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OVERVIEW

The key point in this solution is that documents are managed through procedure. It’s the
business process that defines:

e Business Context — The business process model defines exactly when, why, and
how documents are consumed and processed. This context gives us a vocabulary for
describing metadata; so, business terminology then describes business resources
(documents). This methodology establishes clarity as we now have business words
for what the business has (resources) and does (process).

e  Security - Process implies usage requirements as in “who” needs to do “what” to our
managed documents. What follows then are meaningful definitions (aka:
understood) for authentication and authorization — in that individuals and groups
have their business place, function, and accessibility to resources and
sensitive/controlled information.

Document Management as

Receives document from P rocess Atta C hm ents
‘K external source.

Workers view document within
context to business process.
Business requirements define
need fo references, or edit,
documents as it relates to a
process attachment. Out-of-
context document access is
reduced to a minimum (for ad-
hoc administrative use only).

Document becomes relevant to
business, with context, as an
attachment to process instance.

Link document Process

to Process

Process acts as
“gatekeeper”. Business
process defines access
requirements.

Document
Mgmt
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ARCHITECTURE

The architecture for this example illustrates integration between three major system

components:

1) Teamworks Process Server — Business model runtime environment and driver.

2) Database — Shown here as our document storage sub-system.

3) Email server — Manages email messages between Teamworks and participants.
Messages contain HREF links that point to business process. Users access
documents through process (via these links) as apposed to opening physically
attached binary (actual) documents.

Business
Process

Attachments

The Clerk receives
the message and, by
clicking on the link
contained within, is
taken back into the
document’s process
instance.
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Customer Service Rep attaches
document to Business Process
instance.

Customer

Attach
Document

Service Rep

M

Claims

Open Attached
Document

Processing

Clerk

The eMail server routes the
message to the Claims
Processing Clerk.

Teamworks Process Server
receives the document
attachment and saves it to the
database. The attachment is
then associated to the process
instance.

e —

Teamworks generates
an email containing a
link back into the
attached document’s
process instance. The
eMail is then forwarded
to the eMail server for
delivery.

TeamWorks
Process Server

ay

eMail Server
(Outlook, etc.)




PROCESS OVERVIEW

Claims processing serves as a good example for illustrating document attachments,
forwarding, and email generation.

AJAL) The Customer or Customer Service Representative (CSR) fills out the necessary claim
forms and attaches required pictures, police reports, etc..

B) Clerk’s office receives the claim and associated attachments. Clerk reviews and certifies
the claim before handing off to the Adjuster’s office. The associated attachments follow the
claim process instance into the Adjuster’s task list or “inbox”.

C) The Adjuster reviews the claim information and attachments during the investigation
process. A settlement is negotiated before payment authorization is forwarded to the
Accounting office.

D) Accounting receives the payment authorization and prints a check for the Insured.

Claims Processing:
Forms & Attachments

Customer (Insured)

Enter customer
and loss details

Customer (Insured)

Attached
documents: New Claim
The customer may report the pictures, police Notification
accident (car wreck, efc.) via a reports, etc. Forward attachment - - -
self-service web-site or through Ui GRS GRS m_formatlon
Attach document and attachments to insure that

they are ready to release into

core claims processing

a Customer Service
Representative (CSR) ’

Clerk’s Office workdiow:

Review

Customer Service ) )
information

Review
Attachment

New Claim
Notification
Claims

— Processing

Enter customer
and loss details

Correct and/or
make changes to

Customer Clerk information.
Service Rep. Forward attachment

(CSR) Attached

documents:
pictures, police
reports, etc.

May request
additional
information and
attachments.

Attach document

Certify new claim
and forward to
Adjuster

rAdjuster’s Office

L
Forward attachment
.

Accounting

Payme Print check
authorization

—- Payments
Clerk

Investigate claim

Review
Attachment

Adjuster

Negotiate
Settlement

Authorize
payments




BUSINESS PROCESS

Organization & Roles

( A

.

Claims
Office

e e [ e B e R e

Customer Customer Claims Adjuster  Payments
Service Clerk Clerk

Often neglected, though critical to all BPM projects, is our organization. Roles define

responsibility which provides a roadmap on what people (roles) do or need within the process.

Without this we cannot begin because we honestly don’t yet know our process until we
understand role-to-task relationships.

Organization:

e Claims Office — Group who is responsible for receiving, validating, processing, and
paying claims.

