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Journey Workspaces Overview

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

Efficient resolution and assistance for customers is an essential part of omni-channel
customer acquisition. Journey Workspaces, powered by Journey Manager, is an integral

module of the Temenos Journey Manager that enables your organization to improve

the quality of customer experience with onboarding assistance, rapid resolution, and
communication of progress, regardless of the channel they are applying from.

What is Workspaces?

Journey Workspaces is a highly configurable and feature-rich business portal for bank-
ing staff, designed to support resolution and customer service activities related to
account opening and onboarding directly in the account opening process. Workspaces
supports adigital workflow for in-bound applications that enables bank staff to initiate,
review and resolve customer applications, and provide great customer service. Bank
staff are offered an efficient method of receiving, tracking, organizing, and resolving
pending applications that improves both their productivity and the accuracy of the
application review process.

In the Workspaces portal, you can search and filter to find an application then view all
the key application details, enabling bank staff to provide aricher customer assistance
experience and make an informed decision about an application's outcome. You can fil-
ter and assign applications for review based on criteria such as workloads, decision
status, risk, or incomplete application data. Application assignment features enable
managers to control staff workloads, helpingto reduce the onboarding delays that can
lead to customer dissatisfaction. Throughout the account opening process, Work-
spaces captures notes and user- and system-initiated actions that document an easy-
to-understand audit trail of the application life cycle. With visibility into all the applic-
ation information at your fingertips, you can quickly resolve pending applications with a
final decision and communicate back to the applicant to increase customer acquis-
itions and improve customer service.

Out of the box, Workspaces comes with a collection of thoughtfully designed, pre-
tested templates for several role-based spaces that facilitate processing, helpdesk, and

Journey Workspaces Overview -14 -


https://journey.temenos.com/docs/Manager/index.htm
https://journey.temenos.com/docs/Platform/index.htm

application management activities as well as kick-starting applications on behalf of cus-
tomers and monitoring their progress. These templates represent common work scen-
arios and take advantage of third-party integrations to add meaningful features. The
templates accelerate the installation and configuration process and can also be used as
the basis for your own custom Workspaces experience.

Who is Workspaces for?
Workspaces provides features for several user types or purposes.

Processing Workspaces offers review capabilities for pending applic-

Review g aff ations that need manual action.
Helpdesk Workspaces allows support staff to find any application
Support gt aff that needs further assistance quickly and easily.

Assisted Chan-Workspaces allows assisted channel staff to kick start the
Assist gl staff application process and track application progress.

Managers / Workspaces provides tasks management capabilities for
Manage gypervisors managers.

. The Workspaces Applicants space offers a self-service
Applic- Authenticated _ . _
Pp Aoplicant portal for managing application creation, follow-ups, and
, icants _ o
ations PP keeping track of application progress.

To learn more about the Workspaces Applicants space, see Workspaces Applicants

Space Overview, The Applicants Space Search Screen, and The Applicants Space Details

Screen.

Getting Started

Configuration

Workspaces is a highly configurable product, so we provide a set of default con-
figurationsto get you up and running faster. You can download the Workspaces dis-
tribution, including the default configurations. More information is available in the
Workspaces technical documentation to help you configure your Workspaces portal to

meet your needs.
Browser Support

Journey Workspaces has been designed for and tested against the following web
browsers.
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o Google Chrome
o Mozilla Firefox
« Microsoft Edge

NOTE

Journey Workspaces support for Internet Explorer is discontinued. For details,
see Update on TJM Support for IEIL

For the best experience, we recommend that you use the latest version of Chrome, Fire-
fox, or Edge, and that you keep your browser updated, especially through the applic-
ation of security patches.

While you may be able to access Journey Workspaces using other browsers, there's no
guarantee that everything will work, and you may not enjoy the great user experience
available when using a supported browser. We strongly recommend that you use a sup-
ported browser for the best Journey Workspaces experience.

What's new ?

Here's some information to help you discover the great new features and improvements
in each Workspaces release.

[ ]
O B N[N |
o o o
SFIRBIR

©
B

& o
B3

Key featuresincluded in this release:

« Improved Ul and UX: Journey Workspaces and Journey Applicants have a fresh
new user interface and improved user experience.

- Table row expansion: Expand table rows on the List, displaying additional inform-
ation asacustom card.

« Dedicated application and task panes: An improved application details screen
with dedicated panes for application- and task-level content.
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« New task switcher: A new task switcher makes switching between tasks in an
application seamless.
« Consolidated notes: A dedicated Notes card brings all notes added across an
application together in one location.
« Reply to notes: Anew commentsfeature letsusersreplyto any application note
and view all the replies as athreaded conversation.
« Simplified application timeline: A streamlined application timeline feature that
displays just the different stages of application progression.
o Custom card enhancements: Including:
o Support for an alert icon on custom card tabs
o Customizethelinkicon for invoking a fluent function
« Tooltipsfor linkiconsin custom cards
« Restored the numerical information display as a chart
- Extended table cards support tables as a subsection
o Error framework improvements: The error reporting framework provides addi-
tional information about mapping field configuration errors.
« Receipt improvements: Improvementsto thereceipts data sourceto ensure Work-
spaces users can view receipts across the application.
« Mobile responsive design: A fully responsive Journey Applicants app for desktop
and mobile in both landscape and portrait orientations.
o Improved modal windows: Modal window improvements include an optimized
viewing area based on its content type.
« Material icons: Configuration now supports using any Material iconsin Journey
Workspaces and Journey Applicants.
. Data source improvements: Configure the Workspaces List screen using data
from job propertiesin addition to the transaction metadata.
« On-screen configuration editor: Improvementsto the experimental on-screen
Workspaces configuration editor including a preview of changes.

Key features included in this release:

« Improved Ul and UX: A fresh new user interface for improved user experience.

o Support for white-label themes: Allows dynamic branding based on the logged-in
user.

« Space Grouping: Group related spaces under the new hamburger menu which also

shares reusable configurations.
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e Custom Card Grouping: Improved custom cards that now allow several custom
cardsto be grouped within tabs.

o Fluent Functions: Native support for invoking Fluent Functions in Workspaces;
available for custom actions, custom card links, and as a data source for custom
cards.

o Bulk Actions: Perform a bulk operation of several commonly used actions: claim,

release, assign, reassign, withdraw, and recover.
« Reassign Tasks: Reassign tasks without needing to unassign them first.
« Timeline Stepper: Anew timeline stepper feature that provides atramline view of

application progress.

« Tooltips: Tooltips are now supported to display additional information on the List
screen's table and in the Details screen's key info card.

o Improved Modal Window: Enhanced with an optimized content viewing area, and

an option to open formsin anew browser tab.

e Rules Support: Configuration now supportsrule definitionsto control the display
of custom actions, custom cards, and the upload attachments button.

- Material Icons: Use any Material icons in Workspaces and Journey Applicants con-
figurations.

« Additional Data Sources: Configure the Workspaces Details screen using data
from the initial transaction’s properties, Fluent Functions, and job propertiesin
addition to the current transaction’s metadata.

« On-screen Configuration Editor: A new experimental feature to edit Workspaces
configurations from the Workspaces Ul and preview the changes.

Here's what's new and improved in Workspaces 22.04.

Improved
_ build and Improved version control in Product Artifactory that
construction .
deployment allows easy accessto a specific Workspaces release.

process

A brand-new Operations portal that allows operations

admin
| _t Operations staff and administratorsto search and view TJM trans-
anel_set-
P i - Space actions when providing operational assistance to banks
ings
J and their customers.
_ _ Theme sup- .
picture_in_ . . Applyathemeto the Applicant space to match bank
. port in Applic- _
picture_alt branding and color schemes.
ant space
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Notes feature A new notesfeaturein the Applicant space that allows

speaker_ . . . . . ,
. in Applicant  applicantsto communicate directly with bank staff for

notes
space assistance during the application process.
s h Improvementsto the Workspaces search feature, allow-

earc

search , ingthe user toreturnto the parent view quickly after com-

improvements ,
pleting a search.
view_ Timeline Improvementsto the Application timeline feature to filter

timeline improvements out tasks or transactions that are not required.

Improvementsto the Workspaces notes feature to make
speaker_ Notes ] ] ] _ ) _
_ it easier for bank staff to communicate with applicantsin
notes Improvements _
the Applicant space.

Migration to

build circl new auto- Migration from the old web driver framework to the Night-

uild_circle
- mation frame- watch framework for API, config, and Ul automation.

work
Here's what's new and improved in Workspaces 2111

Improved build and An improved build and deployment process for Workspaces is
deployment process now available from the Product Artifactory.

Applicant Space tem- A fully configurable workspace for authenticated non-bank
plate usersto manage the application journey.

Support for Job Prop-Support for configuring the Key Info card and custom cards
erties using the application's job properties.

Localization improve- Support for switching the language within Workspaces, and

ments other minor enhancementsto thelocalization framework.
Search improve- Configure search to include fields that are not part of the item
ments list data.

Here's what's new and improved in Workspaces 20.05.

Improved build and An improved build and deployment process for Workspaces that
deployment pro- supports seamlessintegration to your DevOps practices such as
cess Cl/CD.

Task- specific Task-specific actions are presented alongside each task in an
actions application to give you confidence you are acting on the right task.
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A new focused search option that lets you search on a specific
Focused search S )
application dataitem and get results faster.

Improved Ul / UX  Afresh new user interface for an improved user experience.

Improved custom Improved custom card configuration including permission control
card configurations and an option to hide empty/null data.

Improved session _ ) . . . .
Automatic session logout after a defined period of inactivity.

logout
Date picker Enhancementsto the date picker to support single date selection
enhancements and custom date formats.

Enhanced search/- New search/filter behavior on the List pages: the latest search/-
filter behavior filter isretained in each space until cleared or the session ends.

Enhanced applic- The assignee full name is displayed when assigningatask to a
ation assignment  user.

Enhanced applic- An enhanced view configuration extending control over line wrap-

ation listing pingin datatables.
Enhanced doc- Attachment name is now included for each item in the Documents
uments panel panel.

Watch this video to discover the great new features and improvements in Workspaces
19.11
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Watch this video to discover the great new features and improvementsin Workspaces
19.05.

% TEMENOS

Watch this video to discover the great new features and improvements in Workspaces
18.11
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Workspaces

Part of the 18.11 releas
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Journey Workspaces Features

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 23.04Thistopic was updated for the 23.04 release

Journey Workspaces comes packed with a wide range of features empowering you to
improve your customers' experience with onboarding assistance, rapid application res-
olution, and communication of progress, regardless of the channel they are applying
from. Out of the box, Workspaces includes the features you need to accomplish your
business objectives.

Main Features

« Review: Review capabilities for pending applications that need manual action.
« Helpdesk: Support staff can quickly and easily find any application to provide

assistance.
« Assist: Assisted channel staff can kick start the application process and monitor

progress.

« Manage: Task management capabilities for managers and supervisors.

« Applicants: A self-service portal where authenticated applicants can manage
applications.

Features by Release

Each release of Journey Workspaces has new features, enhancements, and bug fixesto
provide you with the best-in-class software and to accelerate business agility and
improvements across the board. The key features for each major Workspaces release
are listed below.

Journey Workspaces 23.04

To view the release notes and learn about all the new features, improvements, and bug
fixesin this release, see Journey Workspaces 23.04.

The following key features are included in this release:

« Improved Ul and UX: Journey Workspaces and Journey Applicants have a fresh
new user interface and improved user experience.
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o Table row expansion: Expand table rows on the List, displaying additional inform-
ation as a custom card.
« Dedicated application and task panes: An improved application details screen
with dedicated panes for application- and task-level content.
« New task switcher: A new task switcher makes switching between tasks in an
application seamless.
« Consolidated notes: A dedicated Notes card brings all notes added across an
application together in one location.
« Reply to notes: Anew comments feature letsusersreplyto any application note
and view all thereplies as athreaded conversation.
o Simplified application timeline: A streamlined application timeline feature that
displays just the different stages of application progression.
o Custom card enhancements: Including:
o Support for an alert icon on custom card tabs
o Customizethelinkicon for invoking a fluent function
o Tooltipsfor linkiconsin custom cards
« Restored the numerical information display as a chart
« Extended table cards support tables as a subsection
o Error framework improvements: The error reporting framework provides addi-
tional information about mapping field configuration errors.
« Receipt improvements: Improvementsto the receipts data source to ensure Work-
spaces users can view receipts across the application.
« Mobile responsive design: A fully responsive Journey Applicants app for desktop
and mobile in both landscape and portrait orientations.
o Improved modal windows: Modal window improvements include an optimized
viewing area based on its content type.
« Material icons: Configuration now supports using any Material iconsin Journey
Workspaces and Journey Applicants.
« Data source improvements: Configure the Workspaces List screen using data
from job propertiesin addition to the transaction metadata.
« On-screen configuration editor: Improvementsto the experimental on-screen
Workspaces configuration editor including a preview of changes.

Journey Workspaces 22.10

To view the release notes and learn about all the new features, improvements, and bug
fixes in this release, see Journey Workspaces 22.10.

The following key features are included in this release:
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o Improved Ul and UX: A fresh new user interface for improved user experience.

o Support for white-label themes: Allows dynamic branding based on the logged-in
user.

« Space Grouping: Group related spaces under the new hamburger menu which also

shares reusable configurations.

e Custom Card Grouping: Improved custom cards that now allow several custom
cardsto be grouped within tabs.

o Fluent Functions: Native support for invoking Fluent Functions in Workspaces;
available for custom actions, custom card links, and as a data source for custom
cards.

o Bulk Actions: Perform abulk operation of several commonly used actions: claim,

release, assign, reassign, withdraw, and recover.
« Reassign Tasks: Reassign tasks without needing to unassign them first.
o Timeline Stepper: Anew timeline stepper feature that provides atramline view of

application progress.

o Tooltips: Tooltips are now supported to display additional information on the List
screen'stable and in the Details screen's key info card.

o Improved Modal Window: Enhanced with an optimized content viewing area, and

an option to open formsin anew browser tab.

o Rules Support: Configuration now supportsrule definitionsto control the display
of custom actions, custom cards, and the upload attachments button.

o Material Icons: Use any Material icons in Workspaces and Journey Applicants con-
figurations.

« Additional Data Sources: Configure the Workspaces Details screen using data
from the initial transaction’s properties, Fluent Functions, and job propertiesin
addition to the current transaction’s metadata.

« On-screen Configuration Editor: A new experimental feature to edit Workspaces
configurations from the Workspaces Ul and preview the changes.

Journey Workspaces 22.04

To view the release notes and learn about all the new features, improvements, and bug
fixes in this release, see Journey Workspaces 22.04.

