T5 Reference YOO Test | Assgned User  Defauk Workgroup d Stabus  Prepare for Bulk Trace d
Debtor [nformation Key Case Financials
Titie/Type Harndover Amount 1500,00 Dehis 0,00
Initials{Regstration Mo, T Inkerest Balancs 0,00 | Credts 0,00
Surname/Company Nama Test Current Capkal Balance 1500,00
10 MumberjiCortact 34-995-643 Current Collechon Costs Balance 0,00 v E
Current Total Balance Dus 1 500,00
% Queues =
Refrash. Debbor Contact Dekails
& Open Cases (=]
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@ Home Teleshore o, -l Auddional Cortact Number | &
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A Fax No. Email Address
ereral Case Notes  Addbions Cage Detals  Additional Debtor Details - . .
The Case details section displays all
The Open Cases 14 December 2016 Advin User: ASDDFDGOSF information pertaining to the Status of the
section displays a list 13 Januory 2017 Admin User : xcbvxenchfgidh case, including the Workgroup assigned to the
of cases that are case, the Case Reference, the Debtor
currently active. Reference and SSP Reference (account
number of plaintiff), as well as all Finances [~ ]

related to the case and any Notes a user has
added to the case.

Figure 1: Case screen layout displaying the particulars of the open case.

MEeNu BAR

The Menu Bar contains important drop-down menu items, as well as the User Dashboard menu item, the
Dashboard Viewer menu item, the Report an Error menu item and the Quick Search facility (Figure 2):
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Drop-down menu items
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Figure 2: Menu bar overview.

TOOLBAR

The Quick Search function
allows you to search for
cases quickly and easily.

[

I.":‘.‘. I I5E3rch Search text

o]

The Toolbar is displayed when you open a case. It gives you access to all the functionalities that make this solution

amazing (Figure 3):

Show
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Refresh
case details
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Add Notes
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Plaintiff of
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Print
Document
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Mew Case
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Promise-to-Pay
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View all View
Scheduled Miscellaneous
Instructions Field options
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View the Legal Change Archive
Smartguide Workgroup case
assigned to

case

Add Costs to

Send SM5 to case

debtor

Add Activity
to case

Figure 3: Toolbar displaying all of Case Manager’s functionalities.

Please note: The buttons to access the Debit Order Extension, Trace Information Extension and custom
Vodacom Line Information Extension will also be displayed in this toolbar

SecTiOoN 3

Basic SETTINGS AND CONFIGURATION

The Case Manager Configuration Tool is the application used to change settings and configure the workflow in

Case Manager software.

PHONE CALL QUALIFICATION STATUS SELECTION

When an agent makes or receives phone calls, at the end of the call they will have to qualify the phone call activity
with the appropriate outcome by choosing from a list of Qualification Statuses. The outcome of the phone call
activity will determine what the agent should do next in order to drive the case to settlement.

Each Qualification Status has been pre-configured with instructions that will automatically be loaded onto the
case when an agent selects that qualification status to qualify a phone call activity. Using the Case Manager
Configuration Tool, you will be able to select the Qualification Statuses you wish to use in the front-end of the

solution.

Step 1: OrPeN AcTiviTy BEHAVIOUR
Activity Behaviour settings determine what will happen when activities are qualified by agents. To open the
Activity Behaviour settings screen, you must open the Configuration Tool and select Activity Behaviour under
the Workflow tab. As an example, we will look at the Qualification Statuses that can be selected for the
Outbound Phone Call: General Call activity (Figure 4):
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Figure 4: Configuration Tool displaying the Activity Behaviour screen.

STEP 2: SELECT QUALIFICATION STATUSES
Once you have selected the activity that you would like to add Qualification Statuses to; in this example:
Outbound Phone Call: General Call, a new screen will open displaying all of the Qualification Statuses that can
be selected to become visible on the front-end of the Case Manager Solution software. You can also double-click
on a Qualification Status to view the pre-configured Instructions that will automatically load when that
Qualification Status is selected by an agent. Figure 5 explains this process:

- Activity Behaviour

Activity Definition

Activity Type: |2 outbound phone Cal

Actvity Parameter: |General cal

This is the list of
Qualification Statuses that
can be selected. Simply
check the box of each status
that you would like to be
visible on the front-end of
the solution software. In this
example, we will also have a
look at the instructions that
are pre-configured for the No
Contact: Dropped Call
Qualification Status. When
you select this status, the
Qualification Status screen
will open.

Qualification Statuses

& completed 3| 0] 28]

Listing: Reguest to Unlist Debtor
Night Shift

N AN
L]

ekl AL
Agent dedined phone call | e
Debtor not assigned to Agent e

Y

Mo Contact: Dropped Cal

No Contact: Left Voice Message
No Contact: No Answer

No Contact: Number Engaged

No Contact: On All Numbers Sup. ..
No Contact: Right Number - Fami...
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No Contact: Wrong Number
Prescribed Debt

PTP Arrangement Created
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=
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The instructions set up for this qualification status are
the Change Status: No Contact: Dropped Call
instruction, which will automatically change the status of
the case to Ne Contact: Dropped Call, and the Change
Process: No Contact: Dropped Call instruction, which
will automatically load new process steps in the case’s
workflow to ensure that the dropped call is followed up.

Please Mote: You can add Process Steps to the No
Contact: Dropped Call process in the Configuration
Tool under Workflow = Processes. A \oyagerNetz
Consultant will assist you in setting up these processes.

Qualification Status Name | [RNE=la yog s ko=

@ qQualficaton for activity...

Activity Type |2 outhound Phone Cal o
Activity Template |General cal |
Activity State |+ completed ¥

] 1s visible
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Figure 5: Activity Behaviour screen displaying the Outbound Phone Call: General Call Qualification Status options, and the Qualification Status

screen displaying the pre-configured instructions for the No Contact: Dropped Call Qualification Status.

STATUS SELECTION

SteEP 1: OPEN STATUSES AND SELECT STATUSES

Selecting the Statuses that you would like to use in your solution is also done through the Configuration Tool
under Objects > Statuses. Simply check the Active box of each Status that you would like to use on the front-end

of your Case Manager Solution (Figure 6):

' VoyagerNetz 5 Contact Centre Configuration

File Help
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your solution.
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Account Closed
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Acknowledgement of Debt Signed
Arrears Up to date (Close File)
Awaiting Infa from Client
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Company Untraceable

Consumer Deceased (Confirmed)
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Account Settled
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Awaiting Proof of Payment
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Company Untraceable
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Consumer Deceased (Unconfirmed)

EEEENEEEENEEEER

Figure 6: Configuration Tool displaying the Statuses screen.

PTP MANAGER SETTINGS

Before your agents can start creating PTP arrangements you will need to configure some settings to ensure optimal
use of the features and functions available in the PTP Manager.

Step 1: OpeN PTP SeTTINGS IN THE CONFIGURATION ToOL

In order to configure your PTP Manager settings, you will have to access the Case Manager Configuration Tool
and click the PTP Settings button (Figure 7):
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Click here to change your

:] =] FTP Manager settings.

Figure 7: Configuration Tool home screen displaying PTP Settings button.

SteEP 2: CHANGE PTP SETTINGS

Once you have clicked the PTP Settings button, the following screen (Figure 8) will be displayed where you are
able to change:

The number of grace period days you wish to assign to PTP arrangements;
The percentage of a payment that constitutes a partial or full payment;
The option to change the workgroup on a case upon the creation of new PTP arrangements (accounts can
be dynamically distributed to a pool of resources);

e The option to automatically cancel PTP arrangements when no payment is made by a debtor and the grace
period has been exceeded.

DEeBIT ORDER EXTENSION SETTINGS

When you install the Debit Order Plug-in onto your system, it will automatically add debit order “events” to your
workflow. You can set up these workflow events, and the instructions they will trigger in Configuration Tools under
Workflow > Event Rules > New. You will be able to add instructions to specific debit order event types, as
indicated in Figure 9:
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Figure 9: Configuration Tools Event Rules screen.

From the moment an agent creates a new Debit Order arrangement, your workflow will kick off. Debit order
arrangements can be in one of six stages of development at any time (according to the status of the instalment)
and some stages may activate certain instructions (event rules) that will aid you in settling the account and keep
you up-to-date with the status of the instalment.

As transactions take place, the service provider-specific Status Updater Program will automatically change the
status of the instalment (see Addendum 1: Submitting Debit Orders with PAYMS8) for more information on the
specific Status Updater Program and how it works). The following table explains the six different statuses that an
instalment can have:

Status Description

Not Submitted | The instalment is yet to be submitted to a service provider. If the arrangement is active,
this instalment will show up in the Debit Order Manager when its effective date falls
within the selected date range. This is the initial status of a new instalment.

Pending The instalment has been submitted to a service provider and is awaiting feedback.

Cancelled The instalment has been cancelled and will not be submitted.

Accepted The instalment has been submitted, and has been acknowledged by the service
provider for further processing.

Rejected The instalment has been rejected by the service provider during the submission
process. When an instalment batch or an individual instalment is rejected, the
instalment status updater process will send an email to the configured address.

Tracking Only relevant for NAEDO instalments. On its effective date, the instalment has entered
a tracking status.
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Failure The payment of the instalment failed. The status notes of the instalment in the
instalment history table of the arrangements screen will display the reason why the
instalment failed.

Success The payment of the instalment was successful.

User MANAGEMENT

When setting up your Case Manager Solution on your system, the Case Manager Support Team will create an
Administrator user that you can use to add all of your users and teams.

SteP 1: Access THE TEAM MANAGEMENT TooL

To add users and teams, open your Case Manager Solution and navigate to Tools in the Menu Bar (See the Menu
Bar section) and select Team Admin Tool (Figure 10):

Eljohlgueue Armadabetz  View
_Iea.m.Admj.uInnl—._]

Security Template Manager

Run Interest Calculation

Bulk Execute Instructions

L

Reprint Manager
Reporting...
Database Utility
Impaort Utility
Bulk Action Utility
Content Manager
Advanced Search

Daily Maintenance >

Figure 10: Tools menu item displaying the Team Admin Tool tab.

SteP 2: CREATING USERS AND TEAMS

The Team Management Tool allows you to create new users and teams, edit users and teams and assign
administrative privileges to specific users or teams (Figure 11):
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— ik Admin
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YOu.
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Figure 11: Team Management Tool screen displaying the options available for adding and editing users and teams.

CASE MANAGEMENT

When purchasing a Case Manager Solution, you have the option of having the Case Manager Support team use
advanced data integration tools to migrate all of your existing case data or, if you have all of your case datain an
Excel spreadsheet, you can use the Import Utility to import the data into your solution. These two options do not
necessitate manually recreating all of your cases.

When you do need to create new cases within your solution, however, the process is very simple.

Step 1: Access THE CReATE NEw Case TooL

To create new cases, open your Case Manager Solution, navigate to the Toolbar (See the Toolbar section) and click
on the New Case button (Figure 12):

\E_I Q) [nactve

e Create a new case

Figure 12: The New Case button on the Toolbar.

SteP 2: CREATING A NEw CASE

Upon clicking on the New Case button, the Create New Case screen will open where you will add the basic case
details. Thereafter, you will add all the additional case and debtor information in the New Case screen (Figure 13
and 14):
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Click on Sawve and Close to save the case
to the database and close the form.

Add the primary
Case and Debtor
information here.

i Case Reference Title/Type Initials/Registration No. SumamefCompany Name ID Number/Contact
<AUTO>

Add the debtor's S - E—
contact and other Debtor Reference | <AUTO> 55P Reference | <AUTO> Language Pref English a

informatien under

Al R e T T e
displayed in the I
fields below. Postal f # Physical Address T —

Add all the 1| Addany | Add any additional debtor
financial | additionalnotes || banking details, financial
particulars of the || tothecase 1| information, debtor information
case under [ under Notes. H and contact information under
Finances. Custom Fields.
Postal Code Physical Address Code
Contact Detals
Home Telephone No. i Work Telephone No. i
Celiphone No. & Faxno.
Emai Address
Plaintiff |EZConect Cellular . Causebate 08May 2015 =]
Employer | Default W& sterupDate |08 May 2015

Figure 14: New Case screen displaying additional case details.