Roles:

e  Customer — Policy holder. In relation to the claims office, the Customer is a policy
holder requesting payment on insured coverage — basically, a person who wants a check
to cover insured damages (i.e. money to fix a wrecked car). Listing the Customer as a
member of the Claims Office is odd; however (for technical reasons) we list this role so
that we correctly assign system access rights as they relate to both application function
and managed business/system data.

e Customer Service Representative (CSR) — This person is responsible for both

maintaining customer relations and providing support for customers seeking payments on

claims. A majority of customer interaction is managed by the CSR.

e Claims Clerk - The Claims Clerk is responsible for verifying accuracy and completeness

on new insurance claims, documents and attachments.

e Adjuster — The Adjuster’s role is to investigate claims, negotiate settlements, and
authorize payments to claimants.

e Payments Clerk — This role is responsible for receiving payment authorizations, writing
(releasing) checks and mailing them to customers.

© 2008 All Rights Reserved



Customer Service

Claims Clerk

Adjuster

Accounting

eMail Alerts

Business Model

Customer
Dietails and

Attachments
+

Clerk receives the claim
and attached documents,
The claim is reviewsd,
carrected {if required),
and certified.

Customer Service Representative (CSR))
takes in customer information and
attaches related documents {pictures, efc.).

The eMail is generated
and sent to the Clerk.

This timer is set to fire
irmmediately after start

of task. Most implementations
typically 00 NOT use email
niotification for each/fewery
due task in a process. It's
shiowh here for purpose

of email attachment

example.

The email is generated
and sent off to the clerk.

The clerk may directly access
Revigw and Certify claim
task via the link contained
within this email.

Feview and
Certify
Claim
+
i
Irvestigate
and
Authorize
|
¥
; email
ermail Clerk adjuster
+
' s :

End-02

+

+

attached documents,
Claims are investigated

Adjuster receives claim and

and payment is authorized.

Payment authorization is
forwarded o accounting,

Print and
Send Check

An email is generated
and sent to Adjuster.
Message contains a link
into process and
attached documents,
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Business Data
This model contains the following data items:

1) Customer — The Customer type contains three attributes: First name, Last name, and
policy number.

2) Task ID — The Task ID is a system value generated for uniquely identifying task
instances. The ID is embedded within the email process-link (href) and directs the
user into the correct process instance when “clicked”. Task ID value is pulled
directly from Teamwork’s JavaScript API.

3) Document Object — Teamworks provides this component in the coach development
palette. | simply dragged this into my service-coach designer and configured.

Services — User Oriented with TW Coach

Customer Details and Attachments
This service contains a basic coach with an enclosed Teamworks document object.

© Claim Processing - Mozilla Firefox
File Edit Wiew History Bookmarks Tools Help

1 s n ™
- @ o Ji ~ 0 | ntpotosey O -] (Gl »

Claim Processing i3/ ViewProcess Heln | v
Customer Details and Attachments
Customer

First Name: |Elgb |

Last Narne: |Smith |

Palicy Murnber: 1234 |

- — —Documents
This sectfon is
provided as a “control” Mo Documents Attached
fDrom the TW/C;toach Upload Document
esigner palette.
Type
File | C:\a_scratch\aaa_sample_attach doc " Browse... ]

Tile | Sample Aztack]

Dane o &

Other Services

The rest of the services re-use the Customer Details coach except for Accounting, which is
almost identical except that the data is “display only” and | changed the “Ok” button text to
read “print check”.

© 2008 All Rights Reserved 6



System Services — Automated
Both “email Clerk” and “email Adjuster” services follow the same pattern. | hard-coded data
values for demonstration purposes.

1) Email setup — This is a nested service | created to

initialize required input parameters for the “lsw SMTP

Its better to pull email configuration Send Email” integration definition.

walues from a property file. 1 zet these

walugs within & server script for 2) Address email — This service sets email address and
demonstratononly. body content. It also generates a link pointing back to
i the specific task associated to the runtime instance.
S ———r
| email setup 3) Lsw SMTP Email — This integration definition is
Start included with Teamworks and listed under the System
library.
P . 1
—= =

| address email
L

=y
G = SMTP

[ |
End
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IMPLEMENTATION DETAILS

Email Server
I recommend Java Email Server (aka JES) as your desktop development email environment.
This server is lightweight and easy to both configure and monitor.

http://www.ericdaugherty.com/java/mailserver

Installation and Setup
1) Download JES to your local hard drive.
2) Extract to into a directory

Example: c:\jes-1.6.1

3) Add a user to “user.conf” configuration file

Example:
user.bob@mydomain.com=1234

Pattern:
user.[user name]@[domain]=[password in plain text]

The password is converted to a hash when the server is started.
| only added one user — Bob. He will play all the roles within our business model. Using
one email account simplifies the initial development and testing process since you only
require one email client and user-account for monitoring messages.