Key Features Description

Improved build ) , )
d deol Improved version control in Product Artifactory that allows easy
and deploy-
poy access to a specific Workspaces release.
ment process
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Key Features Description

A brand-new Operations portal that allows operations staff and admin-
istrators to search and view TIM transactions when providing oper-
ational assistance to banks and their customers.

Operations
Space

Theme support _ .
. _ Apply athemeto the Applicant space to match bank branding and
in Applicant
space

color schemes.

Notes feature A new notesfeaturein the Applicant space that allows applicantsto
in Applicant communicate directly with bank staff for assistance during the applic-
space ation process.

Search Improvementsto the Workspaces search feature, allowing the user to
improvements returnto the parent view quickly after completing a search.

Timeline Improvementsto the Application timeline feature to filter out tasks or
improvements transactionsthat are not required.

Notesimprove- Improvementsto the Workspaces notes feature to make it easier for

ments bank staff to communicate with applicantsin the Applicant space.
Migration to
new auto- Migration from the old web driver framework to the Nightwatch frame-

mation frame- work for API, config, and Ul automation.
work

Journey Workspaces 2111

To view the release notes and learn about all the new features, improvements, and bug
fixesin this release, see Journey Workspaces 2111

Key Features Description

Improved build and An improved build and deployment process for Workspaces is
deployment process now available from the Product Artifactory.

Applicant Space tem- A fully configurable workspace for authenticated non-bank
plate usersto manage the application journey.

Support for Job Prop-Support for configuring the Key Info card and custom cards
erties using the application's job properties.

Localization improve-Support for switching the Ul language within Workspaces, and
ments other minor enhancementsto thelocalization framework.
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Key Features

Search improve-
ments

Description

Configure the search featureto include fields that are not part
of the item list data.

Journey Workspaces 20.05

To view the release notes and learn about all the new features, improvements, and bug
fixes in this release, see Journey Workspaces 20.05.

Key Features

Description

Improved build and An improved build and deployment process for Workspaces that

deployment pro-
cess

Task- specific
actions

Focused search

Improved Ul / UX

Improved custom

supports seamlessintegration to your dev-ops practices such as
Cl/CD.

Task- specific actions are presented alongside each task in an
application to give you confidence you're acting on the right task.

A new focused search option that lets you search on a specific
application dataitem and get results faster.

A fresh new user interface for an improved user experience.

Improved custom card configuration including permission control

card configurations and an option to hide empty or null data.

Improved session
logout

Date picker
enhancements

Enhanced search/-
filter behavior

Enhanced applic-
ation assignment
Enhanced applic-
ation listing
Enhanced doc-
uments panel

Automatic session logout after a defined period of inactivity.

Enhancementsto the date picker to support single date selection
and custom date formats.

New search and filter behaviour on the List pages, with the latest
search/filter retained in each space until cleared or the session
ends.

The assignee full name is displayed when assigning atask to a user.

An enhanced view configuration, extending control over line wrap-
ping in datatables.

Attachment name is now included for each item in the Documents
panel.
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Journey Workspaces 19.11

To view the release notes and learn about all the new features, improvements, and bug
fixes in this release, see Journey Workspaces 19.11

Key Features Description

Multi-applicant / _ _ . L . . :
An improved interface for viewing applications with multiple applic-

multi- product
ants and products.

interface
Workspaces Enhancementsto the supported actions, now offering custom
actions actions and permission control.
Withdraw an . . L

. The ability to withdraw a saved application from Workspaces.
application

Recover an applic-

‘i The ability to recover an abandoned application from Workspaces.
ation

Detailed console reporting of configuration errorsthat easesthe

Console error _ _ _ _ ] ]
. effort required by solution builders when debugging configuration

reporting _

issues.

o The ability to add a visual indicator in the application listing screen
Application SLA . L : L
to keep track of crucial service indicators like application SLA.

An enhanced documents card interface and configuration that sup-
Documentscard portsoptionstoinclude or exclude certain documents using pat-
tern matching.

- lat Improved out-of-the-box templates for processing staff, helpdesk
emplates
P staff, assisted channel staff, and manager personas.

Journey Workspaces 19.05

To view the release notes and learn about all the new features, improvements, and bug
fixes in this release, see Journey Workspaces 19.05.

Key L
Description
Features

Role based An improved interface for viewing applications with multiple applicants
spaces and products.

Task man- Enhancementsto the supported actions that now offers custom actions
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Key oL
Description
Features

agement and permission control.
Kickstart . . o

o The ability to withdraw a saved application from Workspaces.
applications
Key Info card The ability to recover an abandoned application from Workspaces.
Multi applic- Detailed console reporting of configuration errors that easesthe effort
ant support required by solution buildersto debug configuration issues.
Application The abilityto add a visual indicator in the application listing screen to
Timeline keep track of crucial service indicators like application SLA.
Documents An enhanced documents card interface and configuration that supports
card optionsto include or exclude certain documents using pattern matching.

- lat Improved out-of-the-box templates for processing staff, helpdesk staff,
emplates
P assisted channel staff and manager personas.

Journey Workspaces 18.11

To view the release notes and learn about all the new features, improvements, and bug
fixes in this release, see Journey Workspaces 18.11

Key o
Description
Features
Aview isapre-created filter that allows agentsto get to the tasks that
they must work on quickly.
Views offer the following benefits:
Views
« An efficient way to keep track of pending applicationsthat need to
be processed.
« High visibility on the applications that enter and exit task queues.
« Reduceoverall timeto find the tasks that need to be processed.
Views can be further refined to support the needs of processing agents by
filtering and/or sorting on specific task list columns.
Filters

Filters offer the following benefits:

« Augment aview's pre-configured criteria.
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Key
Features

Applicant
Info

Background
Checks

Application
Timeline

Attached
Documents

Description

o Allows further narrowing down on search criteria.
« Specify multiple filter conditions to hone in on specific applications.

Applicant info summarizesthe key information about the applicants.
Applicant Info offer the following benefits:

o Asimple summary about the applicantsin an application.

« See key applicant details like name and phone number at a glance.

« Easily differentiate between applications with a single applicant or
joint applicants.

Validation results from third- party services can be seamlessly integrated
and viewed in Transact Workspaces.

Background Checks offer the following benefits:

« Summarisetheresults from integrated third-party services.
« Visual indicatorsthat aid in identifying the actions required on
pending applications.

A simple application timeline with the ability to add and review notes.
The Application Timeline offersthe following benefits:

« Astreamlined wayto track the stages that an application has com-
pleted.

« Aspace for processing agentsto add and review notes about the
application.

Add and review the attached documents captured at various application
stages.

Attached Documents offer the following benefits:

« Acentralized place for reviewing documents attached to the applic-
ation at various stages.

« Attach additional supporting documents while reviewing the applic-
ation.
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Workspaces core concepts

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

Journey Workspaces is underpinned by a set of core concepts. Learning about these
concepts will help you to understand how Workspaces works, allowing you to get the
most out of your Workspaces experience.

« Roles and Spaces

Applications and Tasks

o Service Level Agreement (SLA) | 19.11This feature was introduced in 19.11
o Queues

. Views

« Access Control

Roles and spaces

Roles and spaces are used together in Workspaces to define workflow solutions for vari-
OouS purposes.

« ARolerepresents aresponsibility you might have or a job you need to do, aligned
with a specific user type. Roles control user access to various Workspaces fea-
tures (including spaces).

« A Spaceisaconfiguration of Workspaces features, such as queues, views and fil-
ters.

« Several spaces can be grouped together under a Space Group which imposes com-
mon access permissions to all spaces under it.

Workspaces has been designed with several default spaces, each of which is associated
with arole and configured with features to facilitate the actions required to fulfill the
space'sintended purpose.

Space Used by (Role) Description
Task Processing Offers review capabilities for pending applications that
Review?! staff need manual action.
Document Processing Offers review capabilities for tasks assigned to customers
Requests!  staff and which require their action.
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Space Used by (Role) Description
Find applications quickly and easily to provide prompt

Helpdesk Helpdesk staff _
and accurate customer assistance.

Assisted Relationship Kick start the application process on behalf of customers,
Channel managers and monitor application progress.

Managers and _ I
Manage . Provides task management capabilities.
supervisors

Allows applicants and their representatives to interact

Applicants Applicants _ . _
with applications through to completion.

1 Bydefault,the Task Review and Document Requests spaces are group together
under a Process space group.

The default Workspaces configuration caters for bank staff in various roles, and
includes all of these spaces except the Applicants space. A separate Workspaces portal
for use by applicants and their authorized representatives is often configured with just
the Applicants space. Regardless of how Workspaces is configured, only authenticated
users can access it, and you'll only see those spacesthat are accessible to you.

Applications and tasks

It'simportant to understand the difference between an application and a task.

« An application,sometimesreferred to as an application form, refersto both the
form that you enter data into when applying for a product and the data itself. The
life cycle of an application progresses through various stages, from the initial sub-
mission to a final decision or even abandonment.

« Atask represents an application at a particular stage of its life cycle, or step in the
processing of an application. As atask movesthrough its life cycle, it becomes
available on different queues making the task available for attention by the staff
that have accessto each queue.

Abandoned applications

Sometimes, an application is started but not saved or submitted. This could be a delib-
erate choice by the applicant, but it may also be due to circumstances beyond the
applicant's control; for example, if their browser crashes or the form session times out.
Regardless of how or why it happens, an application that hasn't been saved or
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submitted eventually becomes abandoned (assuming the application form has been
configured with the background save feature enabled).

NOTE

An abandoned application does not have an assignee. An application must be sub-
mitted before it can be assigned or claimed.

After an application has become abandoned, the applicant may decide that they want
to continue their application. Workspaces allows you to recover an abandoned applic-
ation, within a configured time frame, so that the applicant can continue the applic-
ation they started without having to re-enter any saved information.

NOTE

Any Personally Identifiable Information (PIl) in arecovered application is not
available if the dataretention period has expired.

Service level agreement (SLA)

Workspaces enables you to monitor the progress of each submitted application against
a crucial service indicator, such as an SLAL(Service Level Agreement). The Workspaces
SLA feature follows athree-stage time-based approach using two pre-configured time
periods:

e« SLA Period — The maximum amount of time allowed to complete processing of
the application under the terms of the SLA.

« SLA Warning Period — An amount of time, shorter than the SLA Period, during
which the application will be flagged as approaching the end of the SLA Period.

The terms of an SLA will stipulate the SLA Period's duration and when it commences.
It'scommon for the SLA Period to commence when the application is submitted but it
may be any time after this. While the SLA Period is measured from when it commences
into the future, the Warning Period, by contrast, starts at a point in time measured back-

1A service-level agreement (SLA) is a commitment between a service provider and a cli-
ent. Particular aspects of the service — quality, availability, responsibilities — are agreed
between the service provider and the service user.
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wards from the end of the SLA Period. The following diagram illustratesthe rela-
tionship between the two periods and the key SLA milestones.

SLA Period Enter SLA SLA Period
Commences Warning Period Breached

l | v

SLA Warning Period

SLA Period In breach of SLA

You can easily monitor the progress of applications against an SLA using the SLA Expiry
field in the Key Info card on the Details screen. Also, in the Task Review space and Man-
age spaces, there'sagraphical SLA indicator in the item list that provides an overview

of application processing progress at a glance.

Queues

The default configuration of the Task Review space and Manage spaces in the Journey
Workspaces portal includes a default queue selection. A queue acts as the source of
tasks for populatingtheitem list. The default setting is selected automatically when
the List screen is displayed causing various screen elementsto be updated, and reflect-
ing the tasks that are now available for the selected queue; for example,the number of
tasks available in the queue and the itemsin the item list.

You may have accessto more than one queue. If you do, you can select aqueue to see a
different set of tasks. When you select a queue, theitem list on the List screen is

updated to show tasks that are available in the selected queue, and the item count is
updated accordingly.

e« 20.05 and later
e Prior to 20.05
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Workspaces core concepts
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Process
ess

Workspaces .
JOURNEY MANAGER

Queues

All 19 Nov 2019 - 17 Dec 2019

Item Count

vvvvv

Al sutstanding 19 Unassigned

Worksp a1ces o
JOURNEY MANAGER

Assigned to me

completed tasks

Views

Process

A Al

19 Nov 2019-17 Dec 2019

vvvvv

Alloutstanding 13 Unassigned

Error Review

Fraud Review

Jple’ instead of "Appl"
Manual Review

App I Primary applicant Product

Process

QUEUES CREATED DATE

Fraud Review

19 Nov 2019 - 17 Dec 2019

Appage v Current queue Current task

Assigned to me

Completed tasks

Filter =

Task Created Assigned to Last modified

Updated Item Count

wwwww

Alloutstanding '3 Unassigned

e Type exact text to match; e.g. "Apple” instead of "Appl"

AppID Primary applicant Product

4CIWBWL Robin Deposit Account Opening
NCP3745 APEPtraJEl Deposit Account Opening
92XCQ5P FWbUygtyqf Deposit Account Opening

Appage & Current queue Current task

21 days ago Fraud Review DAQ - Fraud Review
21 days ago Updated Item List ~ pac-Fraud review
21 days ago Fraud Review DAC- Fraud Review

Assigned to me

Completed tasks

Filter =

Task Created Assigned o Last modified

21 days ago kparameswaran@temenos.com 16 Dec 2019 03:07 pm

2 minutes 2go

The default configuration of each Journey Workspaces space includes a default view
selection. Aview is a predefined configuration of item list fields, view filters and sort
options. These default settings are selected automatically when a List screen is dis-
played causing various screen elementsto be updated, and reflecting the tasks that are

now available for the selected view.