CREATING DOCUMENT AND SMS TEMPLATES

To create custom document and SMS templates specific to your business requirements, simply use the Content

Manager found under Tools > External Applications > Content Manager in your Case Manager solution (Figure
15):
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Reprint Manager
Reporting...
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Advanced Search VoyagerMetz SMS Agent
Daily Maintenance » VoyagerMetz Sync Agent

Bulk Action Utility

Content Manager

Import Utility

Figure 15: Tools menu item displaying the Content Manager tab.

Once Content Manager has launched, you will be able to create new document/SMS templates or edit existing
document/SMS templates. Let’s start by creating a new document template.

New DocUMENT TEMPLATE

To create a document template from scratch, click the Add/Enable a new document button in the toolbar (Figure
16):

Voyager Content Manager 5.1.6.1 - VoyagerNetz Default DB

Edit Format Page Tools Help
D = b ¥ o
Language: ~| Letterhead Type: - Display Letterhead On: -

Times New Roman (|12 B r O E A i

Figure 16: Add/Enable new document button in the Content Manager toolbar.

Now you can start adding the details of your new document in the Enable New Document Wizard (Figure 17):

Enable New Document Wizard

Microworks Voyager Content Manager

Enable a new document Wizard

Specify Document Type & Name

Please select the applicable options for the new document you want to enable. There is a pre-defined list of
document names to use, if however none of the names suite your need, please dick on the ™ew” button to
add a new document, you will howewver need to connect to the ArmadaMetz Connect Service {can be done in
Voyager 4.2 or VoyagerMetz 5 Contact Centre) to be able to use the newly created document.

Please select a document type : |Se|ect Group... j
Select a pre-defined document name to use : | ﬂ MNew |
Refresh
| Mext | | Cancel |

Figure 17: Enable New Document Wizard.

Once you have specified the document type (Letters, Final Demands, Summonses, Judgements, Warrants, Notices,
or Other) you can choose a pre-defined document template related to the document type you selected or you can
create a new template by clicking New. For the purposes of this example, we will create a new document (Figure
18):
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Enable New Document Wizard

. =
Micrao Add New Document Hr~
Please note : To be able to add a new document, you need to be connected to E R
the internet, if you are not connected to the internet, please connect before YT T
. .- | continuing.
SDECIﬁ Mew Document
Please sele Document Name : || ed list of
document r| L utton to
add a new Description : e done in
Voyager 4.
Please sele Documert Type : |Please select a document type.... ﬂ
Select a pr Template : |Please select a document template. .. ﬂ &ew I
OK | Cancel |
| Mext | | Cancel |

Figure 18: Add New Document form.

In the Add New Document form you must enter the Document Name, add a short Description, select a
Document Type and choose a Template design (Standard Document, Financial Statement, or Standard Document
with Signature Support). Click OK and the new document template will be added to the server environment.

Content Manager will prompt you when this process is complete so you can start adding content to your newly
created document template.

EpiTING A DOCUMENT TEMPLATE

Now that you have created a new template, you need to open it from the Enable New Document Wizard by
searching for your template from the pre-defined document name dropdown list (Figure 19):

Enable New Document Wizard

Microworks Voyager Content Manager

Enable a new document Wizevd

Specify Document Type & Name

Please select the applicable options for the new document you want to enable. There is a pre-defined list of
document names to use, if however none of the names suite your need, please dick on the Mew™ button to
add a new document, you will however need to connect to the ArmadaMetz Connect Service {can be done in
Voyager 4.2 or VoyagerMetz 5 Contact Centre) to be able to use the newly created document.

Please select a document type : |Letbers j
Select a pre-defined document name to use : |Test Document 1 j MNew |
STD: Payment Confirmation 1 ~

STD: Payment Confirmation 2
STD: Reminder Letter 1
STD: Reminder Letter 2

STD: Reminder Letter 3
Test Document 1 Cancel
Test Document 1
Test document 1 h

Figure 19: Select your newly created template from the dropdown list.

Content Manager will now prompt you to select whether you want to create a Blank Document, or if you want to
create a new document from an Existing Document template or from an Example Document template.

If you select Blank Document or Example Document you need to choose between:

e English Only and Afrikaans & English as the language option for your document; and

o No Letterhead, Default Letterhead, and Plaintiff/Client Letterhead as the letterhead option for your
document.

Click Finish and your document will be displayed (Figure 20):
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ul Voyager Content Manager - Test Document 1

File  Edit Page
O = B« o

Language: English Only -

Format Tools  Help

Letterhead Type: Mo Letterhead -

-m 1 U |E= A L 44

Times Mew Roman - 12

Page 1

H- Available Fields C 8 C

Display Letterhead On:  All Pages -

- Case Details
- Financial Totals on Case

- Cost Summaries on Case

H- Court Details

H-- Employer Details

- Debtor/Entity Details

H- Legal Infarmation

|- Cument,/Print Date

H- Other Incident Info

- Plaintiff/Client Details

- Sherff District Details

H- Workgroup Details

H- four Company Details

H- Promise to Pay Details

- Financial Formula Fields

H- Custom Case Fields (VCM5 only)
- Miscellaneous Figlds

o OO oy OO e 0 e OO g O e O g O e O IO e OO e O IO e IO O e O

Figure 20: Blank Document ready to be edited and merged with case data fields.

You can start typing the content of your document template in the right grid. In the left grid you will be able to view
and select standard data fields to be merged into you document template. Click Save when you are done and your

document is ready to be used.

New SMS TeEMPLATE

SMS Templates are also created in the Content Manager under Tools > SMS Manager (Figure 21):

-

|

File  Edit Format Page | Tools | Help

O = i B |« Letterhead Manager
Language: | | SMS Manager

- Custom Incident Manager
‘Tlmes Mew Roman J

v||12

Live Update

Figure 21: Content Manager Tools menu item displaying the SMS Manager tab.

Once you have the SMS Manager open, you can select an existing SMS template to edit or create a new SMS

template (Figure 22):

SMS Manager

0 2 PFTP Reminder

02 PTP Reminder
0f Mo Payment SM5
0F Documents Regquest SMS
Chstom 5MS Message
Dy 1 - SysColl SM3
Dy 1-FTP Broken SysColl SMS
Dy 11 - SysCall SMS

5 g 0 M5

Select 5MS :

[ Awvailzhle

}li"_

lagd... | |oeete |

Existing SMS templates
are found here.

To create a new SMS
template, click Add.

Characters: 0

Close

Figure 22: SMS Manager template selection.

For the purposes of this example, we will add a new SMS template. When you click Add, the Enable/Add SMS form
will give you the option of selecting a pre-defined SMS template name or creating a new one. Click New to create a
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template from scratch (Figure 23):

Enable/Add SMS B
— Select Pre-Defined SMS Name

03 PTP Final Reminder

06 Payment Due Summons Pending SMS
07 Summins Served Motification

08 Proceed with Summong SMS

09 Summaons Waming SM5

10 Summaons Served Motfication

11 Settlement Request
12 Sheriff to Remove tems Add New SM5 n

RPP: Mew Handover SMS Please note : To be able to add & new SMS, you need to be connected to the

SM35 Account Overdue Afrikaans internet, if you are not connected to the internet, please connect before
SM5 Defaulted Payment Afrilcaans continuing.

SM5 Handover Motification Afrkaans New SMS
SMS Payment Reminder Afrikaans |7 e

5SMS: Custom 2 5M5 Name :  |Test Template 1|
SMS5: Custom 3

SMS: Custom 4 A
Refresh | [niew.. }'T oK Cancel

oK | Cancel |

Figure 23: Adding a new SMS template.

Please Note: Make sure that you use a descriptive name for your new SMS template to make it easier to identify
when you want to link the SMS template to your process.

Content Manager will add the new SMS template name to the list of available templates and prompt you when the
SMS template has been successfully added. Click OK and the system will sync the template to the Case Manager
SMS server. Click Refresh on the Enable/Add SMS form to view the newly created SMS template (Figure 24):

SMS Successfully added E3

SMS Successfully added, to be able to use the new SMS, you must first receive all

data from the Armadaletz Connect Service,
would you like to do this now? Enablef/Add SM5 n

— Select Pre-Defined SMS Name

09 Summons Waming SMS ~
r 0K I | Can 10 Summong Served MNotification
11 Settlement Request

=== —— 12 Sheriff to Remove tems
RPP: New Handover SMS
SMS Account Overdue Afrkcaans
5M35 Defaulted Payment Afrilkcaans
SMS Handover Motification Afrikaans
SMS Payment Reminder Afrikaans
SMS: Custom 2
SMS: Custom 3

- SMS: Custom 4
Telkom Banking Details SMS5
Telkom Final Payment Reminder
Telkom PTP Broken SMS

Tel u] ek [ F

S N

Refresh Mew... |

ok | conce |

Figure 24: New SMS template displayed in the Enable/Add SMS form.

EpiTiINng AN SMS TEMPLATE

Now that you have created a distinct name for the new SMS template, you need to add content to the SMS
Template in the SMS Manager. Open the newly created SMS template name from the drop-down list and start
adding the required content and case reference fields to be merged into the template (Figure 25):
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SMS Manager B

Select SMS : [EERCITETE ~| ad.. | Delete |
- Avaizble 5MS Defaulted Payment ~

SMS Handover Notification
SMS Payment Reminder
Second Regquest SMS
Sending LOD SMS

5 rrerrt-Brive

Third Request SM5 hd

Characters: 0

Save Changes Close |

L1

MS Manager n

Select 5MS : [Test Template 1 ~| add.. | Dete |

[ Case Detsils ~ [ Tlest SMS #C550001

... Cause Date
... Startup Date
... Intarast Gtar Date Type the SMS content
... Interest Perc, on Capit Select case data fields to here

... Custom Field Vale 1 B
 Cutom Fied Value 2 be merged into the SMS

. Custom Figld Valus 3 content from this list,

... Custom Field Value 4 >

timme —ald biol. T

4 >

Characters: 17

Save Changes Cancel Changes

Figure 25: SMS template ready to be edited and merged with case data fields.

Please note: The number of characters you can use is displayed below the right-hand grid. Keep in mind that a
standard SMS’s length is 90 characters. If your SMS template exceeds this length the SMS will still be sent but it will
be splitinto multiple SMSs.

Click Save when you are done and your SMS template is ready to be used.

SecTioN 4 Case MANAGER WORKFLOW

From the moment you create a new case and an event occurs (such as qualifying a phone call or creating a new
PTP arrangement), a process-based workflow will kick off. A workflow is essentially a sequence of processes
through which the case passes from creation to settlement and is driven by events that automatically trigger
instructions that need to be accepted, executed and qualified by agents.

IMPORTANT TERMINOLOGY

Familiarise yourself with the following Case Manager terminology and workflow concepts to better understand
how the workflow functions.

Case

A Case in Case Manager is an account or matter that contains all financial information, debtor information,
payment arrangements, the state the account is in, the agents working the account, instructions on what needs to
happen next on the account, and a full log of all events and transactions that have taken place, among other
important details. Every case has a unique Reference number to identify it from other cases.

Case Data

All information related to a particular case is referred to as Case Data. During a new handover, all case data is
imported into the Case Manager system.
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CasE IMPORT

Case Manager uses powerful data integration tools to migrate all of your existing case data into the Case Manager
system. When case data is imported it goes through a data cleaning phase to ensure data quality and promote
contactability and collectability. Every case is also assigned a unique reference number and a Starting Process so
that agents are prompted to start collecting on the case straight away.