4) Start the email server

Run “mail.bat” (under \bin directory) to start the server.

I chose not to run this as a service so that | can more easily monitor console messages.

© 2008 All Rights Reserved
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Email Client

I chose MS Outlook Express. This client is free and included on most Windows XP
installations.

Outlook Express Configuration

1) Select Tools->Accounts from the top-level menu

The following dialog opens:
Note: the “localhost” mail account shown below is what we will create in this example.

Internet Accounts

All | ET] |News Directary Service Add 4

Aocount Type Connection Remove

L= localhost rnail [default]) A Ayailable -
Properties

li

Set az Default

Impart...

Export..

Set Order...

Cloze

2) Click the “Add” button (top right hand corner) and select “mail”
Type in “bob” as the display name and click “next”.

Internet Connection Wizard E|

Your Hame

When you send e-mail, your name will appear in the From field of the outgoing rmessage.
Type your hame az you would like it to appear.

Dizplay name: bob

Far example: John Smith

< Back Mest > l [ Cancel

© 2008 All Rights Reserved



3) Internet E-mail Address

Type in: bob@mydomain.com
NOTE: You MUST use “mydomain.com” unless you want to add an additional “local”
domain to your JES email server. See file “mail.conf” for more information.

Click “next”

Internet Connection Wizard

Internet E-mail Address

“Y'our e-mail address is the address other people use to send e-mail meszages to you.

E-mail address: bobEmydormain, com

For example; someone@microzoft, conm

< Back ” Hext » l[ Cancel

4) E-mail Server Names

Use “localhost” for both incoming and outgoing mail.

Click “next”

Internet Connection Wizard

E-mail 5erver Hames

ty incoming mail zerver is a | POP3 W | sErNver

Incaming mail [POP3, IMAF ar HTTF] server:

localhost

An SMTP server iz the zerver that is used for your autgoing e-mail

Dutgaing mail [SMTF] server:

|Iocalhosﬂ

¢ Back “ MNest » l’ Cancel

© 2008 All Rights Reserved
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5) Internet Mail Logon

Use the following

Account name: bob

Password: 1234

Note that this is the same password you added to the “user.conf” file above.

6) Congratulations

Click the “Finish” button when you see the silly “Congratulations” dialog.

Internet Connection Wizard f‘5__<|

Congratulations

You have successfully entered all of the information required to set up your account.

To save these settings, click Finish.

< Back ]| Finish |[ Cancel
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7) Send a test message via Outlook Express

Create and send an email addressed to “bob@mydomain.com

B test message

© Eile Edit Wiew Insert Format Tools Message Help b
4 »
— AB
= | % . & T 0 V.
Serd LUrico Check  Spelling  attach  Priority

To:  |bob@mydamain.com
Boo |

Subject: |test message

|Aria| v||10 v| = B IUA =

|
111
[Thal
il
b
il
i
Jll

This is a test

8) Receive test message via Outlook Express

Click the “Send/Recv” button. You should receive the message in a few moments.
NOTE: JES usually takes a few seconds, roughly 3, to process mail. This value can be
adjusted in JES configuration, “mail.conf”.

Example of received mail via JES:

2 test message g@
o

File Edit WView Tools Message Help

& & 4“8 :.s X @ 0 W

Reply Reply All - Forward Print Delete Previous MNext Addresses
From: alula]
Date: Friday, Decermber 12, 2008 11:54 &AM
To: bob

Subject: test message

This is a test

© 2008 All Rights Reserved



Teamworks Email Integration

1) Create a test Teamworks service to test email integration.