You may have several views to choose from. When you select a view, the item list on the
List isupdated to show items that meet the filter and sort criteria defined for the selec-
ted view, and the item count isupdated accordingly.

e« 20.05 and later

e Prior to 20.05
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in7 days ZGFV62V Adam Cooper Deposit Account 7 days ago Manual Review DAO - Manual 7 days ago - -
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Rowsperpage 25~  120f2

Updated Item

Workspaces 10

JOURNEY MANAGER now

Item Count

Process
Process

VIEWS

BY QUEUES & CREATED DATE o
ﬂ Al 19 Nov 2019-17 Dec 2019 All outstanding 18 Unassigned Assigned to me Completed tasks
Helpdesk
T @ Type exact text to match; e.g. “Apple’ instead of "Appl" Filter =
Assisted Channe
App 1D Primary applicant Product Appage ¥ Current queue Current task Task Created Assigned to Lastmodified
Manage
HUSLIWG Mickey Mouse Deposit Account Opening yesterday Manual Review DAO - Manual Review yesterday
HM3XQNL Applicant Deposit Account Opening 21 days ago Manual Review DAQ - Manul Review 21 days age 26 Nov 20191216 pm

3] Losont
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JOURNEY MANAGER

Process Selected View Updated Item Count
Process
views
2| o= CREATED DATE o
ﬂ Al 19 Nov 2019 - 17 Dec 2019 All outstanding Unassigned Assignedtome 1 Completed tasks
Helpdesk
LA e Type exact text to match; e.g. "Apple" instead of "Appl" Filter
Assisted Channel
App ID Primary applicant Product Appage ¥ Current queue Current task Task Created Assigned to Last modified
Manage
HVSLIWG Mickey Mouse Deposit Account Opening yesterday Manual Review DAO - Manual Review yesterday -
Rows parpage 10w 1
Updated Item List

Access control

Your Journey Workspaces portal imposes various restrictions that constrain your
access to Workspaces features and elements such as spaces, queues, tasks and applic-
ations, and the portal itself. Your access to Workspaces features is enabled through and
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determined by configuration. If there are features that you need to use but you don't
have access to them, contact your Workspaces administrator.

Workspaces is accessible to authenticated users only. To access your Workspaces
portal, login using your Workspaces username and password which your Workspaces
administrator can provide to you. Once you have logged in, you can interact with the fea-
tures and elements that you have been given accessto, such as selecting a space to
work in or selecting a queue from alist of queues.

The spaces you can access also control which features are available to you. For
example, if you have access to the Task Review space or Manage spaces, you can select
aqueue which gives you access to the specific tasks on that queue. Then, the tasks or
applications you can access and their current state determine what actions you can
take. For more information about when various actions are available, see Workspaces

Actions.
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Workspaces Ul Tour

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11This topic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

With a consistent layout and common user interface elements, the Workspaces portal
is designed to give you a great user experience right from the start. Let'stake alook at
some of the common elements that make up the Workspaces portal user interface (Ul).

e List Screen
« Detail Screen

0_ @

@

(@ Last refreshed less than 10 seconds ago user@example.co 3] rogeut 9

| Screen Name 0
All Transactions Form Transactions Saved T bandoned T i Assigned Tasks (1) Fitter
ace Foam Name eoned dote alamna
Al T All - 12 Mar 2022 - 12 May 20 B8 All - Search Q

Tracking

Form Data
e Form Organization Created On ~

Status Wy Space Deleted User / Contact Email

520184 DAD - Manual Review workspaces ebout 4 hours saved ork

2022-05- .
12112:26:10+10:00 Spaces user@example.com

Depasit Account workspeces about 4 hours Completed 202205 Work user@example com

GuswaDs Opening ago 12T12:23:36+10:00 Spaces

about 4 hours saved Work

. kspaces 202205
T4BONJQ DAO - Approved workspaces bt T eaaei000 Somtee

about 4 hours 2022-05- Work
saved

26P3GND DA - Manual Review workspaces 200 12T12:17:31410:00 Spaces

JCQR3XS f‘\::‘icv\mem Pruning

oTest s 2022-05- N = .
QAAutoTests 2 days ago Abandoned T aasai000 Work Space another user@example.com

Attachment Pruni 05-
;;‘:l‘ ment Pruning test 2 days ago Abandoned 202205 Work

10T14:18:44+10:00 spaces

2WSPRZQ user@example.com

Depasit Account
Opening

Work

A5 ks s yS ago " 2022-05- .
6BHCMSM workspaces 2 days ago Saved S aoe 61000 Spoces another user@ezxample.com

202205 work

Wi worksp: 2 0 ar d e g Iy m
XSYFOMY Workspaces workspaces 2 days ag Abandoned I a50:55:10:00 Spaces user@example.cor

work

G4K3SVR Workspaces workspaces 2 days ago Abandoned ?aﬂ&shwm 00 Spaces

another user@example.com

" " workep: v 200 - 2022-05 Work .
WG4SQBF Workspaces workspaces 2 days ago Abandoned 10T13:56:49+10:00 Spaces another user@example.com

Rows perpage 10 + 1100f 48 >

@ Temenos Workspaces. v22.04.0 6
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o_ g | < Back to Operations (C Last refreshed half a minute ago @ user @example.com 5] Logout
L

| Task ID - QMYRQRY
E c
auvRaRY Workspaces workspaces about 17 hours ago Opened user@erample.com

Transaction Details Transaction Status Form Sessions

Transaction Details

Submission 1D Tracking Code ubmission Key
530101 QMYRQRY a8d7c4f5dd54af845f41cfa391a5637a

Form Status
Opened

Form Details

Form Name Form Version Form Type
Workspaces 21.11 JS App

Release Version Organization Space Name
workspaces Work Spaces

User Information

Created By User Operating System User Browser
user@example.com Windows 10 Chrome 100

1 Spaces navigation bar (navbar): The Spaces navbar lets you select a spaceto
work in. For example, select the Helpdesk navbar item to switch to the Helpdesk
space.

2. Screen header: The screen header displays when the content pane was last
refreshed and includes an option to refresh it. The name of the logged in user is
also displayed, and there's an option to logout.

3. Screen name: The screen name changes depending upon the screen currently dis-
played. For a List screen, the screen name isthe same asthe name of the selected
space. For a Detail screen, the screen name correspondsto an item selected on a
List screen.

4. Content pane: The majority of each screen displays content specific to the screen
type (List or Detail).

5. Screen footer: At the bottom of the screen isthe screen footer which displaysthe
application name and version.

The Spaces navbar, screen header, screen name, and screen footer provide common
functionality applicable to all Workspaces portal pages, while the content pane
presents content and features that are specific to the selected space and the screen
type (List or Detail).
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Spaces Navigation Bar

The Spaces navigation bar shows all the spaces you can access, and provides away for

you to move between them. Several related spaces may be grouped together under a

space group. Select a space item in the Spaces navbar to switch to that space.

One or more of the following spaces are available to you depending on how your Work-

spaces portal is configured and which permissions you have been given.

Space Used by (Role)

Task Processing
Review?! staff

Document Processing
Requests! staff

Helpdesk Helpdesk staff

Assisted Relationship
Channel managers

Managers and
Manage .
supervisors

Applicants Applicants

Description

Offers review capabilities for pending applications that
need manual action.

Offersreview capabilities for tasks assigned to customers
and which require their action.

Find applications quickly and easily to provide prompt
and accurate customer assistance.

Kick start the application process on behalf of customers,
and monitor application progress.

Provides task management capabilities.

Allows applicants and their representatives to interact
with applications through to completion.

1 Bydefault,the Task Review and Document Requests spaces are group together

under a Process space group.

For more information about spaces, see Roles and Spaces.
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Screen Header

The screen header iscommon to all Workspaces portal screens, displaying generic
information and providing accessto common features and menus.

e 2111
e« 20.05
e Prior to 20.05

All outstanding 2 Unassigned ,‘ Updated less than 5 seconds ago (:) Settings e Language @ Logout 5
' Page Refresh | User Profile | Ul Language Logout
Process y
Fay S Y A N N N Y Y N Y ‘

FNY S N N W N N N N N N N N N W N N NN NN

Workspaces Release I
e Temenos Workspaces. v21.11.0 I
V)
All putstanding | © Unassigned Assi( Updated a few seconds ago (?) Settings e Logout 5
< Page Refresh User Profile Logout
4
Process >

N\

000 0 000000000 PV VvV VP VIV VvV VY

4
Workspaces Release o
@ Temenos Workspaces. Version 20.05 £
F
Workspaces Release

S Workspaces .

JOURNEY MANAGER

Page Refresh User Profile

On the screen header, you can find the following features.

« When the displayed information was last refreshed, and an option to refresh the
displayed information.
« Amenu button providing access to User Profile options.
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« An option to select the language used for static text in the Workspaces Ul. | 2111
This feature was introduced in 2111
« An option to log out of your current Workspaces session.

NOTE

Workspaces 2111lintroduced an automatic session logout after a defined period
of inactivity. To learn more about configuring the session timeout period, see Ses-
sion Timeout.

Workspaces releases prior to 20.05 also display the release version number in the
header, while this has moved to the page footer in subsequent releases.

When you navigate to a Workspaces screen, the information displayed is up-to-date but
it can become stale over time. The elapsed time since the screen was last updated is
shown in the screen header on the Page Refresh button. If the screen has not been
updated recently or you want to see the latest information, click Page Refresh to
updateiit.

To access the User Profile settings, click the User Profile button (1) and select Settings
(2). Update your profile settings as required (3) and click Save (4),then close the profile
window (5). A message confirming your profile update was successful is displayed in the
bottom left corner of the main window (6). You can close the message (7) or wait for it
to go away after a few seconds.

Content Pane

This areais where the main action happens and is usually occupied by an item list (on a
List screen) or application details (on a Details screen). The default configuration
defines a List screen and a Details screen for each space. The List screens are based on
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acommon layout and can be modified as required through configuration; for more
information about List screens, see Understanding the Workspaces List Screen. Sim-

ilarly, the Details screen for each space is based on a configurable common layout; for
more information about Details screens, see Application Details Screen.

Field Data Types

Fields display information of various data types including text (name, email address,
some IDs), numbers (phone, SSN), and dates. A date may represent either a specific
point in time (date of birth) or aduration (application age).

Numbers and dates can be configured to use a variety of formats. For example:

« Phone numbers can be formatted for the current locality or to accommodate
internationalization.

« 9-digit Social Security Numbers are commonly displayed using the format "AAA-
GG- SSSS".

. Datesrepresenting a point in time can use either absolute ("1Jan 2022", "today") or

relative ("last Wednesday", "6 days ago") formats.
. Datesrepresenting aduration can use either specific ("7 days, 3 hours, 26
minutes”) or approximate ("about 7 days", "last week") formats.

Sometimes a value might be too long to fit in the space available for it; in this case, the
value is often truncated and an ellipsis ("...") isappended to indicate that you're not look-
ing at the full value. To see the full value, point your cursor at the truncated value and a
tool tip is displayed showing the full value.

By default, values in table columns wrap when they are wider than the column.
However, sometimes this behavior is undesirable, and it can be overridden for specific
columns via configuration.

Modal Window s

Workspaces has been purposefully designed to make key features and important inform-
ation available at your fingertips. However, sometimes more screen space is needed, or
an action needs more control over how it's used, and in these kinds of circumstances
Workspaces uses a modal window.

Examples of how Workspaces uses modal windows include the following.
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« View any receipt for any task associated with a selected application.
« Manage the documents attached to an application.
o Start, fill in, and save or submit a new form in the Assisted Channel space.

By default, a modal window opensin the same browser tab where you are using Work-
spaces, and in away that prevents you from interacting with the main Workspaces
screen behind it. However, a modal window can be popped out into a separate browser
tab, allowing you to close the modal and interact with Workspaces while still being able
to view thereceipt. | 22.10 This feature was introduced in 22.10.

You can interact with the elements on the modal window which may involve data entry,
or the window may simply display information in a format that wouldn't be possible or
might not present well on the main Workspaces pages.

Use the fullscreen Full Screen and fullscreen_exit Exit Full Screen iconsto control the
size of amodal window, or the open_in_new Pop Out icon to pop out the modal con-
tent into a separate browser tab. When you're finished with a modal, click the

close Close icon to close the modal window and return to the Workspaces screen
where the modal window was opened. The screen isreloaded to reflect any changes
made while the modal window was displayed.

« Modal Window
« Modal Window - Full Screen
« Modal Window - Pop Out
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Time Zones in Workspaces

When you're using Workspaces, from time to time you'll encounter dates and times
associated with items such as applications and tasks; for example, the date and time
when an application was submitted or a note was added. Workspaces captures and
stores dates and times usingthe time zone on the local computer where the action is
taking place. Similarly, all dates and times displayed in Workspaces are with respect to
thetime zone of the user’slocal computer. This means that you never need to do time
zone conversions; Workspaces always takes care of this for you.
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Understanding the Workspaces List
Screen

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Overview

Each space in a Workspaces portal is configured with a List screen that displays a list of
active application or task items, and a set of actions that you can use to work with a
selected item. Each List screen is configured with a set of common features that allow
you to control which items are displayed in the list, including the following.

« Anitem list containing a list of tasks or applications.
« Agraphical SLA indicator that lets you monitor application progress against an

SLA at aglance. | 19.11This feature was introduced in 19.11

- Aglobal view selector, used to apply a pre-defined set of fields, filters and sort
optionsto theitem list.

« Aglobalfilter for the selection of aqueue (Task Review and Manage spaces) or a
form / product type (Document Requests, Helpdesk and Assisted Channel spaces).