CASE STaTUS

A case will always have a Status indicating exactly what stage of the collection process it is in. The Starting
Process that is assigned to the cases automatically generates the correct starting Status. The Case Status will
change as Processes are executed on the case.

PRroCESs

A Process can be likened to a building block that provides the foundation for the greater Workflow architecture. A
Process contains a few steps that can be spaced out with waiting periods in days. When new accounts are received
for collection, a typical Process might look as follows:

® Wait 0 days - Send SMS Message using template Handover Notification.
® Wait 5 Days - Send SMS Message using template No Response After Handover Notification.
® Wait 2 Days - Make Phone Call using template General Call.

See the Case Manager Statuses Addendum for examples of Case Manager Processes.

Process Steps

Each Process consists of Process Steps. Process Steps can be likened to the smaller stepping stones that guide
agents from one Process building block to another. There are several types of Process Steps - some steps will result
in agents having to perform activities, and others will control system-wide, case-related tasks.

PROCESS STEPS - ACTIVITIES

Make Phone Call @ Agent will receive notification in Electronic Diary to make a
case-related phone call.

Perform Task \’“ﬂ Agent will receive notification in Electronic Diary to

qu}' perform a specific, case-related task.

Print Document 5 Agent will receive notification in Electronic Diary to print a
specific, case-related document.

Send SMS 4 Agent will receive notification in Electronic Diary to send a

. specific, case-related SMS.
Send Email 3 Agent will receive notification in Electronic Diary to send a
’ﬁ specific, case-related email.

PRrRocESs STEPS » SYSTEM-CONTROLLED

Add Cost .
. The system will automatically add a cost.

A3
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Add Process The system will automatically add a new Process to the

current Process.

Change Process
The system will automatically change a Process.

Change Status
The system will automatically change the Case Status.

Change Workgroup
The system will automatically change the Workgroup.

Delete Instructions
The system will automatically delete all Process Steps.

Wait
The system will automatically place a case on hold.

e,
—
D
<
>
=
<

Every Process Step has an Owner. This will determine in which Electronic Diary the Process Step will be displayed.
When setting up a Process Step it is important that the Owner be defined correctly. The Owner can be a specific
user or team or it can be the Owner of the case - in this case, the Owner will be determined once the Process Step
becomes due by simply assigning ownership to the Workgroup of the case.

When Process Steps that result in Activities to be performed by agents have become due, they are displayed in a
bright red bar across the top of the case screen. In this way, agents are seamlessly guided through Process Steps.

ELecTRONIC DIARY

The Electronic Diary, as its name suggests, is a schedule that displays all the Process Steps which are due for a
user or team; in other words, all the Process Steps that have not yet been started by the user/team. It consists of
various categories and subcategories with the option to accept the listed Process Steps directly from the Diary.

See the Case Manager Electronic Diary Addendum to see all the Diary Sections and their Instructions.

AcTIvITY

Process Steps which have been accepted by a user will create an open Activity on a case. An Activity is a certain
action that an agent needs to execute and qualify in order to trigger further Process Steps and drive a case to
settlement.

Activities in your Case Manager Solution include:

Outbound Phone Calls;

Inbound Phone Calls;

Print Documents;

Send SMS Short messages; and

A number of system-wide, case-related Tasks.

As mentioned above, when a Process Step becomes due, it is displayed in a bright red bar across the top of the
case screen. When an agent accepts the Process Step, a yellow Open Activity bar replaces the red bar and displays
the Open Activity that needs to be executed and qualified by the agent.

Cases with Open Activities on them cannot be closed and will be kept open on an agent's Open Cases list. Agents
can view more details about the Activity, complete the Activity or decline the Activity from the yellow Open Activity
bar.

Please note that not all Activities on a case will originate from Process Steps. Activities on a case can be started by:
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Accepting a due Process Step from the Diary;

Drawing a case from a Queue (which will be explained later in the Queue Process);
Manually starting an Activity on a case;

An external process like a Dialer screen popup which will initiate an Activity.

Upon completion of an Activity, the agent will be prompted to qualify the Activity according to the outcome of the
Activity. To do this, the agent must select a Qualification Status from a preconfigured list. Each Qualification
Status has certain Process Steps linked to it which will be triggered when a Qualification Status is selected.

Activity Behaviour settings determine what Process Steps are initiated when an agent qualifies an Activity with a
certain Qualification Status.

Your Case Manager Solution captures a full log of all Activities that have been executed or are open on a case.

Agents are also able to add Notes to an Activity in order to add any necessary, supplementary details to qualify the
Activity. Notes can be added during the Qualification Status selection phase, once the Activity has been executed.

The Activity History section logs information about:

The Capture Date of the Activity;

The Activity Type;

A Description of the Activity;

The State of the Activity (Open or Completed);

The Qualification Status selected for the Activity when it was completed;
Any Notes that an agent added to the Activity.

See the Case Manager Activities Addendum to see all the Case Manager Activities and Qualification Statuses.

Watch the Case Manager Workflow Overview video and the Case Manager Workflow Example videos for more
information on how the workflow functions.

SecTioN 5 THE WORKFLOW JOURNEY

This section will provide an overview of your Case Manager Solution’s workflow using the scenario of a new
handover where 1000 cases received from a creditor are imported into your Case Manager Solution. Through the
journey from handover to the case settlement, practical examples will be provided explaining:

How Cases are imported and assigned a Starting Process;

How Case Statuses work with Processes;

How Process Steps work with the Electronic Diary;

What Activities are and how agents can accept Activities from the Electronic Diary;
How Activity Behaviour determines and automates the next steps in a Process.

By the end of this journey you should have a clear idea of how a streamlined and automated workflow will ensure
the most effective, efficient and productive debt recovery.

CASE IMPORT PREPARATION
Before the import of cases into Case Manager can begin, there are a few things that need to be in place first:

The Plaintiff, in Case Manager terminology, is the entity to which the debtor is indebted. A Case Manager
Consultant will assist you in setting up a Plaintiff in the Case Manager Configuration Utility > Objects >
Plaintiffs (Figure 26):
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Save all the details of the Plaintiff
here and they will be visible in the
front-end of the solution

EZConect Cellular

Courts Perfect Fashion Perfect Fashion ]

E’\gishhlaﬂe
Afrikaans Name |
S M —

ContactPersonName | IsActive
Street Address ﬁ

Figure 26: Creating a Plaintiff in the Configuration Utility.

STEP 2: SET UP PROCESSES AND PROCESS STEPS TO BE ADDED TO THE CASES DURING IMPORT

You should set up a Starting Process in order for Agents to start collecting on Cases as soon as they are in the Case
Manager system. Typically, this Process is named “New Instruction A” and the Process Steps might include sending
a Collection SMS. A Case Manager Consultant will configure these settings for you in the Case Manager
Configuration Tool under Workflow > Processes > New Instruction A (Figure 27):
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AVoyagerietz Consultant will Add
Process Steps to the New Instruction A
Process here. The Process Step will be
loaded to the imported cases as an
Instruction to send an SMS, The
Workgroup to which the imported cases
have been assigned should also be set up

L
LiLk= o=y

~
Drag a column header here to group by that column

Legal: Warrant of Execution
Listing: Debtor Listed ]
Listing: Debtor Un-Listed ]
&
A
[

Listing: Request to List Debtor
est to Un-List Debtor

Process

Narme INew Instruction A |

Descriot

Send Collection SMS to debtor| ﬂ
o

|v] visible

Process Steps

0|5M5: Custom SMS Message ||::|:|IIE|:ti|:|r|s Team

Figure 27: Adding Process Steps to a Process.

StEP 3: CREATE THE WORKGROUP AND TEAM TO WHICH THE CASES WILL BE ASSIGNED DURING IMPORT

A Case Manager Consultant will assist you in setting up Workgroups and Teams in your Case Manager System so
that the Imported Cases are immediately assigned to the correct Workgroup and Team. This is done in the Team
Admin Tool (Figure 28):
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The Team Management Tool allows
you to create new users and teams,
. Team Management Tool edit users and teams and assign ﬁ

3}gfm}nTm{! administrative privileges to specific
i | | |l . users or teams.

Default Weorkgroup
Administrator
A Collections Team

- I Jane van der Westhuizen
~ &, Tebogo Moeketsi

.+ @ sithandazile Mbatha
ﬂﬂ- Legal Team

- . John van der Merwe

~ &, Sarah Doe

- 1, Thabo Mhlanga

o

AVoyagerhetz Consultant will create
the Administrator for you in order for
you to set up the rest of you
Workgroups and Teams.

|_| show Inactive Teams and Users Close I

Figure 28: Team Management Tool

IMPORTING THE CASE DATA INTO CASE MANAGER

Now that we have everything in place, we can perform the Import. Your Case Manager Consultant will use powerful
data integration tools to ensure that your case data will be cleansed and accurately imported into your Case
Manager Solution.

New CASE STARTING PROCESS

The cases are now ready to be worked on by agents. When an agent, belonging to the assigned workgroup selected
during the import, logs into Case Manager, the starting process, “New Instruction A”, will automatically have been
loaded to all new cases assigned to the agent.

New CASE SCREEN
Here’s an example of what the agent will see in their diary and when they open a new case (Figure 29):
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Jlas sy E.ff’f-'fléa-wé @ daluy

, Electronic Diary ' 1instruction is due on the current case.

Default Workgroup
Status |Mew Instruction A |
Diary {90} | a _J

& Confirmations Case Reference Title/Type Initials/Registration Mo,
& Documents 0000000100 MR | |&
& Listing
Debtor Reference | 0000000100

&d Phone Calls
&d Promise To Pay J Debtor Info | Fnawes" Motes || [llshmﬁddsl
_ﬂ LTy Postal Address
{ @ short Meszages (90
= ges (50) PO Box 1035

FTFP Motification SMS

Handover Motification SMS |Nqut|..|

Cpllection SMS (90! |Clairwmd

Listing Motification SM3
Other
@ Tasks | Contact Details

Postal Code 9999

Figure 29: Case screen displaying the Electronic Diary and the New Instruction A case status.

ExecuTING PROCESS STEPS FROM THE ELECTRONIC DIARY

The agent will now be able to bulk execute the Collection SMS Process Steps linked to New Instruction A directly
from the diary (Figure 30):

| 4 Electronic Diary % |
|De1'au|t Workgroup ﬂ S = ;
U w o & B>
I Diary (30) a
& Confirmations | DT e o Bulk Execute Instructions |
Doamen : . . Accept and execute multiple instructions. This only
a Click the View List Due Date Description applies to instruction types that can executed in
& Listing diary icon toopenthe |1, snie042 | bulk.
id Phone Callf list of instructions to 2 rlick Bulk Execute UL £n T Dauaa
led Promise T be executed. 21 Instructions to 000030 0000000030 A Barghus
20 . 000040 0000000040 R G
@ Query automatically send all =oras
20 . . 000050 0000000050 F Seoposengwe
Sl S e BD the Collection SMSsin poseng
TP Notification SMS A ik 0000060 0OOOOOOOSD T Eastern Food ...
Handaver Notification SMS 20 000070 0000000070 A Bates
Collection SMS (90) 2016-04-22 S5MS5: SMS Ac... 0000000080 0000000030 ] Bapaela
Listing Notification SMS 2016-04-22 SM5: 5MS Ac,.. 0000000050 0000000030 W Framer
isting Motification !
? 2016-04-22 SMS: SMS Ac.,. 0000000011 0000000011 M Fali @

Other
led Tasks

90 instructions

Figure 30: Bulk executing Collection SMSs from the Electronic Diary

SMS THROTTLING

When your agents will be sending SMSs in bulk, you might consider using the Throttle functionality available in the
Case Manager SMS Agent (Figure 31). This functionality allows you to specify how many SMS messages should be
sent per minute to ensure that call centres are not flooded with phone calls after thousands of SMSs are sent out.
When you select the Throttle submission option:

SMS messages are submitted for sending at a specified per-minute rate.
Higher priority messages are always submitted first.
SMS Agent keeps on running indefinitely until it is closed manually, even when there are no more SMS
messages to send.
e New status updates are downloaded every 10 minutes.
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& VoyagerMetz SMS Agent Configuration X

Database Settings
Server Address: 127.0.0.1

-

Server Port: 3050

Database Path: C:\WoyagerMetz\WoyagerMetzData\Databases \Woyagerie

SMS Submission
RunMode: " Run-through = Throtte

Description: | SMS messages are submitted for sending at a spedfied |£5
per-minute rate. Higher priority messages are always
submitted first. a
SMS Agent keeps on running indefinitely until it is dosed
manually, even when there are no maore SMS messages [

Submit Rate: EN 2| per minute

V| Start with Windows

Ok | | Cancel

Figure 31: Throttle settings in the Case Manager SMS Agent

PTP MANAGER OVERVIEW

Promise-to-Pay arrangements are a fundamental component in any collections and recovery strategy and they
help improve collection productivity and results.