=] ke
lswe ==y
test ermail SMTP
—— End

The “test email” server script contains the following:

Note: | set and initialize all required SMTP adapter values in this script.

tw.local .smtpHost = "localhost”;
tw.local .to = "bob@mydomain.com”;

tw. local.from = “bob@mydomain.com®;
tw.local.replyTo = "bob@mydomain.com”®;
tw.local .subject = "test message”;
tw.local .contentType = "text/html";
tw.local . importance = "";

tw.local.cc = "";

tw.local.bcc = "7;

tw. local .attachmentFileNames = "*;

var html = "*°;

html += "<p> this is a test message </p>";

html += “<br/><br/>";

html += "<a href=http://www.google.com>Test link to Google</a>";
tw.local _.messageText = html;

© 2008 All Rights Reserved
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2) Debug the script to see if it’s able to connect to JES and send email

If everything is working correctly you should get the following email, via JES, in
Outlook Express:

& test message - EBX
© File Edit View Tools Message Help ar
_‘\' >
E‘J ﬁJ Wﬁ = x @
Reply Reply all - Forward Print Delete Previous
From: bob@ mydomain. com
Date: Friday, December 12, 2008 12:20 PM
To: bob@ rrydomain.corm

Subject: test message

thiz is a test message

Teszt linlt to Google

© 2008 All Rights Reserved



Teamworks Timer Events

Since we “fire” the timer event immediately after the task starts, this Teamworks (TW) timer
event is essentially used to “split” or “fork” the token down an additional path towards the
email creation activity. What’s special though about its usage is that we are able to grab the
task’s instance ID the moment it’s created. In this way we are able to use HREF links to
reference task instances.

The Timer Event allows us to

Investigate both “fork” the token and grab
and i the task instance.

authorize

The TW System object provides
= the taskID which is later

| referenced to point back into its
process instance via an emailed
HREF link.

Timer Event Implementation Example
It’s important that “close attached activity” is NOT Checked so that the Investigate and
Authorize task (itself) is allowed to run.

il
= Properties X - =5

Close attached activity: [
Repeatabla: O

= Timer Properties

Trigger On: wfter Start of Step hd
J5

Before/After Difference: u] & Hours -

Tolerance Interval: ] & |Hours @

Lza Business Calendar: O

Step | Sirnulation |Implementation | Pre & Post

© 2008 All Rights Reserved 15



The “pre assignments” are used to catch the system’s taskld. We use this value within the
mailed HREF link to direct the user into the correct process instance.

B Properties X ¥ =08
4

tw.local.taskID @‘u = | tw.3ystem.step. taskId @‘u ®
= Post Assighnments =

Step | Sirmulation | Implementation |Pre & Post

HREF Process Link

The HREF link for a task instance follows this pattern:

http://[server]:[port]/teamworks/process.lsw?zWorkflowState=1&zTaskld=[taskID]
Example:
http://localhost:8081/teamworks/process.Isw?zWorkflowState=1&zTaskld=152

This link can be used as follows:

var html = "*°;

html += "<p> Claim is ready for review </p>-;

html += “<br/><br/>";

html += "<a

href=http://localhost:8081/teamworks/process. Isw?zWorkflowState=1&zTa
skld="+tw.local.taskID+">Link to Claim</a>";

tw.local _.messageText = html;

Participant Groups

Don’t forget to create participant groups per each of the roles defined (above) in the
organization. | created four groups:

1) Adjuster

2) ClaimsClerk

3) CSR

4) PaymentsClerk

© 2008 All Rights Reserved 16
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RUNNING THE PROCESS

NOTE: The entire example can be found at Lombardi’s Teamworks Wiki. See article,
“Document Attachments and email with HTML process HREF links”.

1) Start the business process definition (BPD) within Teamworks Process Inspector.

2) The process waits on Customer Details and Attachments user task.

= Process Inspector - Process Claim (Checked Out) - Teamworks 6

File Edit Mavigate Search Project Plavback ‘Window Help
i r9- P i G- | 100% v W0 &4
I | = Process Inspector |+ 2 Process Modeler Service Modeler ) Library
2 Process Instances 22 | Services in Debug d S k2 -0
Showing tasks associated with Process Instance #1523
Instance Name Process Status Due Date  Status Crner Subject Priarity Due D.
% Process Claim:153 Process Claim  Active Dec 26, 2 Mew tw_admin  Task: Customer Details and At... MNormal Dec 14
< E RS >
~ B||= execu.. i |Bresk.. |~ 8
. A ]
E Cusb:mer Service Represerjtatwe (CSR) = + 2 BFD Instance (#153)
e takes in custormer information and 5.2 Execution Tree
= Customer attaches related documents (pictures, ete.), :
g S —| Details and =-£% Process Claim
2 Ctart Attachrnent5+ 22 Customer Detail
3
Clerk receives the claim
o and attached docurnents.
g The claim is reviewed,
o carrected (if required), Review and
E and certified. Certify
8 Claim
E
[l The eMail is generated
o and sent 1o the Clerk.
i o _ Adjuster receives claim &
0 Thls tlmer is et 1o fire attached documents.
2 immediately after start Claims are investigated
o of task., Most implementations r and payment is authorize
] typically DO MOT use email Inwestigate < »
‘c.":-s notification for each/every and - =
E’? due task in & process, It's Authorize 0d=Variab... & Execu... m|
shown here for purpose + ———— Select a node in the Execution St:
of email attachment The eMail is generated
exarmple. and sent o the Adjuster.
o Payrment authoriza
£
:E Print and forwarded to acco 3z
¢ >
Overview |Diagram Wariables Tracking Process KPIs | SharePoint
e
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3) Start the Customer Details and Attachments task. The following browser window should