« Asecond global filter, Created Date, that restrictstheitemsin the item list based

on the date they were created.
« Flexible search, filter and sort optionsthat you can use to refine the set of tasks

or applicationsin the item list.
« Pagingtoolsthat allow you to browse all of the items matching your selected cri-
teria over multiple item list pages.
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The following image illustrates where you can find the common features on the List
screen using the Task Review space as an example.

e 22.10

e« 20.05- 22.04
e Prior to 20.05

= t Workspaces Upaated less than 5 seconds ago (%) Language @  Logowr 3]

Review Tasks

All outstanding 18 Unassigned Assigned to me Completed tasks URGENT

e All - 100ct 2022 - 07 Nov 2022 [ e o Al - e exact text to mal g. "Apple” instead of "Ap Q Filter = Bulk Action 1B

’ current Last
SLA App 1D Primary applicant Product App age Task ID iR - Current task Assigned to v o
AP rsle Ben Deposit Account 27 minutes . e P S
MXBAMS.S Gonzalo Benitez Opening @ a0 VM3FPLE Manual Review DAO - Manual Review
count .
MEQQPWM Ada Liang 0] 4 days ago HVNPCK7 Manual Review DAQ - Manual Review
Deposit Acce it

BFSETOX Michael Brown 0;‘“‘”}5 cooun ® 6 days ago C5D2JHS Manual Review DAO - Manual Review

‘, o Deposit Account = . , o

2WMAYCF Ben Aflack e 0:1:-'\!\!!) @ & 7 days ago D7N3N8F Manual Review DAO - Manual Review - - B

3YKBBAL Mika Salo 3;‘: iays ago 34PQJOB Manual Review DAO - Manual Review kparameswaran@avoka.com . m

HDRRCX4 adam Sandler gi‘i_"’“w e @ 12 days ago DMLLLYC Manual Review DAO - Manual Review

oo Karthik Deposit Account N P . o DAQ - Documents e ok Com

VZOKP3V Parameswaran Opening @ 12 days ago VDEDHKG Manual Review Upload xparameswaran@avoka com

75NS9RZ Adrian Miller [0] 13 days ago SDXWYSN Manual Review DAQ - Manual Review

Deposit Acce it -

CH4Q6W8 Adam Smith 0;‘“‘”}3 ceoun ® 13 days ago RCCDDDZ Manual Review DAO - Manual Review kparameswaran@avoka.com

WBJLIAM Ada Test gi‘iﬁjf;‘“”"' (6] 14 days ago JVFCESH Manual Review DAO - Manual Review yue liang@temenos.com @
r ! 1
Rows perpage 10 =  1-100119 >

A% Journey Workspaces v22.10

1 View Selector
Primary Selector
Secondary Selector
Search

View Filter

Bulk Action

Item List

Sort
Task/Application Item
Tooltip

Action Buttons
Paging Tools

SRBowo~oos»wn
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All outstanding 13 Unassigned Assigned to me Completed tasks URGENT Updated a few seconds ago () settings @) Logout 5]

Primary Selector | | Secondary Selector

Process
Queues Created Date SearCh

All s 18 Jun 2020 - 16 Jul 2020 ﬁ All w | Type exact text to match; e.g. "Apple” instead of "Ap] Q Filter =
App Task Last
sLA AppID Primary applicant product s Current task Crented Assigned to e ified
F287YSX Kirk Cousins Deposit Account aday ago Manual Review DAO - Manual aday ago nedwards@temenos.com 15 Jul 2020
opening Review
RHWQDDG Eldrick Woods Deposit Account aday ago Manual Review DAO - Manual aday ago - -
opening Review
HK5S6B6 Wardell Curry Il Deposit Account adayago Manual Review DAO - Manual aday ago - -
opening Review
wyaLyev Lionel Messi Deposit Account aday ago Manual Review DAO - Manual aday ago chowell@avoka.com 16 Jul 2020
Opening Review @
79V3QNT Cristiano Ronaldo géngﬂ‘;““’“’“ adayago Fraud Review DAO - Fraud Review aday ago - B
HOLVR3X Roger Federer Deposit Account 2 days ago DAO - Manual 2 days ago - -
opening Review
BTOWLAY James Walton Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago - -
opening Review
Py Amancio Ortega Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago . .
Gaona Opening ’ Review Y
VVRDCWL Bernard Arnault Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago - -
opening Y Review Y
S2TMXKS Wwilliam Gates gﬁgﬁﬂ;““’“"‘ 3 days ago Fraud Review DAO - Fraud Review aday ago - B
DAL68YS Jeffrey Bezos Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago - -
opening Review
ZGFV62V Adam Cooper Deposit Account 7 days ago Manual Review DAO - Manual 7 days ago - -
opening Review
NXK7V5K John Smith Deposit Account 7 days ago Manual Review DAO - Manual 7 days ago -
Opening Review Paging Tools
Rowsperpage 25~  1-130f13

@ Temenos Workspaces. Version 20.05

Workspaces .

JOURNEY MANAGER

Proces
Frocess Primary Selector | | Secondary Selector | | View Selector
ﬂ VIEWS
aveues CREATED DATE o
—— Al M 06.4un 2019 - 26 Sep 2019 All outstanding 10 Unassigned Assigned to me Completed tasks

T

Assisted Channel

e Type exact text to match; e.g. "Apple” instead of "Appl" Filter =
Manage
App 1D Primary applicant Product Appage ¥ Current queue Current task Task Created Assignedto Last modified
JALZNFS Bernard Banana Deposit Account Opening 28 days ago Fraud Review DAQ- Fraud Review 14days ago stekaya@temenos.com 17 5ep 2019 07:38 pm
FYVGETS Arnold Apple Deposit Account Opening 29 days ago Manual Review DAC - Manual Review 29 days ago stekaya@temenos.com
65L7KGF Adriana Deposit Account Opening 2months ago Fraud Review DAC- Fraud Review 2 months ago - 07 Sep 2019 03:38 am
BMNPDGQ Corey Anderson Deposit Account Opening 2months ago Fra Fraud Review 2 months ago evoitsidis@temenos.com 105ep 2019 12:09 am
6ZPKSYR Lilly Parker Deposit Account Opening 2months ago Fraud Review DAQ- Fraud Review 2 months ago kparameswaran@avoka.com 125ep 2019 08:02 am
N2QN23J sammy willis Deposit Account Opening 2months ago Manual Review DAC - Manual Review 2 months ago jpower@avoka.com 06 Sep 2019 11:52 am
TOWXBIM Minnie Moore Deposit Account Opening 3months ago Manual Review DAQ - Manual Review 3 months ago jmephee@temencs.com 20 Sep 2019 02:08 am
RVYVWA Robert Neeson Deposit Account Opening 3months ago Fraud Review DAQ- Fraud Review 2 months ago psogani@temenos.com 105ep 2019 03:08 am
$35T52V. Roslyn Mary Deposit Account Opening 3months ago Manual Review DAC - Manual Review 2 months ago stekaya@temenos.com 05 Sep 2019 01:21 am
WRINDJY Robert Bailey Deposit Account Opening 3months ago Manual Review DAQ - Manual Review 3 months ago gbenitez@avoka.com

The List screens for the Task Review and Manage spaces are configured with similar
functionality, while those for the Helpdesk and Assisted Channel spaces have some dif-
ferent behavior. The most significant difference is how the item list is populated for
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each space, but there are other differences such asthe SLA column on the Task Review
and Manage spaces.

The main element on the List screen isthe item list which displays summary inform-
ation for alist of tasks or applications. The selectors at the top of the screen, for the
global filters and view, are the main way you control and identify which tasks are dis-
played in theitem list. Up to three global filters may be configured but the default con-
figuration has just two.

« Thefirst global filter shows the name of the active queue (Task Review and Man-
age spaces) or form / product type (Helpdesk and Assisted Channel spaces), and
lets you select another queue or form / product type so that you can work with
other tasks or applications.

« The Created Date global filter lets you honein on items created in a specific
period, and displays the date or date range that is currently selected.

« The View selector shows the name of the current view, and lets you select another
view, thereby quickly and easily changing how the item list appears (including dif-
ferent fields or sort order) and which items are displayed.

If you've selected global filters and a view, and you can't see the item you’re looking for,
you can further refine the list of items using the filter and sort options. Filtering
restricts which items are displayed in the item list, and sorting determines the order
items appear in thelist. To learn more about these options, see Filter the item list and

Sort the item list.

Sometimes, you just need to find a specific task or application quickly, or you can’t see
it in the item list using the techniques described above. In these kinds of situations, you
can search for theitem to find it straight away (or not at all). To learn how to search,
see Search for Tasks.

Other times, you might not be sure which task or application you need until you see it,
so after using the selectors and filters you want to browse through the item list until
you find what you need. Workspacesincludes a set of paging tools that allow you to
browse the item list and which also allow you to choose how many items are displayed
on a page.

e 20.05 and later
e Prior to 20.05

Understanding the Workspaces List Screen - 51-



All outstanding 13 Unassigned Assigned to me Completed tasks URGENT Updated a few seconds ago () settings @) Logout 5]

Process
Item Count Queues Created Date
Al s 18 Jun 2020 - 16 Jul 2020 ﬁ All » | Type exact text to match; e.g. "Apple" instead of "Ap] Q Filter =
) App Task Last
sLA App 1D primary applicant product s Current task Crented Assigned to e ified
F287YSX Kirk Cousins Deposit Account aday ago Manual Review DAO - Manual aday ago nedwards@temenos.com 15 Jul 2020
Opening Review
RHWQDDG Eldrick Woods Deposit Account aday ago Manual Review DAO - Manual aday ago - -
Opening Review
HK5S6B6 Wardell Curry Il Deposit Account adayago Manual Review DAO - Manual aday ago - -
Opening Review
wyaLyev Lionel Messi Deposit Account aday ago Manual Review DAO - Manual aday ago chowell@avoka.com 16 Jul 2020
Opening Review
79V3QNT Cristiano Ronaldo gézﬁfg;“m“"‘ adayago Fraud Review DAO - Fraud Review aday ago - B
Deposit Account DAO - Manual B .
HOLVR3X Roger Federer opening 2 days ago even 2 days ago
BTOWLAY James Walton Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago - -
opening Review
- Amancio Ortega Deposit Account 2 days ago Manual Review DAO - Manual 2 days ago B .
Gaona Opening Review
VVRDCWL Bernard Arnault Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago - -
Opening Review
S2TMXKS Wwilliam Gates gﬁgﬁfg;“c““"‘ 3 days ago Fraud Review DAO - Fraud Review aday ago - B
DAL68YS Jeffrey Bezos Deposit Account 3 days ago Manual Review DAO - Manual 3 days ago - -
Opening Review
ZGFV62V Adam Cooper Deposit Account 7 days ago Manual Review DAO - Manual 7 days ago - -
Opening Review
NXK7V5K John Smith Deposit Account 7 days ago Manual Review DAO - Manual 7 days ago -
Opening Review
Rowsperpage 25~  1-130f13
@ Temenos Workspaces. Version 20.05
viEws
QUEVES CREATED DATE
- B [
All 08 Nov 2018 - 07 Nov 2019 Alloutstanding 13 Unassigned Assigned to me Completed tasks
Current View
e Type exact text to match; e.g. "Apple” instead of "Appl" Filter =
App ID Primary applicant Product App age & Current queue Current task Task Created Assigned to Last modified
P46785) Alison Wunderland Deposit Account Opening 1 minute ago Manual Review DAO - Manual Review 19 seconds ago - -
ZC2RS72 Happy Camper Deposit Account Opening yesterday Manual Review DAO - Manual Review yesterday deorcoran@avoka.com -
MXWYPXE Mark Spensor Deposit Account Opening 7 days ago Manual Review DAO - Manual Review 7 days ago kparameswaran@avoka.com 01 Nov 2019 11:33 am
KJTCC4B Derek Zoolander Deposit Account Opening 14 days ago Manual Review DAO - Manual Review 14 days ago mbotka@avoka.com 24 0ct 2019 03:49 pm
THLXINL Karthik Parameswaran Deposit Account Opening 15 days ago Manual Review DAO - Manual Review 15 days ago kparameswaran@avoka.com 230ct 2019 07:53 am
BLTNKVS Kevin Koalaroo Deposit Account Opening 29 days ago Manual Review DAO - Manual Review 29 days ago kparameswaran@avoka.com 15 0ct 2019 03:31 pm
JQLZNFS Bemard Banana Deposit Account Opening 2 months ago Fraud Revi Review 2 months ago psogani@temenos com 08 Oct 2019 08:58 pm
FYVGETS Amold Apple Deposit Account Opening 2 months ago Manual Review DAO - Manual Review 2 months ago stekaya@temenos.com -
ToWXEJM Minnie Moore Deposit Account Opening 5 months ago Manual Review DA - Manual Review 5 months ago jmcphee@temencs.com 06 Nov 2019 12:06 am
sasTs2v Roslyn Mary Deposit Account Opening 5 months ago Manual Review DAO - Manual Review 4months ago stekaya@temenos.com

10w 1106610

The number of items that satisfy all criteriafor selection is shown asthe Item Count
next to the view name. The global filters, current view, search and filters all contribute
to the calculation of the Item Count.

Understanding the Workspaces List Screen -52-



Once you’'ve found the task or application that you're looking for, there are three ways

you can interact with it on the List screen.

« Point your cursor at an item to reveal one or more action buttons on the right.

Click an action button to perform the corresponding action.
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Process
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X 18Jun2020- 16 Jul2020 [
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Review

DAO - Manual
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DAO - Fraud Review
DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Fraud Review

Updated a few seconds ago () Settings @) Logout 3]
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day ago -Item - g

jay ago chowell@avoka.com 6Jul 2020
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3 days ag
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3 days ag
adayago

Rows perpage 10 + 1-100f 13 >

« Click anitem to open it inthe current space's Details screen where you can see

more information about the application and interact with it further, includingto

perform actions. To learn more about working with tasks and applications on the

Details screen, see The Application Details Screen.
o Switch to the Bulk Action mode to perform an action on multiple tasks at once. To

learn about bulk actions, see Bulk Actions in Workspaces.

The available actions for atask or application item depend on the currently selected

space and theitem’s current state. The Receipt action is always available for a sub-

mitted application and similarly the View Form for saved applications, allowing you to

see the information entered by the applicant. To learn about actions including Receipt

and View Form, see Workspaces Actions.

Some actions may only be available from the Details screen. If you think an action

should be available but can't see it in the item list, try selecting the item and check if

the action is available on the Details screen.
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Item List

The main element on the List screen isthe item list which displays application and task
related information in rows and columns. Each row of the item list correspondsto a
single task or application item, with different item details shown in each column to help
you identify theitems you're interested in. The kind of information displayed in each
column is configurable, so your Workspaces portal may differ from the default con-
figuration.

Each item list column can only show a single value. However, additional values can be
displayed using atooltip, indicated by the info Tooltip icon. For example, say you have
an application covering multiple products. While an item list row representing this
application displays only the first product in the Product column, atooltip can be con-
figured to show all of the products covered by the application. To view the tooltip, point
your mouse at the info Tooltip icon. | 22.10 This feature was introduced in 22.10.

The items displayed in the item list satisfy a set of criteria selected by the user starting
with selections from the global filters and views, then refined by searching and filtering.
Items appear in the item list if they:

« Aretaskssourced from the active queue, or applications that correspond to the
value of the form / product typeglobal filter; and

« Were created on one of the dates selected in the Created Date global filter; and

« Match thefilter criteriaimposed by the current view; and

« Match any optional search or filter criteria selected by the user.

Note that the last three criteria (Created Date, view, and optional filter/search) are the
same for all spacesin the default configuration. This means we can simplify the descrip-
tion of which items appear in the item list by focusing on how the item list is populated
initially for each space in the default configuration before applyingthe common cri-
teria. Thisleads to the following:

« Inthe Task Review and Managespaces, the item list is populated with tasks for sub-
mitted applications sourced from the active queue, and that satisfy the common
criteria.

« Inthe Helpdesk space, the item list is empty initially; search for an application ID
to populate theitem list with saved or submitted applications that match the
selected form / product type, and that satisfy the common criteria.
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« Inthe Assisted Channel space, the item list is populated with saved or submitted
applications matching the selected form / product type that were created by or
are assigned to the logged-in user, and that satisfy the common criteria.

SLA Indicator

NOTE

While the SLA Indicator is available in the default configuration of Workspaces, it
may not be available in your Workspaces portal or it may appear differently
depending upon how your Workspaces portal has been configured.