With the PTP management tool you will be able to:

Create and log new PTP arrangements with various payment options for the debtor to choose from;
Manage PTPs that are in arrears or settle PTPs that have been paid in full;
Work according to a scheduled workflow that makes the process of managing instalments from creation to
settlement easy;

e View all arrangement history, including, for example, all payment transactions (amounts and dates on
which they were performed), the status of the PTP instalment (defines the current progress of the
instalment), the workgroup assigned to the case, and so on.

Now let’s imagine that a debtor phones in to make a Promise to Pay (PTP) arrangement. The agent must open the
PTP Manager from the Toolbar menu (Figure 32):

- yh .. = 45,
;f“éumﬁ ‘_’tj!.g‘“#-, _‘N‘DUOOJ 10:45:27
PTP Arrangement i

Status Payment Received ¥ | Workgroup |Default Workgroup [ View or Create the Promise-to-Pay Arrangement

‘:‘.'B?.f for the current debtor. Arrangement history can
) .-.-'__'-J also be viewed.
Case Reference Title,Type Initials /Registration Mo, Surname /Compan

0001 Mr Joe Soap 7902050203095

Figure 32: PTP Arrangement button

Once you have clicked on the PTP Arrangement button, the PTP Arrangement home screen will be displayed
(Figure 33):
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This is the reference for the case that
you are currently working on.

date.

arrangement. This
information will be
displayed here once the
first payment transaction
has been made on the due

The Deposit Arrangement aMldg & The Current Arrangement
tab displays the current Setup section displays
ETIP arrangement setup, as Case Rafarance: |5Em details of:
cow. 1. The workgroup assigned
Deposit Arrangement I Debit Order | A work on this
arrangement
The Next Payment section Mext Payment 2. The date the
will display details of the arrangement was created
next payment that is due The next payment of | 200,00 _J| s due on |20 15/04/01 u| 3. The agreed upon
by the debtor. instalment arrangement
Current Arrangement Setup
[Wnrkgrnup: |Mlcrnwnrks Standards User 1| ] ’ Date Created: | 01500311 u]
Click the View Click the New
Arrangement History Debtor is to pay an initial amount of | 200,00 _J| on | 2015/04/01 u| = Arrangement button to
button to view all the ——
logged information and whereafter an amount of | 200,00 _J|would be paid |Mnn1h|y | create a new PTP
transactions pertaining to arrangement.
the PTP arrangement. on |H1e 1st of every month, |
| - : View Arrangement History I I Remove Arrangement I I Mew Arrangement I-T’-
Click the Remove
Arrangement button to
PTP History cancel the current PTP
The PTP History section arrangement (the
displays the status of the arrangement details will
PTP arrangement, as well still be displayed in the
as ather details, including, Arrangement Histury
payment transactions, History Date | Workgroup FTF Amount Payment Re,., Status Arrangemen. ., section).
pertaining to the

Close

Figure 33: PTP Arrangement form

From the moment you create a new PTP arrangement, an automated workflow will kick off. A workflow is
essentially a sequence of processes through which the arrangement passes from creation to settlement and is
driven based on whether PTPs are honoured or not.

Once you have created a PTP arrangement, the status of the case will automatically change to PTP Arrangement:
New and an instruction will be loaded to the case prompting the agent to perform a task. The same goes for the
rest of the PTP statuses:

PTP Arrangement: Pre-PTP - PTP Arrangement is due in 5 days or less

PTP Arrangement: No Payment In Grace - No Payment was received on a Scheduled PTP: Grace
Period given

PTP Arrangement: No Payment After Grace - No Payment was received on a Scheduled PTP: After
Grace Period

PTP Arrangement: Partial Payment In Grace - A Partial Payment was received on a PTP: Grace Period
given

PTP Arrangement: Partial Payment After Grace - A Partial Payment was received on a PTP:
determined after the Grace Period

PTP Arrangement: Full Payment Received - A Full Payment (within acceptable bracket) has been
received on a PTP

PTP Arrangement: Settled - Debt on Case is Settled by means of the PTP Manager

DeBIT ORDER EXTENSION OVERVIEW

CREATING A NEw DeBIT ORDER ARRANGEMENT
The Debit Order Extension provides you with the necessary tools to effectively manage and maintain your
submissions and collections by integrating with some of the leading service providers in the business. The
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extension consists of two parts: the Debit Order Plug-in and the Debit Order Manager. The Debit Order Plug-in is
used to create Debit Order arrangements from within your Case Manager Solution and the Debit Order Manager

Let’s imagine that an agent needs to create a Debit Order Arrangement for another of your debtors.

Once the Debit Order plug-in has been installed on your system, a new action button will appear in the home

screen toolbar at the top (Figure 34):

The Debit Order

Arrangement button is

now displayed in the
toolbar.

T
=L 03
& Y T I !i ) 0000000003 799:03:35

Debit Order Arrangement
istrator Iy Set up or alter the debit order arrangement of the
l case
name,Company Name &'

Figure 34: Debit Order Arrangement button displayed in the toolbar.

The Debit Order Plug-in can be used to set up arrangements as well as instalments on cases in your Case Manager
Solution. The plug-in manages the parameters for the execution of the debit order.

In the window that is displayed when you click on the Debit Order Arrangement button, you can make the
necessary modifications for the debit order to be executed according to the specifications of the client in terms of

dates, instalments and bank particulars (Figure 35):

Y oebiorder Arangementor st v sk

Any changes made to the banking details,
arrangements and instalments will be logged
in the Change Log. Click this button to access
the Change Log.

In the Client Bank Details section the
particulars of the debtor's bank account can
be entered and altered, These are the account
details that will be used when an instalment
of this arrangement is submitted,

In the Debit Order Entity Details section,
check the Use Debit Order Entity checkbox
to enter the details of a prexy should the
service provider not accept a company as a
client entity.

Figure 35: Debit Order Arrangement screen displaying details of an example arrangement.

When the window is opened for the first time
on acase the Arrangement Active checkbox
will be unchecked. Check the checkbox in
arder to create a new active arrangement on
the case.

In the Instalment Interval section the
execution interval, day, and the amount of
the debit arder can be entered or altered. This
can also be changed for the nest instalment if
necessary under the settings for the Next
Instalment.

[ B sseeand Close
Cliert Bark Details
Accountt Humber; | EECRRETTFE Account Type: | o) Chague: =) Sadin
Bark Pl Capite dl  Branch coge:
vprified Status: | Mo Response Status Date: | 2013{1113 00:00 [~
Vertfied Hotes:
| Lis= Diehit Qirder Enitity
-—
|_| Arrangemenl Active |
B L] =
—
- =]
Tngiaiment Higlory
Effecthoe Date  Amount Tracking Days | Status Staha Date Ssahis Hotes
EEECI | e reedeescmi ||
20131126 1000 4 Falure 3013/11/25 Barking Detala incormecs
-
Total Amount: L00 o

The Instalment History displays a list of
previous debit order transactions an a case as
wel| a5 their statuses in order for the debt
collector to keep track of collected
transactions.

Figure 16 depicts the window that is displayed when you click on the plug-in action button. This window sums up
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the main functions of the plug-in:

e Atthetop under Client Bank Details, the particulars of the debtor’s bank account can be entered and
altered. These are the account details that will be used when an instalment of this arrangement is
submitted.

e Many service providers do not accept companies as a client entity, which means that the client entity
should consist of a proxy. This could be for example the company’s CEO or any other responsible person
who can provide a name, surname and ID number. If, however, you do not wish to change the entire
entity’s detail you can make use of the Debit Order Entity Details. Check the Use Debit Order Entity
checkbox to add the proxy’s title, initials, first name, surname and ID number in order to execute your
debit order arrangements without any hassles. Thus, the entity details will remain the same in Case
Manager, but for debit orders a proxy’s details will be used instead of the company’s details.

e When the window is opened for the first time on a case, the Arrangement Active checkbox will be
unchecked. Check the checkbox in order to create a new active arrangement on the case.

e Under Instalment Interval, the execution interval, day, as well as the amount of the debit order can be
entered or altered. This can also be changed for the next instalment if necessary under the settings for the
Next Instalment.

e The Instalment History displays a list of previous debit order transactions on a case as well as their
statuses in order for the debt collector to keep track of collected transactions.

Once the necessary changes have been made, click on the Save button t] at the top of the window.

All the changes that were made to the banking details, arrangements and instalments will be logged. These
changes will be visible in the Change Log (Figure 36) that can be accessed by clicking on the Change Log button

* inthe right-hand corner at the top (Figure 35).
The Arrangement Change Log screen displays (Figure 36):

e The date and time of the change;
e adescription of the change;
e and the details of the user that made the change.

2 Log for Test van Schallowyk EEIE

& Arrangement Chang

=
Drag a colu

Date 4 Component Description User

Changed Payment Interval from Weekly to OnceOff,
20131105 13:50 Debit Order Arrangement Interval Offset from Tuesday to M/A, Amount from Admin User
500.00000 to 1.0000000 =

Changed Unadjusted Effective Date from 2013/11/11
to 2013/11/08, Adjusted Effective Date from

20131105 13:50 Debit Order Instalment 1 2013/11/11 to 2013/11/08, Amount from 500.00000 to Admin User

1,0000000
20131105 13:55 Debit Order Instalment 1 Changed Status from NotSubmitted to Pending VoyagerMetz Extension Autom...
20131105 13:55 Dehit Order Instalment 1 Changed Status from Pending to Accepted VoyagerMetz Extension Autom. ..
2013(11/12 13:26 Debit Order Instalment 1 Changed Status from Accepted to Success VoyagerMetz Extension Autom...
2013/11/21 10:52  Banking Details Chianged Bank Name from Nedbank to FNB South Admin User

Africa, Branch Code from 196005 to 250655

Changed Payment Interval from OnceOff to Manthly,

20131121 10:52 Dehit Order Arrangement Interval Offset from MfA to 5th, Amount from Adrmin User
1.0000000 to 1000,0000
Created with Unadjusted Effective Date=2013/11/24,

013/11/21 10:52  Debit Order Instalment 2 Adjusted Effective Date=2013/11/26, Admin User

Amount=1000.0000, Tracking Days=MULL,
Stahie=hntSuhmitted Artive=Yea d

Figure 36: Arrangement Change Log screen displaying details of any changes made to the arrangement.

Changes that were made by an automatic process, such as a submit process or status update process, will be
logged with the user “Case Manager Extension Automator.”