open:
(Note: you might be prompted with a login request prior to seeing this web-page)

2 Claim Processing, - Mozilla Firefox
File Edit Wiew History Bookmarks Tools Help

- C " /’; -4t (@t iotn sl eamwarks/t 77 - | [ICl- 3
Claim Processing 3! Miew Process Help | v

Customer Details and Attachments

Customer
First Name ‘th |

Last Name ‘Smlth |
Palicy MNumber: ‘1234 |

Document
’V Mo Documents Attached

Add Document

o #

Done

4) Select a sample document as an attachment and click “OK” in the upload document
section.

© Claim Processing - Mozilla Firefox
Eile Edit “iew History Bookmarks Tools Help

S - :;i "é: fay I:= hitp - #/ottn: 8081 frearmworks/f 7 - | |[G]- P

g |
Claim Processing & Migw Process Help |

Custemer Details and Attachments

Customer
First Name: ‘Bob |

Last Mame: ‘Smilh |
Palicy Murmnber: ‘1234 |

—Documents

Mo Docurnents Attached
Upload Docurment

Type

File |Cia_soratchiass_sample_attach.dac [ Browse. ]

rDone S & 1
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5) Click “OK” to complete CSR’s “attach document” task.

) Claim Processing - Mozilla Firefox
File Edit Wiew Higtory Bookmarks Took Help

@ - - :,i vé? (| @ | htpeotoiE0eeamw 77 - ([Gl- P

Claim Processing 3/ View Process Help | g
Customer Details and Attachments
Customer

First Name: [Bob |

Last Mame: |Sm\lh |

Palicy Mumber: |1234 |

Docurnents
Ti File isi ision Date Last Modified By
sample_attach asa sample sttach.doc 1 2008-12-12 253 PM b _acmin Update

Add Document

rDDne o # 1

6) Check your Outlook Express email client. You should see the Teamworks generated
email message

& Claim Teamworks email message = E|E|
Eile Edit W“ew Tools Message Help -:,'
E‘J ﬁ" "PS i x @ 0 |,
Reply Reply All - Forward Print Delete Prewiols Mext Addresses
From: bob@ mydormain.com
Date: Friday, Decerber 12, 2008 2:56 PM
To: bob@mydomain.com
Subject: Claim Tearnworks email message

Claim 15 ready for review

Link to Claim
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7) Click the link to launch the referenced task. This link should take us into the Clerk’s
“Review and Certify Claim” task. Since | re-used the same service/coach for CSR, Clerk,
and Adjuster tasks — this form will look exactly the same as the one seen for CSR
(above).

9 Claim Processing - Mozilla Firefox

File Edit ¥iew History Bookmarks Tools Help

@ - - ‘;; - é; {av | @& |http:/flacalost:e0atteamwarks, 77 - | |[Gl- s
3 coogle | GaryS @ register & nyTimes Economist [@ NewEgg & EggxPert &g Lombardi Support »
48 Clairm Processing a8 Claim Processing %] -
/42 Do you want Firefox to remember this passwaord? i Remermber ] ’Ngver for This Site ] ’ Mot Maw ] 8
Claim Processing ! View Process Helo | g
Customer Details and Attachments
Customer

First Marne: |Bnb ‘

Last Marme: |Smith ‘

Paolicy Number: |1234 ‘

Documents
TitleHame File Hame/URL Revision Revision Date Last Modified By
zample_sttach aaa sample atach.doc 1 2008-12-12 2:53 P e _aiclimin Updste
Add Document
Dione o &

8) Run the rest of the BPD and tasks through to completion.
The other tasks simply repeat the above...
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