In the Task Review and Manage spaces, Workspaces enables you to monitor the pro-
gress of each submitted application against a crucial service indicator, such as an SLA,
via a graphical indicator in the item list. Ared disc ® (SLA Alert) indicates that the SLA
has been breached, while an amber disc @ (SLA Warning) indicates that an SLA breach is
imminent. If no indicator is displayed, the application is still being processed within the
SLA period and not in imminent danger of breaching the SLA.

Workspaces .

JOURNEY MANAGER

B Process
Process
QUEUES CREATED DATE VIEWS
[ ~ All & 13 Feb 2020 - 23 Apr 2020 @ outstanding 12
Helpdesk
L) Q Type exact text to match; e.g. "Apple" instead of "Appl"
Assisted Channe
MNo SLA indicator - This application is within the
SLA Period and not in danger of breaching it.
SLA App Primary Product App age Current
applicant ueue
Manage Sppicar 4
SLA Warning - This application is in 16 seconds
! \ a
y danger of breaching the SLA Pericd. ago Manual Re
7TPBZ5K John Maguire Deposit Account 1 week ago Manual Re
Qpening
SLA Alert - This application has  |nt
[ ] < T breached the SLA Period. 1 manth ago Manual Re
[ | REVNAF Huav Niele Deposit Account 1 manth ann hMannal Re
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A text version of the SLA indicator is available on the Details screen, showing how pro-

cessing of the application is progressing relative to the SLA.

Queue Selector

In the Task Review and Manage spaces, the List screen allows you to interact with tasks

from any queue that you can access. The Queues selector identifies which queue is cur-

rently used as the source for populating the item list. You can select another queue

from the Queues selector if more than one queue is available to you.

NOTE

The default Workspaces configuration makes the Queues selector available in

the Task Review and Manage spaces only.

e« 20.05 and later
e Prior to 20.05
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Workspaces s

JOURNEY MANAGER

Queue Selector

Process
Process /
Q VIEWS
QUELES CREATED DATE
Helpdesk All 08 Nov 2018 - 07 Nov 2019 All outstanding 12
Assisted Channel

e Type exact text to match; e.g. "Apple" instead of "Appl"

Manage
App ID Primary applicant Product App age 4 Current queue
P467B5J Alison Wunderland Deposit Account Opening 1 minute ago Manual Review
ZC2R572 Happy Camper Deposit Account Opening yesterday Manual Review

In the Task Review and Manage spaces, when the List screen is first displayed, a default
queue is selected for you and tasks from that queue are displayed in the item list. If no
queue is selected, the item list isempty and you need to choose a queue. Thereafter,
Workspaces remembers the last queue you chose, and selects it automatically when
you open the List screen.

The available queues are listed in the Queues selector’s dropdown list as well as an All
item. You can choose any queue from the dropdown list to be the source of tasks for
populating the item list. If you choose All, the item list is populated with tasks from all
of the queues available to you.

NOTE

Selecting the Allqueues item populatesthe item list with tasks from all of the
gueues that you can access. There may be tasks on other queues that you can-
not access; these tasks are not displayed in the item list when the Allqueues
item is selected.

Form / Product Type Selector

As mentioned above, the first global filter applied to the List screen in the Helpdesk and
Assisted Channel spacesisfor aform / product type. The Form / Product Type selector
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identifiesthe currently selected form / product type, and allows you to select another
form / product typeto apply as a global filter on the item list.

NOTE

The default Workspaces configuration makes the Form / Product Type selector
available in the Helpdesk and Assisted Channel spaces only.

e« 20.05 and later
e Prior to 20.05

All my applications 128 My submitted My saved My abandoned All applications

Assisted Channel

Form / Product type Created date
Form / Product type Selector H All o 19Jun2020-17 Jul2020

AppID Primary applicant Product App created v App submitted

SDRZWEBT lan Curtis Deposit Account Opening 16 Jul 2020 16 Jul 2020

F287YSX Kirk Cousins Deposit Account Opening 15 Jul 2020 15 Jul 2020

RHWQDDG Eldrick Woods Deposit Account Opening 15 Jul 2020 15 Jul 2020

NBOMB7N Kewvin Durant Deposit Account Opening 15 Jul 2020

HK5S56B6 Wardell Curry II Deposit Account Opening 15 Jul 2020 15 Jul 2020

MFS8NCQ LeBron James Sr Deposit Account Opening 15 Jul 2020
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Workspaces s

JOURNEY MANAGER

Helpdesk
Process
Q VIEWS
a FORM / PRODUCT TYPE CREATED DATE
Helpdesk All 05 Dec 2018 - 04 Dec 2019 All form states  © Sub

Assisted Channel

Manage

e Type exact text tomatef FOrm / Product Type Selector

App ID Primary applicant Date of birth 55N # Email Phone #

3= Please search by application id

The Form / Product Type selector behaves differently to the Queues selector. Rather
than selecting the source of tasksto be displayed in the item list,the Form / Product
Type selector restricts the applications displayed by including only those that match
the selected form / product type. This has a different affect in each space dueto the
way the item list is populated in each space.

« Inthe Helpdesk space, the form / product typeglobal filter isused in conjunction
with a search for an application ID to populate the item list with applications that
match the selected form / product type.

« Inthe Assisted Channel space,the form / product typeglobal filter restrictsthe
applications displayed in the item list to just those that were created by or are
assigned to the logged-in user and which match the selected form / product type.

When the List screen is first displayed, a default form / product type is selected for you.
Thereafter, Workspacesremembersthe last form / product type you chose and selects
it automatically when you open the List screen again.

The available form / product type values are listed in the Form / Product Type
selector's dropdown list as well as an All item. You can choose any form / product type
from the dropdown list to be applied to the item list. If you choose All, the item list is
populated with applications for all form / product types that you can access.
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Aform / product type item may represent aform group. When a form group is selected,
the specific form associated with each task is displayed in the item list's Product

column. | 22.10 This feature was introduced in 22.10.

Created Date Selector

Another feature on the List screen that helpsto reduce the number of items presented
toyouisthe creation date global filter. You can access this global filter viathe Created
Date selector which displays the current creation date filter and lets you apply a dif-

ferent creation date filter.

e« 20.05 and later
e Prior to 20.05

All outstanding 12

Process

SLA App ID

F287YSX

RHWQDDG

HK5S6B6

WY3LYCV

FOV3IQNT

Understanding the
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Workspaces List Screen

Completed t

P

LIDCENT

Product

Deposit Account
Opening

Deposit Account
Opening
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JOURNEY MANAGER

Created Date Selector

Process

\ .

QUEUES CREATED DATE

v @ _
Q All 19 Nov 2019 - 17 Dec 2019 All outstanding
Helpdesk

LI

Assisted Channe

e Type exact text to match; e.g. "Apple" instead of "Appl"

App ID Primary applicant Product App age 4 Current queue
Manage

HV5LJWG Mickey Mouse Deposit Account Opening yesterday Manual Review

The default creation date filter restricts the tasks or applications displayed in the item
list to just those that were created in the last 30 days, including the current date, and
thisfilter is applied the first time you access the List screen. You can select a different
creation date filter using the Created Date selector. When you click the Created Date
selector, adate picker is displayed allowing you to choose a date or range of dates so
that you only see tasks or applications created on the selected dates. To learn more
about how to use the date picker, see "Finding Tasks and Applications" on page 65.

View Selector

The View selector provides a convenient way to control which items are displayed in the
item list. You can restrict the items you see by selecting one of the views in the View
selector.

e« 20.05 and later
e Prior to 20.05
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View Name Item Count

Vo

All outstanding (13 Unassigned Assigned to me Completed tasks > € \iew Selector settings (@) Logout 3]
Process T T
. Created Date
Current View More
A _& 19 Jun 2020 - 17 Jul 2020 ﬁ All ~ Lyme=mrmeritext to match; e.g. "Apple” instead of "Ap; Q Filter =
Primary App Current Current Task .
L0 Sl applicant Broduct age v queue task Created Assigned to
Deposit DAQ -
Kirk . 2 days Manual - § . N
F287YSX Cousins Account ago Review Manual 2 days ago nedwards@temenos.com
Opening Review
Deposit DAO -
Eldrick - 2 days Manual ~
RHWQDDG Woods Account ago Review Manual 2 days ago
Opening Review

Workspaces ) Lostupdate o

JOURMNEY MANAGER ‘) 2 minutes ago

Views Selector

Process
¢

Process
VIEWS
QUEUES CREATED
e - DATE ©
Q All 20 Nov 2( All outstanding 19 Unassigned Assigned to me Complet >
Helpdesk
T View Name ltem Count
e Type exac ple' =
Assisted
Channel
Current View
Primary 3 App Current Current
App ID applicant Product age v gueue task

Aview is a predefined item list configuration including fields, filters, and sort options.
When a view is selected, it's configuration is applied to the item list to restrict the items
displayed. You can think of a view as a shortcut for applying a set of filter and sort
options on top of adefined set of fields.

Each item in the View selector represents a view. Click an item in the View selector to
make it the current view and apply its configuration to the item list. Color highlighting
and an item count provide a visual indication of which view is selected.

If there's not enough screen space to display all the configured views, left/right scroll
buttons will appear to allow you to access all the views. The Scroll Left button appears
if the first view item is not entirely visible. Similarly, the Scroll Right icon appearsif the
last view item is not entirely visible.
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Views are configured by a Workspaces developer or administrator. As a Workspaces
user,you can’t change the way a view is defined but you can use filter and sort options
torefinetheitems displayed in the item list.

Search, Filter and Sort

As mentioned above, the item list shows task or application items that satisfy the cri-
teriadefined by the global filters and the current view. This may result in a large num-
ber of items which you might want to further refine. Workspaces includes search, filter
and sort optionsthat can help you to focus on the tasks or applicationsthat are import-
ant to you right now.

Search and filter are similar in that both reduce the number of items by matching val-
ues and fields. However, there are some key differences between these two features:

« Search looks at every field (column) in the item list (except date fields), whereas fil-
ter istargeted at specific fields.

« Search comparesthe same text to every field, whereas filter allows you to look for
a different value in each field.

« Search issupported for text fields only, while filter is supported on all datatypes
including text and dates.

To learn more about the Workspaces options for search, filter and sort, see "Finding
Tasks and Applications" on page 65.

Paging Tools

Sometimes, there aretoo many itemsto display all at once on the screen. Paging allows
you to see some of the items now then browse the item list one page at atime to see
more. Paging tools let you choose the number of itemsto display on an item list page,
and navigate (forward or backward) through the available pages of items.
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Rows per page Previous

/ !

Rows per page 10 = 1-10 of 18 >

T 1

[tems in List Next

The navigate before Previous Page and navigate_next Next Page paging tools let you
browse through item list pagesto find the items you need. Click these toolsto display
the previous or next page of itemsin theitem list. The navigate_before Previous Page
tool is disabled when the first item list page is displayed; similarly, the navigate

next Next Page tool is disabled when the last item list page is displayed.

Rows per page shows the maximum number of items displayed on an item list page. You
can select a different page size from the Rows per page dropdown. Selecting a different
page size, resetsthe item list to show the first page again.

12 Dec 2 pm
11 Dec 2 pm

06 Dec 2 pm
5
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Finding Tasks and Applications

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 2110Thistopic was updated for the 2111release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

The Workspaces item list shows tasks from the active task queue (Task Review and Man-
age spaces) or applications for a selected form / product type (Helpdesk or Assisted
Channel spaces) that also satisfy the criteria defined for the current view. This may still
result in alarge number of tasks which you might want to refine further. Searching, fil-
tering and sorting can help you to focus on the tasks or applications that are important
to you right now.

e« 20.05 and later
e Prior to 20.05

All P 19Jun2020-17 Jul2020 [ All » | Type exact text to match; .. "Apple” instead of "Apj Q Filter

F287YSX Kirk Cousins Deposit Account Opening 15 Jul 2020 Jul 2020 In Progress Manual Review 15 Jul 2020
RHWQDDG Eldrick Woods Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
NBOME7N Kevin Durant Deposit Account Opening 15 Jul 2020 - saved
HK556B6 wardell Gurry Il Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
MFS8NCQ LeBron James Sr Deposit Account Opening 15 Jul 2020 - Saved
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Workspaces 1.
JOURNEY MANAGER

Process
ess

QUEVES CREATED DATE

- @

) Al 19 Nov 2019 - 17 Dec 2010 All outstanding Unassigned Assignedtome 1 Completed tasks

Helpdesk
Filter
L e Type exact text to match; e.q. "Apple” instead of "Appl” Search Filter =
Assisted Channel

App 1D Primary applicant Product App age Current queue Current task Task Created Assigned to Last modified

Manage
HVSLIWG Mickey Mouse Deposit Account t Opening yesterday Manual Review DAO - Manual Review yesterday kmunzenberger@temenos.com

Searching and filtering are similar in that both reduce the number of itemsin the item
list by matching desired field (column) values. However, searching differs from filtering
in anumber of ways:

« Searching can target one field or all fields, whereas each filter istargeted at a
single specific field.

« When searching on one field, the user can choose which field to target, whereas
each filter istargeted at afixed predetermined field.

« When searching on all fields, the same search text iscompared against all search-
able fields. In contrast, filtering allows you to match a different value against each
filter field.

« Searchingis supported for text fields only, whereas filtering is supported for dif-
ferent datatypesincluding text and dates.

Search for a Task or Application

If you know which task or application you're looking for and you can't see it in the item
list, you can tryto search for it. Searching allows you to refine the list of items displayed
to show just those relevant to what you are looking for.

e« 20.05 and later
e Prior to 20.05

All outstanding |1 Unassigned Assigned to me Completed tasks URGENT Updated a few seconds ago (}) settings @) Logout 5]

Process

Queues Created Date

All X 19Jun2020-17 Jul2020  [F All v zgfve2y Search text Q Filter =
SLA App ID Primary applicant Product Appage v Current queue Current task Task Created Assigned to Last modified

DAO - Manugj#bview 8 days ago

Rowsperpage 10~  1-10f1

ZGFV62V Adam Cooper Deposit Account Opening 8 days ago Manual Review
Case-insensitive search, matching full search text against the search scope
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Process
Process
VIEWS
QUEUES CREATED DATE
E-B - ©
All 20 Nov 2019 - 18 Dec 2019 All outstanding 1 Unassigned
Helpdesk
L} e hv5ljwg Search Text X Close Search
Assisted Channel
App ID Prim Case—lnsen5|t|ve, match full text App age J Current queue Current task

Manage

HVELJWG Mickey Mouse Deposit Account Opening 2 days ago Manual Review DAQ - Manua

To search for atask or application:

« Workspaces 20.05 and later: Select a search scope, type your search text, and
press Enter or click search Search. Workspaces compares the search text against
the field or fields in the search scope, and displays matchingitemsin the item list.
If the search scopeis All,the search text iscompared against all searchable fields.