MANAGING AND SUBMITTING DEBIT ORDER INSTALMENTS WITH THE DEBIT ORDER MANAGER
The Debit Order Manager is an application service that works in conjunction with the Debit Order Plug-in. The
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Debit Order Manager is a stand-alone service in the sense that it isn’t accessible from a button within your Case

Manager Solution.

The Debit Order Manager:

collection purposes.

When you log into the Debit Order Manager, the following window is displayed (Figure 37):

functions as a submission tool as it submits the debit order instalments to the various service providers;
is a bulk action utility in the sense that bulk changes can be made as well as bulk submissions;

displays all the debit order instalments that are due up until a specifically selected date;
provides you the ability to manage the submission of your instalments and track the instalments for

Eile  Help
Selected Service Provider: Absa

o Woysgerbet: Debit Order Manager

[F=8 KR~

Preuvies

Previes instalments that are due up o | 2012/09/25

-

In the Preview saction
you can salect the data
up until which you waould
like to view due
instalments

Euk Charges
Trackng Days:  Thres Days

| Apely toal

Effectree Dabe: | 201209/

ad | Apply oAl

| Activate Al

inactivate l |

List of all instalmenis
that are due upto a

specific date.

In the Bulk Changes
saction you can change

| the effactive date (the day

the instalmeant is
execUted), and the
number of tracking days
{tracks when credit
transactions have taken
place on an account far
NAEDO debit ordars) for a
single instalment or for all
instalmants.

Dehbor's Bank Type = | Banking Details Effecive Date Amount Tracking Cays

e e e N T ) T

CKRAD24S FHE South Affica MAEDOD Lrerified 20120926 J0E.00 Trvee Days 1]

7573801 FHE Soth Affica MAED] Lirrvertfied M1zfoafe 200,00 Thres Days =

A5 1502 FM3 Saulh Africa MAED Lemverilied 201209/26 250,00 Three Daye =]

BOOG401 Ssa MAEDO Lirrvertfied MW1zfoaf:E 120,00 Three Days =)

6046501 FHE Sauth Africa MAED Lirmverified b el TR 250.00 Three Days |ﬂ

5058701 FHA South Affica WAED] Urrvertfied Mmizfoafe 100,00 Three Days =

12080502 FHE Sauth Africa MAEDD Lirmverified b el TR S00.00 Thre=Days =

5515601 FHA South Affica MAEDK Lrrverified Wizfoafe 100,00 Thees Days 1]

B4TEF01 Aosa MAEDD Urmverified 0120926 250.00 Trre=Deys .ﬂ

9191101 Standard Bank of 5., MAEDO Lrerified W02 250.00 Thwese Days 1l

BTRI01 FHA 5ot Affica MAEDE Lirrvertfied 20120926 100,00 Thre= Days =

G7ma FMB Sauth Africa MAEDO Lpverified 12 150,00 Tree Dayve =l ld
Submit Coune: 172 | Towsd amoune: 5192712 [, Save | | Save and Submit ]‘—

Figure 37: Debit Order Manager home screen displaying details of all due instalments up until a selected date.

EDITING INSTALMENTS

If you click on Save, all
changes made fo the
instalmeants will be saved.
If you click on Save and
Submit, all instalments
checked *Active” will be
saved and submitted to
the preferred active
sarvice provider,
Instalmenis marked as
“Inactive” will be cancelled
and rescheduled in the
interval of the
arrangement,

In the above table (Figure 37), the instalments that are due up until the selected date (2012/09/26) are displayed. In
this table, the effective date (day on which the instalment is executed), amount, and the number of tracking days
(tracks when credit transactions have taken place on an account for NAEDO debit orders) can be altered for a
single instalment or for all instalments as can be seen in the Bulk Changes section of the window above.

In order to open a debit order arrangement, click on the corresponding row and the debit order arrangement will
open in a new window. The same window that is displayed in your Case Manager Solution when you use the Debit
Order Plug-in will appear.

SAVING AND SUBMITTING INSTALMENTS

e Inthe Debit Order Manager, if you click on Save, all the changes made to the instalments on the table will

be saved.

e Ifyou click on Save and Submit all the instalments marked “Active” will be saved and submitted to the
preferred active service provider. Instalments marked as “Inactive” will be cancelled and rescheduled in
the interval of the arrangement.

e During the submission process a new, future instalment is automatically created for the arrangement of
each instalment that appears in the table where the interval of the arrangement is not “once-off”.

ERROR HANDLING

e |If the effective date of any instalment is earlier than the soonest allowable effective date when you submit,
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the Debit Order Manager will prompt you to set the date to the soonest possible date.

e If the balance of the applicable case of any instalment is less than the amount of the instalment, the Debit
Order Manager will propose setting the amount of the instalment to the case balance that is forecast for
the effective date of the instalment.

e Ifthe balance of the case is 0, the Debit Order Manager will propose deactivating the arrangement.

SUBMISSION SETTINGS

The debit order submission settings can be changed for each case in terms of submission time, service provider as
well as service provider specific settings. In order to change these settings click on File in the Debit Order Manager

home screen and then on Settings, as indicated below (Figure 38):

Manage Plaintiff Banking Details...

Configure Banks...

Settings...

Exit

Figure 38: Debit Order Manager File and Settings tabs.

The following window is displayed once you have clicked on Settings (Figure 39):

setings -

i_‘_‘j [‘_'i Save and Close

General
Submizson Cut-off Tme:  0Z00PM 4
Service Prowider: | Absa d

1 Al users to change Debit Order Entity Detais]

| Allyw instalments on Saturdays

1 Automatically Disable failed nstalments

Absa Setongs

NAEDO

Output Folder:

Absa User Code:

B8 User Mame:

Trans. Sequence Number:

User Sequence Mumber: 18
BT

Output Folder:

&hsa Ussr Code:

B8 User Mame:

Trans. Sequence Number:

User Sequence Number: 15

EB Code:

Gen. Seguence Number:

EB Code:

Gen. Seguence Number:

In the General section, you can change:

1. Submisslon Cut-off Time - this setting denates the
latest ime at which instalments may be submitted for the
next day that i not 8 Sunday or & publc holiday.

2. Service Provider - depending on the available service
providers, a service provider of your cholce can be
sebected from the drop-dosn box,

3. Allow users to change Debit Order Entity Details -
check this box il you wanl to vew and change the entily
details on e plug-in

4, Allow instalments on Saturdays - check this box il
you wanl to allow debil erder arrangements ta ba
engculed on Salurdays.

5. Automatically Disable failed instalments - check this
box if you want lo avtomatically deactivate the entire
arrangameant whan an instalment fails due fo insufficient
funds or is rejectad by the client.

Thi setlings for the selected servics provider ana
displayed in this secton

Figure 39: Debit Order Manager Settings screen.

Here you can make the necessary changes according to the client’s specifications.

e The General section of the Settings window has a setting called Submission Cut-Off Time with the default
value of 14:00. This setting denotes the latest time at which instalments may be submitted for the next day
that is not a Sunday or a public holiday. If the current time of day is later than this value, the soonest
allowable date would be the first day that is not a Sunday or a public holiday after the next day.

e Depending on the available service providers, a service provider of your choice can be selected from the
Service Provider drop-down box. The settings for the chosen service provider will be displayed beneath

the General section, as can be seen in Figure 39. To save your changes, click on the Save button El .

The General settings contain settings that can be applied for all submissions in order to enhance your submission
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experience.

e The Allow users to change Debit Order Entity Details can be activated if you want to view and change
the entity details on the plug-in.

e Ifyou check the Allow instalments on Saturdays checkbox, debit order arrangements will be executed on
Saturdays. If this checkbox is unchecked, debit order arrangements will be executed as per usual.

e If the Automatically Disable failed instalments checkbox is checked, instalments sent to the service
provider that failed due to insufficient funds or that are rejected by a client, will automatically deactivate
the entire arrangement. This means that the instalment will not be rescheduled in the interval of the
arrangement until it has been activated again. This can be done by preference of the user.

PLAINTIFF BANKING DETAILS

For some of the service providers you are required to set up the banking details for each plaintiff. This ensures that
the amount is transferred to the correct bank account depending on the plaintiff of the relevant case. To set up the
plaintiff details, click on File in the Debit Order Manager home screen, then on Manage Plaintiff Banking Details,
as indicated below (Figure 40):

| ¥ Voyagerfietz Debit Order Manager
[Fi] teb

Manage Plaintiff Banking Details...

Configure Banks...
Settings...

Exit

Figure 40: Debit Order Manager File and Manage Plaintiff Banking Details tabs.

The following window will be displayed once you have clicked on Manage Plaintiff Banking Details (Figure 41):

_| Plaintiff Banking Details Manager e

CHING CHONG (PTY)LTD Double-click on a selected
" [.::m OF ATLANTIS plaintiff to view ar alter the

banking details of that
CLEAR STRATEGY COMPANY plaintiff.
Fun Art & Co.
John, John and John

MARIME BLU SECONDARY SCHOOL
MONOPOLY SERVICE PROVIDER CO (PTY) LTD
WE Credit (FTY) LTD

Figure 41: Plaintiff Banking Details Manager screen.

To view or alter the banking details for a specific plaintiff, double-click on the plaintiff for the following window to
be displayed (Figure 42):

| CITY OF ATLANTIS - Plaintiff el
t'_'j t:!z Save and Close

IUser Reference:

Account Mumber; Account Type: | (&) Chegque ) Savings

Bank Mame: hd Branch Code:

Figure 42: Plaintiff Banking Details screen.

Now the necessary changes can be made or the banking details can be entered for the first time. Once you have

finished the changes click on the Save button Ej to save the changes and remain in the window, or on the
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Save and Close button to save the changes and close the window.

BANK CONFIGURATION

Bank configuration is a tool that can be used to change the configuration of banks and the types of debit orders
that they support. The bank configuration tool serves as a bulk setting in the sense that specifications with regard
to banks can be set for more than a single instalment. In order to do this, click on File in the Debit Order Manager
home screen and then on Configure Banks, as indicated below (Figure 43):

are afnlb = ETiETi=
ez Damt Ordear Manager

Manage Plaintiff Banking Details...
[ Configure Banks.., ]

Settings...

Exit

Figure 43: Debit Order Manager File and Configure Banks tabs.

The following window will be displayed once you have clicked on Configure Banks (Figure 44):

- ™

& Bank Configuration E You can add or delete banks
from the below list by clicking
wd New on New or Delete.
Bank Name Debit Order Type Branch Code
L 00 This is the list of banks that
Bank of Athens EFT can be chosen from when a
- » debit order arrangement is
Capitec NAEDO 470010 created or altered
FMB South Africa NAEDO 250655
Mercantile Bank NAEDO
Medbank NAEDO 196005
Standard Bank of Sout... MNAEDO 051001

Figure 44: Bank Configuration screen.

The Bank Configuration screen displays a list of banks that can be chosen from when a debit order arrangement is
created or altered. Here you can add or delete banks by clicking on New or Delete as indicated in Figure 44.

If you click on New a new row will be added to the table; here you can add the Bank’s name, the type of debit order
that will be used to execute the instalments as well as the branch code of each particular bank. For banks that
have a universal branch code, that branch code can be set.

UsING THE BuLk AcTtioN UTILITY

The Bulk Action Utility allows you to perform bulk actions quickly and easily. You can access the Bulk Action
Utility from the Menu bar under Tools (Figure 45):
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m Queue  Armadaletz View
Team Admin Tool

Security Template Manager

Run Interest Calculation

a
t Bulk Execute Instructions
W Reprint Manager

-

Beporting...

Database Utility
Import Utility
| Bulk Action Utility |

Content Manager

| Advanced Search

Daily Maintenance 3

Figure 45: Tools menu item displaying the Bulk Action Utility tab.