« Workspaces 19.11: Type your search text in the search Search field, and press
Enter. Workspaces compares the search text against all the searchable fields in
theitem list, and restricts the items displayed to only those that have one or more
fields matching the search text.

« Workspaces 19.05 and earlier: Click in the search Search field and start typing. As
you type, Workspaces compares the text you enter against all the searchable
fieldsin theitem list, and restrictsthe items displayed to only those that have one
or more fields matching the text entered. If you pause while typing the search text,
Workspaces will attempt to find items that match the text you have entered. Keep
typing until you have entered the full text that you want to search for.

Searching is case-insensitive, treating uppercase and lowercase characters as the same,
and only findsitems that match the search text exactly (ignoring letter case). Partial
match is not currently supported.
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When a search is active, the items displayed in the item list satisfy the current view and
filter selections as well asthe search criteria. A search remains active until you clear it.
Note that simply deleting all of the search text in the search Search box does not clear
an active search. To clear a search, follow the instructions for your Workspaces version:

o Workspaces 22.04 and later: Click the close Clear Search button.

o Workspaces 20.05 and 21.11: Delete the search text, and click search Search or
press Enter.

« Workspaces 19.11 and earlier: Click close Clear Search, or select any space which
re-loads the List screen.

If you select an item in the item list while a search is active, when you subsequently
return from the Details screen to the List screen, the search will still be active. This is

indicated by the text and X in the Search field.

Filter the Item List

If you're looking for something specific and there are too many itemsto scroll through,
filters might help you to find what you're after. Afilter restricts what appearsin the
item list so that items more relevant to what you are looking for right now are shown.
Filters are applied to the item list using the Filters selector, however, a View can also
include filters.

Afilter isarequirement that must be satisfied for an item to appear in the item list. A fil-
ter requirement specifiesone or more valuesto compare against a column in the item
list, and all matching items satisfy the filter requirement. Multiple filters can be defined
at the same time. Onlyitems that satisfy all the active filters will appear in the item list.
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INFO | 2111 THIS FEATURE WAS INTRODUCED IN 2111

If you select an item in the item list while afilter is active, when you subsequently
return from the Details screen to the List screen, the filter is still active. Thisis
indicated on the Filter button by a number in parentheses identifying how many
filters are active.

Updated less than 5 seconds ago (:) Settings e Language @ Logout E
| 1 active filter |
— N
/ Ry
All | Type exact text to match; e.g. "Apple" instead of "Ap; Q, § (1) Filter =)
- -/
Current Task Assigned Last
task Created to modified

DAO -

Manual i”}Onth.,

22 Feb 2022

To view the current filters, click the filter_list Filter button. The Filters selector is dis-
played showing all the filters that are currently applied to the item list. Each filter
allows you to select avalue or set of valuesto compare against the column.

Workspaces supports several types of filter.

Single-select: A single value selected from a predefined list of values.
o Multi-select: Multiple values selected from a predefined list of values.
. Date: Asingle date or adate range.

o Text: Similar to searching but applied to a single column.

When you click a single-select or multi-select filter field, adrop-down list appears pop-
ulated with a predefined list of values. For a single-select filter, select avalue from the
dropdown list to filter on. For a multi-select filter, you can select one or more values
from the dropdown list.

e« 20.05 and later
e Prior to 20.05
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FILTERS RESET APPLY

App ID App age Assigned to
All All All
tas
Primary applicant Muarrant Avnn Last modified
amt Al Error Review All
o Fraud Review
any  Froduct
All Manual Review
ant None
FILTERS RESET
App ID App age Assigned to
All All All -
Ti
Primary applicant Last modified
4 All Error Review All
1 Product Fraud Review
All
Manual Review
2

None
20 hours ago

To apply afilter to the item list, click filter_list Filter (1) to display the Filters selector
then select the filter values you want to apply from the various filter items (2,3) and
click Apply (4). Click outside the Filters selector to close it. The number of active filter
items is displayed on the Filter button (5).

INFO

Prior to Workspaces 19.11, filters are applied to the item list immediately after val-
ues are selected.

« 2111
e« 20.05
e Prior to 20.05

Finding Tasks and Applications - 70 -



Created Date

21 Jun 2020 - 19 Jul 2020 E

Review
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iew

Current task

DAO - Manual
Review
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Review
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DAO - Fraud Review

Updated 2 minutes ago (:)

Settings e

All v ' Type exact text to match; e.g. "Apple" instead of "Apj Q

Task

Created
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Assigned to

Updated 2 minutes ago (:)

FILTERS  RESET e

Settings e

—_— Ty

Logout 3]

Filter

Filter =

Logout 3]

App 1D Current queue Last modifisd

All All All

Frimary applicant Task

All all'| Filter Selector

App age Assigned to

All All
4 days ago chowell@avoka.com 16 Jul 2020
4 days ago - -
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Last update
c) 3 minutes ago e E e

Do 0 5w
Filter
Filter =
Assigned to me Completed tasks
Last modified
FILTERS RESET «
App ID App age Assigned to
All All All - 26 Nov 2019 12:16 pm
k T
Primary applicant Current queue Last modified 16 Dec 2019 03:07 pm
ual Review 2 Al Al M Al
’ Filter Selector
Product Task Created
ual Review 2
All All 26 Nov 2019 10:53 am
d Review 2
d Review 20 hours ago

Date Filters

Date fields in Workspaces can be configured to accept either asingle date or adate
range. So, when you click adate filter field, either a date picker or a date range picker is
displayed depending upon how the field has been configured.

You can filter on a single date regardless of configuration. To filter on a single date:

« Date picker: Simply click the date you want to filter on.
. Date range picker: Click the same date twice to select a one-day date range.

To filter on adate range, click the first date (4) then click a second date (5) to define
the desired date range. You can click the dates in any order; you don't have to click the
earlier date first.
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When selecting a date, use navigate_before Previous Month or navigate_next Next

Month to browse to and select datesin other months. Once you've selected the date or

datesfor thefilter, click OK (6) to apply the date filter.

« 2111
« 20.05
e Prior to 20.05

2022

Wed, Feb 23

February 2022
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Mon, Jul 20 Mon, Jul 20

July 2020 July 2020

Today I

CANCEL OK CANCEL OK

Wed, Dec 18

December 2019

CANCEL OK

Text Filters

To filter on atext field, click the field in the Filters selector and enter the filter value. In

Workspaces 19.11and later releases, click Apply to make the filter active.

Finding Tasks and Applications
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NOTE

Like searching, text filters find only those items that exactly match the filter cri-
teria; partial match is not currently supported. And like searching, text filters are
case-insensitive; that is, they treat uppercase and lowercase characters asthe
same.

e« 20.05 and later
e Prior to 20.05

FILTERS RESET APPLY
App 1D App age Assigned to
All All All
ta¢
Primary applicant Current queue Last modified
ant  William Gates| All « Al
ant Product Task Created
All All

FILTERS RESET

App D App age Assigned to

All All All -
Primary applicant Current queue Last modified

Robin| All ~ Al

Product Task Created

All All

Clearing Filters
To clear afilter on afilter field:

« Single-select, Multi-select: Select All from the filter field’s dropdown list.

« Date: In Workspaces 2111, click Clear on the date picker or date range picker.
earlier Workspaces releases, delete the date filter text.

o Text: Deletethe filter text.
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In Workspaces 19.11and later releases, you need to click Apply after clearing any filter

field values.

To clear all filtersthat you have applied, click Reset.

NOTE

When you clear all filters, the current view remains selected and any filters

defined for that view are still applied or re-applied if you had changed them.

Sort the Item List

ltemsin theitem list are displayed in an order determined by the current sort selection.

Thisisindicated by an icon on the right-hand side of a column name. The expand_

more Sort Ascendingicon indicatesthe item list is sorted by the column values in

ascending order, while expand_less Sort Descending indicates items are sorted by the

column values in descending order.

e Sort — Ascending order

e Sort — Descending order

All outstanding 12 Unassigned

Process

SLA App ID Primary applicant
F287YSX Kirk Cousins
RHWQDDG Eldrick Woods
HK556B6 Wardell Curry 11
WY3LYCV Lionel Messi
79V3QN7 Cristiano Ronaldo
HALVR3X Roger Federer
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All outstanding 12

Process

SLA App ID

NXK7V3SK
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D4L68Y8
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YVRDCWL

8L3CBXJ

Unassigned Assigned to me

Primary applicant

John Smith

Adam Cooper

Jeffrey Bezos

William Gates

Bernard Arnault

Amancio Ortega
Gaona

Completed tasks

Product

Deposit Account
Qpening

Deposit Account
Opening
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Deposit Account
Opening

Deposit Account
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Deposit Account
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All
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11 days ago

11 days ago

7 days ago

7 days ago

7 days ago

7 days ago

Created Date
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In 2020 - 20 Jul2020 [

Current
queue

Manual Review

Manual Review

Manual Review

Fraud Review

Manual Review

Manual Review

Current task

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Fraud Revie
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Review

DAO - Manual
Review

MAM Kamoal

You can determine whether a column is available to use for sorting by pointing your

cursor at a column heading. If your cursor changesto the hand pointer and a"Sort" tool-

tip is displayed, you can sort by the column. To change the sort order, click the column

name. If you click the column name for the current sort selection, sorting will alternate
between ascending and descending order.
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The Application Details Screen

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Overview

The Application Details Screen, as the name suggests, displays information about an
individual application and its associated tasks, and provides features for you to com-
plete the tasks, thereby progressthe application through its processing life cycle.

The Details screen is displayed when a user clicks an application or task in an item list
on a List screen, and the information displayed is reloaded when the use clicks atask in
the Application Timeline. Application information is displayed in the context of a spe-
cific task, being either the first task for a saved application or any selected task for a
submitted application. Additional information may also come from another task or the

application data.

Each space in the default configuration of the Workspaces portal includes its own
Details screen, and all of them share acommon layout and alot of common func-
tionality. However, each Details screen has some differences, and these are identified
when discussing each of the spaces separately.

e« 22.10
e 20.05-22.04
e Prior to 20.05
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< Back to Process
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K72H38W

o | Primary applicant
S James Walton

Applicants

Selected  Status  N:

® [}
O e A

Personal Info

FULL NAME
James Walton

ADDRESS

Newport, Arkansas, USA

James Walton

Key Information

AppID SLA Expiry
BTOWLAY @ in7 days ®
Applicant Details
ame Email Trust Super Saver

walmart@example.com Primary Primary Primary

lice Walton wealthyo@example.com Joint Joint Joint

Personal Information

Assigned to

standard Checking

@ Temenos Workspaces. Version 20.05

The Application Details Screen

ssn EmaiL
###-##-8888 walmart@example.com
PHONE # DATE OF BIRTH
(888) 888-8888 1948-06-07
Background Checks | Background Checks | Legend @ Newrsl @ Posiive @ N Warning
FISC
DA 10V
INSUFFICIENT FAILED [==]
orac auaLFiLe
PASSED DECLINE (<)
TIN Check
TIN VERIFIGATION
PASS ()
Sent emails
Custom Information
Date sent Info Delivery status Follow up Sent mail
30 May 2018 A0700.1KYC_1 true - =)

Updated a few seconds ago ()

urrent queue g Product
R Vanual Review Deposit Account Opening
Application Timeline

Manual Review

12 JUL 2020 03:40 PM | NO RESULT

DAO - Manual Review - Saved

MANUAL REVIEW | 13 JUL 2020 03:40 PM | UPDATED 20 JUL 2020 02:47 P

Add a note

sTep2 Decision Engine
12 JUL 2020 03:40 PM | R

Applicant Submitted
12 JUL 2020 03:40 PM | NO RES!

I ER

Documents

Review

Drivers Licence
20 JUL2020 | SAMPLEDAIVERSLICENGE.JPS

Energy bill
20 JUL2020 | SAMPLEENERGV-BILL PG

settings €@

Receipt [3)

Logout 3]

View Notes  [3)

- 80 -

L

|~



Workspaces .1 (i cmbiEn [ =

JOURNEY MANAGER 2 minutes ago

& Backto Process

Process @ Keyinfo Key Information _
MORE i RECEPT [§
o | PrmaRy aprLCANT apPID SLA EXPIRY ASSIGNEDTO CURRENT QUEUE PRODUCT
0 & Harlan Sanders F5J20K5 B Tueckago ® | Gnocieqavoka.com P Manual Review 21 beposit Account op.
Helpdesk

T & Applicants Applicant Details Application Timeline Key Information

Assisted Channel

Selected Applicant In Progress
seecTen sTatus NamE EmaL SUPER SAVER STANDARD CHECKING D —
anage Step - Manual Review N
® [ Harlan Sanders the.colonel@example.com Primary Primary

MANUAL REVIEW | DPODL M 126 FEB 2020 11:44 AM | TASK ID SM2ZHGM
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Features

The Details screen includes the following features, each of which is contained in a sep-
arate tab, card, or card section.

« An optional progress stepper showing a high-level indication of the selected applic-

ation's progress. By default, this is available for the Helpdesk and Assisted Channel
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spaces only. 22.10This feature was introduced in the 22.10 release
« Keyinformation about the selected application and its tasks.
« Aset of standard actions that you can perform at the current stage of the applic-

ation's life cycle.
« Atabset providing accessto applicant data and other custom information.
22.10This feature was introduced in the 22.10 release
The applicant data, shown on the Applicantstab, includes:
o Alist of applicants and products from which you can select an applicant to
view more details. 19.11This feature was introduced in the 19.11release
« Personal information for the selected applicant, including identity and con-
tact details. 19.11This feature was introduced in the 19.11release
« The outcomes of preconfigured background checks which provide an assess-

ment of a selected applicant’s suitability. 19.11This feature was introduced in the
19.11release

The other custom information, shown on additional tabs, includes:
« Anyother custom information that is not included in the standard cards, or
that is presented differently.
. Afeature-rich application timeline showing all the steps (tasks) that the applic-

ation has progressed through, key details, and accompanying notes. Select a step

toreload the Details screen in the context of that task. 20.05This feature was intro-
duced in the 20.05 release

« Adynamic set of actionsthat are applicableto the selected timeline task and cur-
rently available for you to perform, thereby giving you confidence that you're act-
ing on theright task. 20.05This feature was introduced in the 20.05 release

« Attached documentsrelatingto the application. 19.11This feature was introduced in
the 19.11release | 22.10This feature was updated in the 22.10 release

Data items

Generally, each information item or data field on the Details screen has a label and a
value. The label identifies the specific entity that the field relates to, and the value isthe
application data correspondingto the label. Sometimes, there may be multiple values
for one label; for example, when datais presented in atable.

« 22.10
e Prior to 22.10
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= (t Workspaces Updated half a minute ago () Language @

Logout 3]

;I:/;(L:\IPTN < Back to Review Tasks 0
2 | Watter wiite LMZMNCX B | Zbout 2 hours ago e ' P o Reen [ ] De_ygg‘t;‘o(:cuq(g‘;e‘\u—g Receipt B View Notes [
Applicants Communications Validations Documents Checklist Application Timeline
Applicants ® nersl @ ® negatve @ Warning R e
o Selected  Status Name Email Trust Super Standard ‘
Saver Checking @I 040 - Manual Review - Assigned
e ® e [ling__reservonoesmpiecon _vimaey _pomay ooy |
o . & | |Ee= +
1 Icon
2. Label
3. Value
4. Tablelabels
5. Table values
6. Back to List screen
< Back to Process <= Back to List page
TASK ID
K72H38W Icon Label
) Primary applicant App ID SLA Expiry Assigned to
&= James Walton BTOWLAY @ in 7 days ® -
. Value
Applicants
Selected Status Name Emaile Labels %Trus‘[ Super Saver Standard Checking

@ ® James Walton wal’na@»@ - P MIATY Primary Primary

O ® Alice Walton wealt€@ed Values [r—=Joint Joint Joint

Samuel
O [ ] wealﬂw{e@-i Values %Guara"ﬂor Guarantor Guarantor

Walton

Fields display information of various data typesincluding text (name, email address,
some IDs), numbers (phone, SSN), and dates. A date may represent either a specific
point in time (date of birth) or aduration (application age).

Numbers and dates can be configured to use a variety of formats. For example:
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« Phone numbers can be formatted for the current locality or to accommodate
internationalization.

« 9-digit Social Security Numbers are commonly displayed using the format "AAA-
GG- SSSS".

. Datesrepresenting a point in time can use either absolute ("1Jan 2022", "today") or

relative ("last Wednesday", "6 days ago") formats.
« Datesrepresenting aduration can use either specific ("7 days, 3 hours, 26

minutes") or approximate ("about 7 days", "last week") formats.

Sometimes a value might be too longto fit in the space available for it; in this case, the
value is often truncated and an ellipsis ("...") isappended to indicate that you're not look-
ing at the full value. To see the full value, point your cursor at the truncated value and a
tool tip is displayed showing the full value.

By default, values in table columns wrap when they are wider than the column.
However, sometimes this behavior is undesirable, and it can be overridden for specific
columns via configuration.

To return to the List screen, click the Back to ... link at the top of the screen, or click an
item in the Spaces navbar.

Progress stepper

The progress stepper is an optional component that provides a non-interactive graph-
ical progress display relatingto the stepsin the application life cycle of submitted
applications. Current, completed and pending steps are differentiated visually, allowing
the user to see application progress at a glance. By default, the progress stepper is avail-
able for the Helpdesk and Assisted Channel spaces only.

= t Workspaces Updated less than 5 seconds ago () Language @ Logout 3]
TASK 1D
LMZMNCX < Back o Assisted Channel
!
[ @ ’
Submitted Decision Review Information Requested Funding / Rejection completed
. . B2 ] e a [ @ Receipt B View Notes [§
= | Walter White LMZMNCX 14 days ago kmunzenberger@avoka Manual Review Deposit Account Opening

Applicants Communications validations Dacumen ts Checklist

Applicants

Selected  Status Name Email Trust Super Standard
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1 Completed steps
2. Current step
3. Pending steps

INFO
The progress stepper is hidden for saved applications. It is displayed once an

application has been submitted.

Key Information

The Key Information card displays important application information that's handy for
Workspaces staff to have at their fingertips.

e 22.10

e 20.05t0 22.04
e Prior to 20.05

Updaled less than § seconds ago () Langusge @ Logout 3]

= t WOrkspaqes

TASK 1D
722TRYP o < Back to Document Requests
r L 1
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[ 7z21vr ] DAZ!D';:JH joad - Assigned ®
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+
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2. lcon
3. Label
4. Value
5. Tooltip
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TASK ID
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O [ ] Alice Walton wealthyd@example.com Joint Joint Joint
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O [ ] walton wealthy10@example.com Guarantor Guarantor Guarantor

) Workspaces

JOURNEY MANAGER

€ Back to Process

Process  wmmgp @57 Key info
Icon Label
o PRIMARY APPLICANT AFPID SLA EXPIRY ASSIGNED TO
6 & Bradley Walsh 7N2G3PB @ in 1 month ® =
Helpdesk
Value
. & Applicants
Ll
Assisted Channe
Selected Applicant
SELECTED STATUS MAME EMAIL TRUST
Manage
@ [ ] Bradley Walsh graham.obrien@doctor.who Primary

Items on the Key Info card have a label and a value as well as an icon that provides a
visual representation of the type of entity that the information isrelated to; for
example, a unique identifier (ID), a person or aduration. The Key Info card includes
between four and six items depending on the width of your browser window. The full
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width layout accommodates six key info items but asthe width of your browser
becomes smaller, items are removed progressively until only four items are displayed.

Each key info item can only show a single value. However, additional values can be dis-
played using atooltip, indicated by the info Tooltip icon. For example, say you have an
application covering multiple products. While the Product key info item displays only
the first product, atooltip can be configured to show all of the products covered by the

application. To view the tooltip, point your mouse at the info Tooltip icon. | 22.10 This fea-
ture was introduced in 22.10.

The value displayed in the Product key info item may correspond to aform group. If this

isthe case, the specific form associated with the task is displayed as the Product. | 22.10
This feature was introduced in 22.10.

SLA Expiry

NOTE

While the SLA Expiry field is available in the default configuration of Workspaces,
it may not be available in your Workspaces portal or it may appear differently
depending upon how your Workspaces portal has been configured.

Workspaces enables you to monitor the progress of each submitted application against
acrucial service indicator, such as an SLA. On the Details screen, SLA Expiry in the Key
Info card shows the amount of time remainingto complete processing of the applic-
ation or the elapsed time since the SLA was breached.
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JOURNEY MANAGER

€ Backto Process

&
Process @7 Keyinfo
o PRIMARY APPLICANT AFPID SLA EXPIRY No SLA indicator - This application is within the
6 = Bradley Walsh 7N2G3PB a in1month € SLA Period and not in danger of breaching it.
Helpdesk

Ann n

Workspaces .«

JOURNEY MANAGER

€ Backto Process

B
Process @ Keyinfo
o PRIMARY APPLICANT APPID SLA EXPIRY SLA Warning - This application is in RENT QUEUE
2] =  John Maguire 7TP8Z5K 5 in 5 days E danger of breaching the SLA Period. nual Review
Helpdesk

Workspaces .«

JOURNEY MANAGER

€ Backto Pracess

EE|
Process @ Keyinfo
o PRIMARY APPLICANT APPID SLA EXFIRY SLA Alert - This application has CURRENT GUEUE
7 = John Bosley OMBXGWG a 2 weeks ago E breached the SLA Period. Manual Review
Helpdesk
L0 & Applicants Application Timelin¢

Unlike the graphical SLA indicator on the List screen, the SLA Expiry field does not expli-
citly indicate when an application isin the SLA Warning period.

Actions

Workspaces provides a set of standard actions for working with applications and tasks.
All of the standard actions are available in the default configuration. In addition to the
standard actions, Workspaces also supports the configuration of custom actions that
allow your Workspaces portal to be extended with functionality that is not available in
the default configuration.
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NOTE

Button labels and hints (where available) are configurable and may not be the
same as the standard action types in your Workspaces portal.

Standard Actions (20.05 and later)

Standard actions can be performed from any Details screen. The way actions are made
available on a Details screen varies depending upon whether the action relatesto an
application or atask.

« Application actions are accessed via buttonsin the Action panel to the right of
the Key Info card.
« Task actions are accessed viaicon buttons on each task in the Timeline.

Updated a few seconds ago (:) Settings e Logout 3]

Current queue L. R . .
@avoka.. Pl Manual Review ] Application actions T Receipt [ ViewNotes [

Application Timeline

Manual Review

100 JUN 2020 08:43 AM | NO RESULT TASKS | @ COMMENTS

m DAQ - Manual Review - Saved . . : -2
MANUAL REVIEW | KMUNZENBERGER@DAVOKA COM 0 JUN 20| Task—specmc actions ) 04:52 PM > : l—_‘
Add a note =+
STEP 2 Decision Engine
100 JUN 2020 08:43 AM | REVIEW 0 TASKS | 0 COMMENTS

sTEP 1 ~  Applicant Submitted
10/ JUN 2020 08:43 AM | NO RESULT TASKS | D COMMENTS

Different actions may be available for each task. Thisis because the actions that can be
performed on atask at any time depend on several factors including the task's current
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state. For example, the Assign action will be available only for tasks that aren't assigned
to auser.

If there are no available actions for atask, Workspaces indicates this by displaying the
o (No Actions Available) icon, instead of the usual action icon buttons, with the icon's

gray color reinforcing the lack of available actions.

Application Timeline

sTEP 3 ~  Manual Review
STEP 2 Decision Engine

10 JUN 2020 08:43 AM | REVIEW kS | 0 COMMENTS

No actions available
Applicant Submitted for this task

10 JUN 2020 08:43 AM | NO RESULT T

THQPSN4 Deposit Account Opening - Completed o

KMUNZENEERGER@AVOKA.COM | 10 JUN 2020 08:40 AM | UPDATED 10 JUN 2020 08:43 AM k

No actions available

To perform a standard action, click the application or task button correspondingto the
desired action. Most standard actions will display a brief message in the bottom right
corner of the screen confirming that your desired action was successful or notifying
you that something went wrong.

Standard Actions (19.11and earlier)

Standard actions can be performed from any Details screen using the buttonsin the
Action panel to the right of the Key Info card.

Different actions may be available for each task. Thisis because the actions that can be
performed on atask at any time depend on several factorsincluding the task's current
state. For example, the Assign action will be available only for tasks that aren't assigned
to auser.

To perform a standard action, click the button correspondingto the desired action.
Most standard actions will display a brief message in the bottom right corner of the
screen confirming that your desired action was successful or notifying you that some-
thing went wrong.
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JOURNEY MANAGER
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ﬂ Receipt E]
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Custom Actions

Custom actions use third-party web services or fluent functionsto extend the func-

tionality of your Workspaces portal with features that are not available in the default
configuration. Custom actions can be performed from a Details screen only.

NOTE

There are no custom actionsin the default Workspaces configuration. Any avail-
able custom actions, and what they do, are specific to your Workspaces portal
and are not covered by thisdocumentation.

To perform a custom action, click the More button then select the desired action from
the list displayed. Workspaces triggers the custom functionality in Journey Manager or
another back-end system. What happens next depends on the configuration of the cus-
tom action, and user interaction may be required. Once the custom behavior iscom-
plete, Workspaces refreshes the screen.

e 20.05 and later
e Prior to 20.05
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Click More to access
the custom actions

MORE

CURRENT QUEUE PRODUCT
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Last update
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Review Checklist

CURRENT QUEUE PRODUCT
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Application Timeline

Applicant Information

When an applicant fills out an application, they are usually required to provide personal
information that servesto identify each applicant uniquely. This personally identifiable
information (PI1Y) is often used to perform background checks which are critical in suc-
cessfully processing the application.

The way applicant information is presented varies for different releases.

o 22.10 and later: Applicant information is displayed in the Applicantstab. At the
top is an Applicants section from which you can select an applicant to see their

Ipersonally Identifiable Information (PIl) is information about an individual that can be
used to distinguish or trace an individual‘s identity, such as name, social security num-
ber, date and place of birth, mother‘s maiden name, or biometric records; and any other
information that is linked to an individual.
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specific information displayed below in the Personal Info section and the various
background check sections.

e 19.11t0 22.04: Applicant information and background checks are displayed for
one applicant at atime, and in two separate sections of the Applicants card: Per-
sonal Info and Background Checks. These two sections are preceded by a Selected
Applicant section containing the list of applicants, from which one applicant can
be selected to see their information.

o Prior to 19.11: Applicant information and background checks are displayed in two
separate cards, Applicants and Background Checks, and all information for all
applicants is displayed simultaneously.

Applicant Information (19.11and later)

Applicant information is grouped together under the Applicants tab (22.10This feature
was introduced in the 22.10 release) or card (prior to 22.10). In the default configuration,
applicant information is displayed using the same three-section layout in all spaces:

o Applicants: The list of applicants, with some key applicant-related information.
Thisiswhere you select an applicant to show more information about them. (Prior
to Workspaces 22.10, this section is called Selected Applicant.)

« Personal Info: Aread-only view of the selected applicant's personal information,
also known as PII1.

o Background checks: The outcomes for various checks or verificationsrelating to
the selected applicant.

INFO

Background checks are highly configurable. The specific background checks in
your Workspaces portal are configured for you by a Journey platform developer
and cannot be changed by a Workspaces user.

Ipersonally Identifiable Information (PIl) is information about an individual that can be
used to distinguish or trace an individual‘s identity, such as name, social security num-
ber, date and place of birth, mother‘s maiden name, or biometric records; and any other
information that is linked to an individual.
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e« Prior to 22.10

o Applicants Communications Validations Documents Checklist
Applicants
® Neutral @ Positive @ Negative ® Warning
Selected Status Name Email Trust Super Standard
9 Saver Checking
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Shyler . . .
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FAIL (e
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Applicants section
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3. Applicants

Selected Applicant

Applicant

SELECTED STATUS

Selected a @ ®

O &

Personal Info

FULL NAME

Harlan Sanders

NAME

Harlan Sanders

Margaret Dunlevy

Products

EMAIL SUPER SAVER STANDARD CHECKING
the.colonel@example.com Primary Primary
colonel. mum@example.com Joint Joint

EMAIL

the.colonel@example.com

DATE OF BIRTH

1890-12-16

Legend @ Meutral @ Positive @ Negative Warning

DV

VERIFIED ()

QUALFILE

DECLINE ()

()

ADDRESS
Personal Henryville, Indiana
Information
for Selected
5 58N
Applicant
FH#-##-2222
PHONE #
(111) 555-8888
Background Checks
FIS Chexsystems
DA
FAILED
OFAC
PASSED
Background
Checks
for Selected Threat Metrix
Applicant
DECISION
DECLINE
RISK RATING
MEDIUM

Applicants section

As mentioned above, the Applicants section serves two purposes. In addition to dis-
playing key applicant-related information, you can select an applicant from this section
to display their information in the Personal Info section and the various background
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check sections. (Prior to Workspaces 22.10 all of the background checks were grouped
in a section called Background Checks.)