When cases reach a point in the collection process where they need to be handed over to a different workgroup to
handle, you can use the Bulk Action Utility to set up the criteria of the cases you want to hand over and bulk
execute the changes. For example, cases with a status of PTP Arrangement: No Payment After Grace, a Cause Date
greater than 10 days prior to the current date and still assigned to the Collections Team workgroup can be selected
to move over to the Legal Team for further collection processes (Figure 46):

Case Selection

Selection Criteria | Thput File (beta) |

|
| Is Mot Archived I horkgroupﬂ'eam | Case Status | Case - Cause Date I ..add criteria
[T] PTP Arrangement: Full Payment Received
|:| PTP Arrangement: Mew
m FTF Arrangement: Mo Payment After Grace
|:| PTP Arrangement: Mo Payment In Grace
[] PTP Arrangement: Partial Payment After Grace
|:| FTP Arrangement: Partial Payment In Grace
|:| PTP Arrangement: Pre-PTP

Mumber of cases matching the criteria: 3 Remove Sdlecked Tah

[ Limit number of cases in criteria:

E Only View Active Workgroups

Action to apply to matching cases

Select action to apply : | Change workgroup

Administrator

Collections Team

Default Workgroup

Jane van der Westhuizen
Jpbrarrderddars
L ¢gal Team

Sarah Doe
Sithandazile Mbatha

Tebogo Moeketsi

Thabo Mhlanga

VoyagerMetz Daily Maintenance
VoyagerNetz Extension Automator
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Figure 46: Bulk Action Utility criteria selection and action to apply options

PRINTING DOCUMENTS

Now that we’ve moved these specific cases over to the Legal team, the next step is for the agents in the Legal Team
to print and send Section 129 letters to the respective debtors. You can use the Bulk Action Utility to load a Print
Document instruction for all applicable cases. The agents will now be able to print these documents in bulk from
the Electronic Diary (Figure 47):

| /4§ Electronic Diary
|Default Workagroup

4 Diary List: Section 129

@ » 0o & & ~epx

DN R [0 SR 8 S GG Bulk Execute Instructions

4

= Diary (13)

& Confirmations

& Documents (5)
Letters

Accept and execute multiple instructions. This only |
applies to instruction types that can executed in

2016 rint Docume... 0
2016-04-25 Print Docurne. .. 0000000004 0000000004 M
2015-04-25 Print Docurne, .. 0000000005 0000000005 C

Final Demands
Section 129 (5) =
Statement
Other

Figure 47: Bulk executing the printing of Section 129 documents from the Electronic Diary

Crystal Reports will automatically generate documents for each of the respective cases, including all the necessary
merged case reference details. Agents can now print these documents from Crystal Reports and qualify the activity
in Case Manager to log the activity in the case’s history (Figure 48):

-« 4202_DOCA128E.RPT: Section 129 Letter (English Version) el =5
e (2] Hoo4 » MW |1 5o & - SAP CRYSTAL REPORTS® [
...... D 0000020001 I Main Report |

------ |‘_‘| 0000000003
------ |'_‘| 0000000004
------ |'_‘| 0000000005
------ “-[} 00DOOODODE

Daar Mr R Carsians

RE: Perfect Fashion/! MrR Carstens

W refier you o the above matter and wish 12 Inform you that we act on bahall of Perfect Feahion.

In f2rms of Section 129 of the National Credil ACL (AcL 34 of 2005, this letier serves 1o advise thal your
account with Parfacl Fashion hae now been in arreare for more an 20 businass days.

The arrears amount 3¢ a3t the [a=t instaman d3i2 & R3,054.55.
¥ou are harsty Instruciad 1o sattie this amount within 10 business days In order 1o pravenl furthar lagal action

being Instiiuizd against you. B2 advised that you ars Nlable for lagal cosls on an atiorney clienl scals for the
recovary and callaciian of the oulstandng maney owing bo our cllent.

CAFITAL DEET RZ DE4 BE

LEGAL COETE R 0545 Call=ction Commission
00

TOTAL COETE R EDE4E
TOTAL DEET M
‘Ehould youwish ko use this oppcrtunity o =fi=c! payment, vou e equested to deposik sald payment Inkc the following
mooourt:

v
Current Page Mo.: 1 |Tota| Page Moz 5 |Zoom Factor: Page Width

Figure 48: Crystal Reports screen displaying Section 129 Notices for the selected cases.
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UsING ADVANCED SEARCH AND QUEUES

Let’simagine now that there has been little response to the initial Collection SMSs that went out and those cases
still have the “New Instruction A” status. In order to nudge the collection process along, you can set up a Queue,
using the Advanced Search tool to identify all cases that still have the “New Instruction A” status, to incentivise

agents to phone the debtors and create PTP arrangements with them.

You can access Advanced Search from the Menu Bar under Tools (Figure 49):

s1s] Queue  Armadabletz  View

Team Admin Tool

Security Template Manager

Run Interest Calculation

Bulk Execute Instructions

£ Q0=

Reprint Manager
Reporting...

[

Database Utility
Import Utility
Bulk Action Utility

Content Manager

I Advanced Search I

Daily Maintenance 3

Figure 49: Tools menu item displaying the Advanced Search tab.

Once you have clicked Advanced Search, the Advanced Search screen will be displayed where you can select the
criteria for your search (Figure 50):

Search Criteria

Search in View: |.|5,j| Cases

Where the following criteria applies:

Status Equals Any Of (Mew Instruction A)

Mew Criterion
Field: Operation: Value:
ud | ¥
[ ] show search result in Extended View [ Search _J [ Cancel _J

Figure 50: Advanced Search criterion selection screen.

SEARCH RESULTS

When you are done selecting search criteria, click Search and the following Search Results screen will be

displayed (Figure 51):
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*. Saarch Results: (Advanced Search) el =

Drag a column header here to group by that column Make Queue
l-mm--mmm QR oot
T Da tn-rnl 139 I
0000. . Collec... MewI... D 000d... Mr M Fali 380 m
0000... Collec... MNewlI... D 000a... Mr I Fani 5005.., 0117.. 0111, 0787... 2001-.. 000Q..,
0000... Collec... MNewlI... D 000a... Ms K Faku 5110.., 0737... 0213.., 0723... 2008-... 0000Q..
0000... Collec... MNewlI... ] oooO.. Ms M Farah  6501... 0747... 0338.. 0717... 2001-.. 000Q...
0000... Collec... MewlI... ] 0oo00.. Mr ] Fatlana 6309... 0787... 0128... 0764... 1999-.. 000Q...
0000... Collec... MNewlI... D 0o0a... Ms T Gana 6508... 0737... 0128... 0782... 199%-.. 0000Q..,
0000... Collec... MewlI... D 00oa... Mr K Gaju 5805... 0797... 0837.. 0732.. 2000-.. 0000...
0000... Collec... NewlI... D 00oa... Mr I Bani 6109... 0839... 0210... 0747... 2006-.. 000Q..,
0000... Collec... MNewlI... D 0ooa... Mr H Banda  7312... 0839... 0160... 0810... 2008-... 000Q...
0000... Collec... MewlI... ] oooo Mrs N Babala 4608... 0789... 0187... 0720... 2012-.. 000Q...
0000... Collec... MNewlI... D 000a... mr M Bawuma 7407... 0730... 0154... 0810... 2008-... 0000...
0000... Collec... MewlI... D 0ooa...  Mr, E Barnad 6007... 0840... 0317... 0830... 2008-.. 000Q...
0000... Collec... NewlI... D 00oa... Mr ] Baloyi 6403... 0111... 0137... 0789... 2008-.. 0000Q..,
0000... Collec... MNewlI... D 0o0a... MR M Baloyi 6e805... 0821... 0114... 0810... 2008-.. 000OQ..
0000... Collec... MewlI... ] 0oo00.. MR F Baloyi  731i... 0112... 0118... 0762... 1999-.. 000Q...
0000... Collec... MNewlI... ] 0000. Miss D Baloyi  7802... 0312... 0214... 0822... 2004-.. 000Q...
0000... Collec... MewlI... D 0ooa... Mr B Baloyi 7i12... 0722... 0131... 0821... 2000-.. 000Q...
0000... Collec... MNewlI... D 0ooa... MR G Basson 5501... 0452... 0123... 0843... 2004-... 0000...
0000... Collec... MNewlI... [ 1 0000... MNR D Bantet 7210... 0391.,. 0735... 2000-,.. 0000Q.., gl

92 records found

Figure 51: Search Results screen displaying the cases that met the search criteria.

Now you can set up a PTP campaign for agents with new cases to speed up the collection process. To set up the
Queue, simply click Make Queue and enter the details of your campaign (Figure 52):

« New Selection Queue Ll 3

Queue Mame: |P'TF-‘ Campaign |

Queue Selection Criteria

Selection Order: |Na11.|ra| Order @
Queue Intent

Share Queue Workgroup Level: | Administrator @
Queue Instruction

Instruction Type Instruction Parameter

|#— Make Phone Call @ |§3eneral call @

] Is Active [ ‘-C_K__JI Qﬂﬂcd__J

Figure 52: Details of the new Queue.

REPORTING AND ANALYTICS

Case Manager’s powerful reporting capabilities provide valuable analytics about your business through the
following reporting features:

e Executives, supervisors and users have instant real-time access to insightful graphs, dashboards and
reports.

e Month end transactional reports generate pay-over schedules in exactly the format required by customers.
Custom reports enable agencies to build up a flexible and powerful collection of valuable reports available
at the click of a button.
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SAP CRrysTAL REPORTS
The Reporting Tool in Case Manager, along with Crystal Reports, allows you to create reports according to very
specific criteria, for example:

e Custom reports per customer in the exact format they require.
e Reports with certain Filters and Parameters.
e Financial reports (end-of-month payover reports).

You can access the Reporting Tool under Tools in the Menu Bar (Figure 53):

W e v

Team Admin Tool

Security Ternplate Manager

@  Run Interest Calculation

t Bulk Execute Instructions
% PReprint Manager

| L_Br:nmu'-e |

Database Utility

Import Utility
Bulk Acticn Utility

Content Manager

Advanced Search

Daily Maintenance 3

Figure 53: Tools menu item displaying the Reporting tab

M Print Report... il

Account Progress

» If report is printed from the beginning (01/01/1980) up to a spedific date, the user
will be able to see what the balance for a debtor was on that specific day as well as
the costs & interest loaded

Activities Completed / Dedined
Activity Graph

Activity Report

Activity Report (Bar chart)
Age Analysis

Ana Anzlecic Maht Mztal a

Report Criteria

Actual Date between 2015/09/01 and 2015/09/27

[« Print to Screen

Figure 54: SAP Crystal Reports allows for powerful financial and custom reporting in exactly the format you require. The Reporting Genie,
displayed above, makes selecting a desired report easy.

User DASHBOARDS
Case Manager dashboards have the following benefits:
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Detailed dashboards for real-time views of user, team or department performance.
Global dashboards for executives to track overall performance of the agency.
Supervisors can see real-time graphs of activity performance for their teams.
Users can easily track activities and activity outcomes for specified dates.
Outcomes of various activities can be analysed in great detail.

Easily see work time versus inactive time for your team for a period.

Get an eagles-eye view of where your cases are per user, team or across the board.

< User Dashboard

Activities E: ted =

|| Actvities executed from [3/27/2015 to |9/27/2015

9f27/2015 Awaiting Info from Client
9/27f2015 & Outbound Phone Call Awaiting Info from Client Test Test

9/9/2015 £ Outbound Phone Call Follow-Up after 10 Days TWS0000001 Thethwayo 5806026182183
9f27/2015 & Outbound Phone Call Language Barrier TWS0000002 Marobela 8106020104081
9/27/2015 & Outbound Phone Call Night Shift TWS0000003 Dumas 5808086808084
9/27/2015 & Outbound Phone Call Query: General TWS0000004 Kunene 8412260003081
9/27/2015 4 Outbound Phone Call No Contact: Dropped Call TWS0000005 Tolo 5705250024089

9/27/2015 PTP Arrangement Created

|mm|uuam o to [927/2015 [+]

Qualtfications per Activity Type
User Activities . - .
ek ‘Usunll’hn. | Defautt Workgroup (Giobal) i [ Incude inactive Users / Teams |
Status Breakdown =

‘ Actvity State: | Completed, Dedined ) |

Activities per Workgroup
For active in workgroup Default Workgroup for period 1 Jan D001 1o 27 Sep 2015
/I outbound Phone Call
A
o

Figure 56: Supervisors can see real-time graphs of activity performance for their teams with the Activity Overview Dashboard.
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Figure 59: Executives can track performance per user, team or across the board with the Case Status Dashboard.

The Advanced Reporting Tool enables users to create visualisations, dashboards, and detailed reports of Case
Manager data in real time. Users can search and explore their Case Manager data to get comprehensive and
analytical insight into their Accounts Receivable Management processes.

The following videos will demonstrate how to use the xCase Advanced Reporting Tool:

e Watch the xCase Advanced Reporting PTP Instalments KPI Definition video to learn how to create a KPI
Definition for expected PTP payments.

e Watch the xCase Advanced Reporting Phone Calls KPI Definition video to learn how to create a KPI
Definition that measures the amount of phone calls made in one week as compared to another week.

e Watch the xCase Advanced Reporting How to Filter Cases that did not pay video to learn how to use the
Filter Editor.

SecTiON 6 CASE MANAGER FINANCES

We would love to say that managing finances in Case Manager is simple and straightforward; however, due to the
complex nature of third party collections, costs, payment splits, money distribution and other complicated
financial aspects, it is not all that easy.

Managing finances in Case Manager is probably one of the more difficult topics to master, but once you do, it will
make managing your Agency’s payment distributions easy as pie. We have seen cases where Case Manager has
saved Agencies hundreds of hours of work every month due to the automated nature of the payment splits and
reporting.

Case FINANCE Basics

Every case in Case Manager represents a single handover entry received from a Plaintiff. A core part of managing a
case in Case Manager is the financial aspects related to the case.

CoMPARISON TO OTHER FINANCIAL SYSTEMS

One of the first things you should understand is that Case Manager is not a financial system and we do not seek to
compete against the likes of Quickbooks, Pastel, SAP or other financial systems. Case Manager is, however, a
debtor's management system with a strong focus on managing third party collection finances.

If you know other financial systems, many aspects in Case Manager might be familiar. For example, you would
know that:

e Acaseopens with a debit balance which increases when costs are debited on the case.
e Payments are credits and reduce the balance.

Several aspects of Case Manager, however, will most likely be totally foreign to new users of Case Manager. For
example:

Payment splits;

Payment allocations;
Payover periods; and
Plaintiff pay over reports.

We would hate to leave you with a feeling of dread - keep in mind that this guide is not called a “Quick Start” guide
for nothing. Our objective with this guide is to take your hand while we gently guide you through the difficult parts
of Case Manager finances.

Case DEBIT TRANSACTIONS

Every case represents a single handover instance received from a Plaintiff. It might be tempting to think of a case
as a representative of one account on the Plaintiff’s financial system, however, this is not always the case. Mostly, a
case will represent one account on the Plaintiff’s financial system, but it might happen that the Plaintiff withdraws
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that case and later hands the case over again, which will result in a second case for the same account.

START UP CAPITAL

When a case is opened in Case Manager the Start Up debit transaction is loaded on the case. All financial
transactions are displayed in a case’s Financial History form, as shown below.

For example, if a Plaintiff hands over a case for 100.00 then the case Financial History will look as follows (Figure
60):

i History for CaseRef

Figure 60: Start Up capital displayed in the case Financial History.

INTEREST DEBIT TRANSACTIONS

Another debit transaction which you might encounter is the Interest transaction. The following example shows
the same case with some interest added to the case (Figure 61):

i History for CaseRef

Figure 61: Interest debit transaction displayed in the case Financial History.

CosTs

If you load costs and fees on cases then you will often encounter the Cost transaction. For example, after loading a
Cost for a phone call to the case, the Financial History will look as follows (Figure 62):

Page 43 of 54



4 History for CaseRef

Start Up Date 100,00
INT-=Interest from 01/03/2016 to 31/03/2016
Costs->Mecessary phone calls (per call)

Figure 62: Cost transaction displayed in the case Financial History.

Next we are going to look at credit transactions with a special focus on payment transactions.

Case CREDIT TRANSACTIONS

Case credit transactions have exactly the opposite effect to debit transactions in that they decrease the balance of
a case. The most important example of a case credit transaction is the Payment Received transaction.

PAYMENT RECEIVED

Whenever a payment is made into either the Debt Recovery Agency or the Plaintiff’s bank accounts a Payment
Received transaction should be loaded onto the case. Payment Received transactions form the key element of
Plaintiff Payover reports, which we will cover in great detail later on in this guide.

Here is an example of a Payment Received transaction loaded onto the case which we have been following (Figure
63):

i History for CaseRef

@ Interest  INT-=Interest from 01/03/2016 to 31/03/2015
£} Cost Costs-=Mecessary phone calls {per call)
£} Cost Costs->Collection Fee

%+ Payment  Payment Received

Figure 63: Payment Received transaction displayed in the case Financial History.

OTHER CREDIT TRANSACTIONS

Payments are by far the most common credit transactions, and in a way the most complicated, as they have a very
big effect on Plaintiff Payover reports. There are, however, other credit transactions which you should be aware of:

JournaL CREDITS

Journals can be used if you want to load a transaction or make adjustments to the balance of a case and there are
no specific transaction functions to aid you in this regard. Only use this type of transaction when there are no other
options available.

PLAINTIFF JOURNALS
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A Plaintiff Journal is a journal in which you can load a transaction onto a case without it affecting the balance of
the case. It will, however, be reported on to the Plaintiff connected to it. A cancellation fee would be an example of
such a transaction.

Cost CORRECTIONS

To fix a transaction that has been erroneously loaded, the Correct transaction can be used. The original
transaction’s description in the case Financial History will start with ‘COR1.” A new transaction will be loaded with
the original’s description, but it will start with ‘COR2.” The transaction will be a credit if the original was a debit and
a debit if the original was a credit in order to cancel out the original transaction whilst still keeping record of it.

WriTe OFF
Use the Write Off transaction when you want to write off any outstanding amounts on a case.

There are a few transactions that can be managed incorrectly resulting in problems down the line. Here are a few
scenarios to take note of:

SETTLEMENT DISCOUNTS

It might be tempting to use the Journal transaction to perform settlement discounts; however, this will mean that
you will not have any statistics available on the total amount written off at the end of the day. When you need to
perform a settlement discount, the correct transaction to use is the Write Off transaction.

PAYMENT REVERSALS

Some agents also turn to the Journal transaction to capture payment reversals. This is very risky because the
Monthly Plaintiff Payover Reports will not take the Journal transaction into account when calculating the payover
amount. Therefore, you will still pay the Plaintiff the payment as if it was never reversed, resulting in you losing
that money. The only correct way to reverse a payment in Case Manager is with the Correct transaction.

FINANCIAL TRANSACTIONS SUMMARY

Before we move on, consider all the transactions logged in the case Financial History. Now have a look at the case
Finances Summary form below (Figure 64):

Debtor Info | Finances | Motes | Custom Fields | Mew Custom Tab

Capital 100.00 Capital Due 0.82
Interest 0.82
Costs 55P 1A 28.00 Costs Due 55P 1A 28,00
Costs 55P 1B 0.00 Costs Due 55P 1B 0.00
Debits 0.00
Credits 100.00
Balance 28.82

Figure 64: Case Finances Summary form.

Do you see how every transaction displayed in the case Financial History form (Figure 63) relates to every entry in
the case Finances Summary form (Figure 64)?

Let’s take a moment to understand these two forms:

The Case Financial History form gives you a complete overview of all financial transactions which have been
loaded onto the case. As you can see, every transaction has a date, transaction type, description and a debit or
credit value.

Every transaction also has an effect on the case Finances Summary form and gives a reflection of the sum total of
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all the transactions in the case’s financial history.

Firstly, note that the Case Finances Summary form has a left and a right column.

e The left column consists of all the totals of the various transactions with the current outstanding balance of
the case at the bottom. The balance is equal to:
0 Balance = Capital + Interest + Costs SSP1A + Costs SSP1B + Debits - Credits.
e Theright hand column shows you the outstanding or due amounts of Capital, Costs SSP1A and Costs
SSP1B. You can again calculate the balance using the right columns as follows:
0 Balance = Capital Due + Costs SSP1A Due + Costs SSP1B Due.

Please take a moment and familiarise yourself with the above before we move on.

FINANCIAL SPLITS

As you can see, the basics of Case Manager Finances are pretty simple to understand. Now we get to the nitty gritty
part of the system which might not be familiar to you at all.

Every case in Case Manager actually consists of three balances; namely:

e Capital
e CostsSSP1A
e CostsSSP1B

Every one of the three balances make up the total balance of the case. If you look again at the case Finances
Summary form, it should now make more sense (Figure 64):

Debtor Info | Finances  Motes | Custom Fields | Mew Custom Tab

Capital 100.00 Capital Due 0.82
Interest 0.82
Costs 55FP 1A 28,00 Costs Due 55P 1A 28.00
Costs 55P 1B 0.00 Costs Due S5P 1B 0.00
Debit= 0.00
Credits 100,00
Balance 28.82

Figure 64: Case Finances Summary form.

You can now clearly see that the Capital account has a balance of 0.82, the Costs SSP1A account has a balance of 28
and the Costs SSP1B account has a balance of 0. The sum of all these balance together give you the case’s balance
which is 28.82.

Every transaction which we have been loading onto the system actually also has an indication of the balance it is
affecting. Figure 65 shows you a more complete view of the transaction history which we have been looking at
throughout this document:

Page 46 of 54



¥ History for CaseRef
b | — o |

oy Ol woaaw P

Drag a column header here to group by that column

Coptrelote TomatenT. Desaptn Dbt Gedt  SitToCmt  StToColA SotToCmis
3312015 % # StartUp Start Up Date

3/31/2016 @ Interest INT->Interest from 01/03/2015 to 31... 0.82 0.00 0.82 0.00 0.00
3/31/2016 { Cost Costs-=Necessary phone calls (per call) 18.00 0.00 0.00 18.00 0.00
3/31/2016 £/ Cost Costs->Collection Fee 10.00 0.00 0.00 10.00 0.00
3/31/2016 “u» Payment Payment Received 0.00 100.00 -100.00 0.00 0.00

Figure 65: Case Financial History displaying financial splits.

The information in Figure 65 reveals that every transaction has another very important piece of information
attached to it. Yes, the transaction is debit or credit, but the transaction is also split to one of the three mentioned
balances. In some instances a single transaction can also be split to more than one of these balances - this is often
the case with payment transactions.

You might be asking yourself what these three balances are for. If you are, then you are in luck because the next
stop in this Case Manager Finances journey is the explanation of the three balances.

ONE CAsE, THREE SEPARATE BALANCES

The reason there are three balances has to do with the nature of the third party collections industry. If an account
is handed over to you for collection you will receive total outstanding capital plus interest amount. This is loaded
and managed as the first balance on the case and is referred to as the Capital balance (please note that the capital
balance includes interest on capital).

If a Debt Recovery Agency never loads any costs or fees on accounts then the Capital balance is the only balance
which is required and that is the end of the story. However, this is often not the case.

Debt Recovery Agencies often load additional costs on accounts which are payable by the debtor to the Agency.
The balance of these transactions which are due by the debtor to the Agency is the second balance. Often this is
where it stops and most Agencies can get by only using the two balances - the capital balance and the Costs SSP1A
balance.

However, we have come across scenarios where an additional balance is required. An example of such a scenario is
where two Agencies are working together and have to manage two separate balances on a case.

FINANCIAL TRANSACTIONS AND SPLITS

Various financial transactions are impacted by the financial split functionality. We will quickly touch on some of
the most important things to be aware of.

Every Cost transaction is either linked to Cost 1A or to Cost 1B. When adding a new Cost transaction you will use
the Add Cost form found in the Case Manager toolbar (Figure 66):

Please note: You are required to indicate which balance will be affected by selecting A or B.
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Figure 66: Add Cost form.

Whenever a payment is captured on the system it is of paramount importance that the splits are captured
correctly. The payment splits are covered in detail in the section about Plaintiff Payover reports so for now a quick
glimpse at the Add Payment Transaction form, found in the case Financial History section, will be sufficient. Pay
specific attention to the section entitled Payment Splits (Figure 67):

Please note: Ignore the SSP 2A and SSP 2B fields. They are not currently in use.

= Add Payment: Transaction

Payment Recsived R —
Payment Amount: | 10.00 @
Costs R —
Collection Fee: 0.00
e —
Plaintiff: | 0.82
SSP 1A: | 9,13 @ SSP2A: | 0.00 @
SSP18: 0.00(F ssPom: | 0.00
| Additional Information e —
Actual Date: 3/31/2016 @
Capture Date: | 3/31/2016 @

Receipt Info: | | Payment Info: <]
Payment Location: | Internal a Payment Method: | Bank a

MNotes:
2

|_AddPayment | | Cancel |

Figure 67: Add Payment Transaction form.

The main reason for having three different balances on a case is to be able to accurately and easily distribute
money received on cases. This distribution is called Plaintiff Payover or Payment Distribution reports.

The next section will cover this topic in detail. Are you ready?
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SecTioN 7 PLAINTIFF Pavover/DisTRIBUTION REPORTS

Whenever a debtor pays money the payments should be accurately captured on the case in order for the system to
easily produce Plaintiff Payover / Payment Distribution reports at the end of a financial period. There are several
aspects which have to be noted on a payment in order for this process to work perfectly.

The good news is that hundreds of Plaintiff Payover reports are accurately generated every month by Debt
Recovery Agencies using Case Manager.

PAYMENT INFORMATION REQUIRED TO BE 100% ACCURATE

If you have never heard of GIGO (Garbage in - Garbage Out), then read carefully. The importance of accuracy with
regard to the following elements is crucial when capturing payments in Case Manager:

The Payment Actual Date should be the exact date on which the payment was received.

The term “Payment Capture Date” does lend itself to misinterpretation. The Payment Capture Date refers to the
period in which you want to pay over/distribute the payment. For example, if you pay over/distribute monies
monthly then you could use the first day of the month as the capture date.

The capture date does not have to reflect the actual date on which the payment was captured. When printing
Payover/Distribution reports you will use the capture date as the only filter for transactions.

The Payment Location should accurately be stated as Internal or External:

e Internal means that the payment was paid into the Agency's bank account and will result in the Agency
paying money over to the Plaintiff.
e External means that the payment was paid directly into the Plaintiff’s bank account.

You can see why accuracy on this information is so important!
Without exception, the Payment Amount should obviously always be 100% accurate.

Every payment has to be split between the three balances. It is critical that this splitis managed correctly.

UNDERSTANDING PAYOVER/DISTRIBUTION REPORTS

Once all your payments have been accurately captured for a certain month you will be able to view and print a
Payover/Distribution report in exactly the format you require within seconds.

These type of reports are always filtered on Payment Capture Date and never on Payment Actual Date. Thisis a
very important point which is often missed by new users.

Remember that when you import payments for a specific month, the Payment Capture Date will be set to be in
your Payover period which will result in the payment appearing on the correct Payover report. The Payment
Actual Date might be in a period which does not correspond to the Payover period month and should, therefore,
never be used as your Payover/Distribution report filter.

Debt Recovery Agencies will probably have different Payover/Distribution report formats which correspond to the
arrangement they have with their Plaintiffs. Speak to your Case Manager support team to assist you with the
creation of Payover/Distribution reports.

The following elements are normally displayed on a typical Payover/Distribution report:
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The Payment Date will use the Payment Capture Date.

The Payment Location will indicate Internal (paid to Agency) or External (paid to client).

The Case Reference is the unique reference generated for the case by the Case Manager system.

The SSP Reference is normally the reference given as part of the handover and is often the account number on the
Plaintiff’s financial system.

The Payment Amount is the total amount paid by the debtor.

The Payment Amount Allocated to Capital is the amount allocated to the Capital Balance.

The Commission on Capital Collected is the commission amount deducted on a successful payment allocated to
Capital.

Please note: The commission percentage needs to be entered into every Plaintiff’s financial settings.

PossIBLE PITFALLS

Month-end reporting is usually done on the Payment Capture Date for transactions in the previous month. Debt
Recovery Agencies will usually run their month-end process from the first to the seventh day of the following
month for any transactions they captured in the previous month. Changing the Payment Capture Date for
transactions to the last day of the previous month to ensure that they are included in this month-end’s Plaintiff
Payover report can be risky if not done carefully. Take note of the following scenarios:

If you change the Payment Capture Date of a payment transaction to the previous month after the month-end
process has been done and the Plaintiff Payover reports have been printed, this payment will not be paid over to
the Plaintiff unless you reprint the Plaintiff Payover report for the previous month.

When reversing a payment transaction, using the Correct transaction, some agents believe they have to change the
Payment Capture Date of the Payment Correct transaction to the same date as the original payment transaction.
There is nothing wrong with this approach if the Payment Capture Date of the Payment Correct transaction still
falls in the previous month and the month-end process has not been completed yet. However, you will lose money
if agents change the Payment Capture Date of the Payment Correct transaction to the previous month after the
month-end process has been done and the Plaintiff Payover reports have already been printed.

BuLk PAYMENT IMPORTS

It is not practical for Agencies to capture each payment by hand and payments will therefore have to be imported.
Before payments can be imported, the automated payment split settings on the Plaintiff will have to be correct.

There are several settings which affect how payments get split between the three balances during an automated
import:

Firstly, the Case Manager Settings to load a Collection Fee and to automatically split payments to Collection Fee
will have an effect on payments. Please ensure that you enter the latest Council for Debt Collectors Schedule B

Page 50 of 54



values into the Case Manager Settings form. You can get this information in the Expenses and Fees section of the

Council website at http://cfdc.org.za/. See the Case Manager Settings for Finances below (Figure 68):

il

& »

» & &

L

Miscellaneous Field D..

Plug-in Actions

Templates
Workflow
Server Settings

Objects

Employers
Statuses
Courts
Plaintiffs
Districts

Costs
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@ VoyagerNetz 5 Contact Centre Configuration
File Help
General (= | ~
3:. Software Licensee In... \\: VOyagerNEtZ SEttingS
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*  Daily Maintenance Se... Lj
‘ Diary
i . Data Entry | Finances | Reports | Other
¥, PTP Settings
Case Form Customiza... Interest Settings
—  Custom Case Fields Interest Formula

Interest not more than Capital

Payment Settings

Set External as Default Payment Location

Add 10%: Collection Fee

Add 14% VAT to Collection Fee
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Limit Costs to specified amount or Capital
Spedified Costs Limit

K

E E R EE

v

Allow zero amount Costs when the Limit is reached ]

il

435,00 (5

870,00 5

Figure 68: Case Manager Settings for Finances.

You should also correctly indicate whether VAT should be added onto the Collection fee amount when adding the

amount. Here is some more information about Case Manager VAT settings:

AGENCIES REGISTERED FOR VAT:

The Maximum Collection Fee and the Specified Costs Limit (as displayed in Figure 68) should be entered
excluding VAT. In other words, according to the the latest Council for Debt Collectors Schedule B values,

the maximum collection fee should be R435 and the specified costs limit should be R870.
The Add 14% VAT to Collection Fee checkbox should be ticked.

In the Costs Settings form (Figure 69), all costs’ Default Amount should be entered including VAT and not
the excluding VAT values provided by the Council for Debt Collectors. If, for example, the Council value is

10, you will enter 11.40.
The Should Limit checkbox for all costs should be ticked EXCEPT for the Collection Fee. Collection fees do
not form part of the limit.
The Includes VAT checkbox should be ticked for all costs.
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Figure 69: Case Manager Cost Settings.

AGENCIES NOT REGISTERED FOR VAT:

e The Maximum Collection Fee and the Specified Costs Limit (as displayed in Figure 68) should be entered
excluding VAT. In other words, according to the the latest Council for Debt Collectors Schedule B values,
the maximum collection fee should be R435 and the specified costs limit should be R870.

e The Add 14% VAT to Collection Fee checkbox should NOT be ticked.

In the Costs Settings form (Figure 69), all costs’ Default Amount should be entered excluding VAT, exactly
as provided by the Council for Debt Collectors. If, for example, the Council value is 10, you will enter 10.

o The Should Limit checkbox for all costs should be ticked EXCEPT for the Collection Fee. Collection fees do
not form part of the limit.

o The Includes VAT checkbox should NOT be ticked for all costs.

The Collection Fee settings will execute first before the following Plaintiff split will be executed.

PLAINTIFF SPLIT SETTINGS

The Plaintiff linked to the case will be referenced during an automated payment import and the split settings of
this Plaintiff will determine how the payment gets split. Here are some examples:

100% To CaPITAL FIRST
In this case the Collection Fee settings will execute on a payment after which payments will be split to Capital first
and then to any Cost balances (Figure 70):
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f Plaintiff FAnancial Information

|_] calculate Interest for Debtors

Plaintiff % | 0 i g

Costs 1A % 0 costs2a % 0 g
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Defadt Payment Sgit e ——
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Costs 1A % | 03 costsza%| 0
Costs 18 % | 03 costs 2% | 0

Default Commission % 55
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Figure 70: Plaintiff Split Settings displaying 100% payment going to the Plaintiff.

50% T0 CAPITAL AND 50% TO SSP 1A CosTs
In this case the Collection Fee settings will execute on a payment after which payments will be split to Capital first
and then to any Cost balances (Figure 71):

¢ Plaintiff Fnancial Information

|_] calculate Interest for Debtors

Plaintiff % | o g

Costs 1A % 0 costs2a% o d
Costs 16 % 0 Costs 2B % 0 g

Default Payment Sght e —

Plaintiff % | 50@
Costs 1A % | 50 Costs 24 % | n

Costs 16 % | 03 CostsB% o g

=

Default Commission %6 25 =
| ] can Add Costs

Figure 71: Plaintiff Split Settings displaying 50% payment going to the Plaintiff and 50% to SSP1A Costs.

AvoIDING NEGATIVE BALANCES

The automated split functionality is set to automatically change the split to avoid taking balances into a negative.
For example, if a split is set to 50% Capital and 50% SSP 1A Costs on a payment of 300 for a case with a total Capital
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balance of 500 and a total Cost balance of 100, the following will automatically happen:

Firstly, the split Collection Fee settings will execute. To keep things simple let’s assume that there is no collection
fee on this case.

Secondly, the automated split settings will execute which will determine that the 300 payment should be split 150
to SSP 1A Costs and 150 to Capital. During this split, the system will pick up that there is only 100 Cost outstanding
which will result in this split being changed to 100 to SSP 1A Costs and 400 to Capital.

There are ways to force the system to override this automated split adjustment but this is beyond the scope of this
Quick Start Guide.

In certain scenarios debtors might pay more than their outstanding account. In this instance the excess amount
will be split to SSP 1A Costs and will take this balance into a negative.
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