In the default configuration, the key applicant-related information shown for each
applicant includes:

« A Selected indicator (radio button) showing which applicant is currently selected.

« A Statusindicator (red disc) showing whether any of the background checks
require attention when processing the application.

« Applicant identity information (Name, Email).

« Acolumn for each product applied for, showing the relationship of each applicant
to each product.

e« 22.10
e Priorto 22.10

© @ ©

Applicants Communications validation Documents Checklist
Applicants I |
® Neutral @ Positive ® Negative ® Warning
Selected Sthtus MName Email Trust Super Standard
Saver Checking
Walter
0 @ [ M hite heisenberg@example.com Primary Primary Primary

White
Skyler o
O @ e skyler@example.com Jaint Joint Jaint

1 Selected applicant

Other applicant (not selected)

Action required

Applicant identity information

Products

Applicant-Product relationship
Legend

N R wDd
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é. Applicants

: Products
Action
Selected Applicant | Required
SELECTED STATUS NAME EMAIL SUPER SAVER STANDARD CHECKING
Selected % @ [ ] Harlan Sanders the.colonel@example.com Primary Primary
Mot Selected % o & Margaret Dunlevy colonel.mum@example.com Joint Joint
Personal Info - V
Identity Info Applicant
FULL NAME relationship
to product
Harlan Sanders 5

ADDRESS

Henryville, Indiana

SSN EMAIL

FHE-HH-2222 the.colonel@example.com
PHOME # DATE OF BIRTH

(111) 555-8888 1890-12-16

The product columns correspond to the productsin the application that were selected
by the applicant, and the values in these columns indicate how each applicant relates
to each product in the application; for example, whether an applicant isthe primary
applicant, a joint applicant, or even a guarantor.

The first four columns are fixed (in the default configuration), with only Name and
Email being applicant information. Status is a system-generated value based on the res-
ults of the applicant's background checks, and Selected reflects a choice made by the
Workspaces user. In contrast, the number and names of the product columns may vary
from one application to the next asthey are determined by selections made by the
applicants when completing their application. Similarly, the values displayed in the
product columns are also application specific, asthey correspond to selections made
by the applicants when completing the application.
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Personal Info section

Immediately beneath the Applicant (Selected Applicant) section is the Personal Info sec-
tion. As the name suggests, this section displays personal information (PIId) relating to
the currently selected applicant. In Workspaces 19.11and later releases, personal inform-
ation is displayed in a grid layout for just one selected applicant, improving the user
experience when dealing with applications that include multiple applicants and/or mul-
tiple products. Prior to Workspaces 19.11, the personal information for all applicants

was displayed simultaneously in atabular view.

Background checks

The background checks present aread-only view of the outcomes of various checks or
verificationsrelatingto the applicantsselected applicant. Examples of checks and veri-
fications that might appear here include identity verification and risk rating. Back-
ground checks are displayed in groups, showing the name of each background check
and the corresponding result. Any background check for which aresult is not available
iIs shown with no data.

e 22.10
e Priorto 22.10

Ipersonally Identifiable Information (PIl) is information about an individual that can be
used to distinguish or trace an individual‘s identity, such as name, social security num-
ber, date and place of birth, mother‘s maiden name, or biometric records; and any other
information that is linked to an individual.
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The result of each background check isreinforced through the use of color. Work-
spaces supports a set of standard colorsthat can be associated with various results or
states. Alegend at thetop of the Applicants section (22.10) or Background Checks sec-
tion (prior to 22.10) identifies the principle background check colors and what each
color indicates.

The standard colors are listed below, along with suggestions for what they might indic-
ate.

« Green, Light Green: Indicate positive results.

« Red, Black: Indicate negative results.

o Blue: Used for neutral states.

o Orange: Representsintermediate or other states.

Some background checks have additional information associated with them which can
be useful to understand how the result was determined. The availability of additional
information isindicated by a link Detail Link icon to the right of the result; click the link
to view the additional information in a modal window.
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Applicant Information (19.05 and earlier)
Applicant Details

The Applicants card displays a brief read-only view of personal information that helps
you to identify each applicant.

Workspaces .

JOURNEY MANAGER

< Back 1o Assisted Channel

Process @ Keyinfo
Q PRIMARY APPLICANT APPID FRODUCT CURRENT QUELE APP SUI
& . : o
Helpdesk Annie Lennox G6NQOKQY Deposit Account Op... Manual Review 18 De

Assisted Chﬁ 2 Applicants Tim
Labels

@ - TYPE MAME SSN # EMAIL DATE OF BIRTH PHOME # In Progr:
1 Primary Annie Lennox #HHGHH000 annie.lennox@example.com 1954-12-25 (555) 555-5555
Maf Applicant 18 DEC:
2 Joint David A Stewart BHEQHH222 dave.stewart@example.com 1952-09-09 (555) 444-5555
Numbers Step:
| . ; ) Values - -

D4
Q Rackaround checks ‘

Personal information, which could include Personally Identifiable Information (PIl) such
as full name or email address, is displayed for primary and secondary applicants, with
each applicant’s details shown separately. A minimum of three applicants are shown; if
there are less than three applicants,those that are not applicable are shown with no_
data. Each applicant isidentified uniquely by an Applicant Number icon which is used
elsewhere on this screen to connect information to a specific applicant.

NOTE

The number of applicants displayed is configurable. While the default con-
figuration has three applicants, your Workspaces portal may have more (or less).

The specific information items displayed and their arrangement in this card are con-
figured by a Workspaces developer and cannot be changed by a Workspaces user.
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Background Checks

The background checks present aread-only view of the outcomes of various checks or
verificationsrelating to the applicantsselected applicant. Examples of checks and veri-
fications that might appear here include identity verification and risk rating.
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FIS Chexsystems | Group

DA [n)
1 FAILED Negative Result . vemEeo | Positive Result -
= 2
3 3
Background i
OFAC QUALFILE
1 PASSED Check Name 1 APPROVE 1)
= 2
3 - i - Detail Link
Threat metrix Group
1 2 3 DECISION
1 HARDFAIL e
2
3 - No Data

RISK RATING
1 MEDIUM Intermediate Result
3
TIN check Group
TIN VERIFICATION
1 FALL (o)

The background checks are displayed in groups, showing the name of each background
check and the corresponding results. Separate results are shown for each applicant. A
minimum of three applicants are shown; if there are less than three applicants, those
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that are not applicable are shown with no data. Applicant Number icons are used to
identify the applicant that each background check relatesto.

NOTE

The number of applicants displayed is configurable. While the default con-
figuration has three applicants, your Workspaces portal may have more (or less).

Theresult of each background check isreinforced through the use of color. Work-
spaces supports a set of standard colorsthat can be associated with various results or
states.

The standard colors are listed below, along with suggestions for what they might indic-
ate.

« Green, Light Green: Indicate positive results.

« Red, Black: Indicate negative results.

o Blue: Used for neutral states.

« Orange: Representsintermediate or other states.

Some background checks have additional information associated with them which can
be useful to understand how the result was determined. The availability of additional
information isindicated by a link Detail Link icon to the right of the result; click the link
to view the additional information in a modal window.

Application Timeline

The Application Timeline displays important information and accompanying notes relat-
ingto steps and tasks in the application's history.

e« 20.05 and later
e Prior to 20.05
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< Back to Process

TASK 1D

8NZ2N95

o | Primary applicant
= | Fred Flintstone

App ID
THQPSN4

SLA Expiry
in6 days

Current queue

Assigned to
| Vanual review

kmunzenberger@avoka

®

Application Timeline

Updated a few seconds 2o (})

settings €

Product
Depo:

O

Receipt B

ccount Opening

Applicants
Status Name
(] Fred Flintstone

Personal Info

FULL NAME
Fred Flintstone

From the ... town of Bedrock

ssN

#HHEH#1IN

Workspaces .

JOURNEY MANAGER

Email

fred@example.com

EMAIL

standard Checking

Manual Review

M1 NO RESUET

Primary

AQ - Manual Review - Saved

1 AL REVIEW | KMUNZENS!

Ia.COM |

Add anote

Completed Step sTEP2
Completed Step @0~ Applicant Submitted
0 Jun 202 MINOR

Decision Engine

fred@example.com

0 JUN 2020 0:43 AM | UPDATED 16 JL

L

ogout 3]

View Notes [

0 COMMENTS

Process

0

Helpdesk

T

Assisted Channel

®@

Manage

< Backto Procesa
@ keyinfo

PRIMARY APPLICANT
S Bamey Rubble

2 Applicants

status NAME

[ ] Barney Rubble

Personal Info
FULL NAME

Barney Rubble

ADDRESS

From the ... town of Bedrock

ssn

HHH-#H#-2222

PHONE #

(222) 2222222

Background Checks
FIS Chexsystems

DA

INSUFFICIENT

FP 1D
STI6TFS

EmaL

bamey@example.com

MORE

SLaEXPIRY

H RECEIPT

CURRENT QUEUE
R Manual review

| oo
in 2 days ds@temeno. Deposit Account Op.

Application Timeline

stancarocrd  Current Step In Progress

Primary 10 JUN 2020 08:50 AM

Step - Manual Review

MANUAL REVIEW

= 05.60M 110
DAQ - Manual Review - Saved

JUN 2020 0:50 AM | TASK ID VLPBWEY
Task

Add anote

EMAL

barney@example.com
Y@ P Completed

DATE OF BIFTH

1921-06-10

10 JUN 2020 08:50 AM
Step - Decision Engine

Legend @ Newrsl @ Fositve @ Negative

Warming

10 JUN 2020 08:50 AM
Step - Applicant Submitted
o

INSUFFICIENT c

RESULT:NORESULT % 1TASKS ]

UPDATED 16 JUN 2020 08:17 AM

Resuir.revien § o Tasks )

RESULT: NO RESULT

1TASKS

A

v

The step that is currently in progressis shown at the top of the Application Timeline fol-

lowed by the completed steps listed in order of creation with the oldest step at the bot-

tom.
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Application Timeline (20.05 and later)

Application Timeline

Fraud Review
21 MAY 2020 04:09 PM | NO RESULT TASKS | 0 COMMENTS # Tasks / # Notes

Task Name / Result
@EIEDD 0~ - Fraud Review - Saved : Task Actions
FRAUD REVIEW | 21 MAY 2020 04:09 PM | UPDATED 04 JUN 2020 02:47 AM :

+
Task Details

Add a note

STEF 5 ~  Manual Review
21 MAY 2020 03:57 PM | FRA

sTeEr 4 ~  Fraud Review

VERIFIED Step Name TASKS COMMENT
Completed Step sTer3 ~  Manual Review
21 MAY 2020 03:55 PM | FRAUD CHECK Step Result TASKS | 1 COMMENT

STEP 2 Decision Engine
21 MAY 2020 03:55 PM | REVIEW

Step Created

sTer1 ~  Applicant Submitted
21 MAY 2020 03:55 PM | NO RESULT

Each step in the Application Timeline isrepresented by a separate timeline item which
is generally associated with one or more tasks, although a step that is processed auto-
matically by the system may not have any tasks. By default, timeline items appear in a
collapsed state, showing summary information relating to the step. However, you can
click atimeline item to expand it and reveal more details about the step or task. In fact,
the timeline always has just a single step expanded showing all of the tasks associated
with the step. As aresult, if you click astep to expand it,the previously expanded step
will collapse, hiding its tasks. Note that a step that does not have any associated tasks
cannot be expanded.

When a step is collapsed, the following details are shown:

« The step name. This may be the same asthe name of the queue that the task is or
was sourced from, except for the oldest task whose name identifies it as the task
that was created when the application was submitted.

« The date/time that the step was created.

o Thestep'sresult,or "NO RESULT"if it is not yet determined.

« The number of tasks associated with the step.

« The number of notes made against tasks belongingto the step.
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When a step is expanded, you can see the step's tasks, each of which includes the fol-
lowing details:

« Thename of the queue that the task is or was sourced from.
« Who thetask is or was assigned to (email address).

« The date/time that the task was created.

« The date/time that the task was most recently updated.

o Thetask ID; thisis unique in your Workspaces portal.

Thisinformation can also be viewed in aformatted tooltip that appears when you point
your cursor at the task.

When a step is expanded, you can select one of its tasks which causes the Details
screen to be reloaded, showing the application in the context of the selected task.
Selecting atask also reveals the available task-related actions that can be performed

on the task, and any notes entered against the task. (If, instead, you want to view all of
the notes for all tasksin an application, click View Notes in the Actions panel.) Further,
if the step has not been completed, you can enter a note against the selected task to
record additional information about the task or its associated step.

NOTE
The Note field islimited to 2000 characters.
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Application Timeline (19.11and earlier)

Timeline

In Progress

Result [ Assigned to |J Creation Timestamp ] Task ID

18 DEC 2019 01:26 FM
Step: Manugf Review l * / 5 A

MANUAL REVIEW | JOHN.CITIZEN@EXAMPLE.COM | 18 DEC 2019 01:26 PM | TASK ID LKXK3XV UPDATED NEWER UPDATED

DAQ - Manual Review - Assigned

@ Add a note

Expanded Step

Creation Timestamp || Step Name Result Number of Tasks

Completed ¢
18 DEC 20192 01:26 PM

Collapsed Step

Step: Decision Engine 0 TASKS
18 DEC 2019 01:26 FM
Step: Applicant Submitted v

Each step in the Timeline is displayed in a separate Step History card. Each step gen-
erally correspondsto asingle task associated with the application. Only one step is
expanded at any time; clicking a step collapsesthe step that was open. Initially, all of
the completed steps are collapsed with just the step that isin progress expanded, but
any step can be expanded to view more information.

When a step is collapsed, the following details are shown:

o The step name. This may be the same asthe name of the queue that thetask is or
was sourced from, except for the oldest task whose name identifies it as the task

that was created when the application was submitted.
« The date/time that the step was created.
o The current (In Progress) or final (Completed) result for the step.
« The number of tasks associated with the step.

When a step is expanded, you can see the step's task which includes the following
details:
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The name of the queue that the task is or was sourced from.
Who the task is or was assigned to (email address).

The date/time that the task was created.

The date/time that the task was most recently updated.
The task ID; thisis unique in your Workspaces portal.

If you point your cursor at these details, aformatted tool tip is displayed with labels
identifying what each item is.

Timeline
In Progress

18 DEC 2019 01:26 PM .

Step Details
Step: Manual Review * 1 TASKS JENPLN
MANUAL REVIEW | JOHN.CITIZEN@EXAMPLE.COM | 12 DEC 2019 01:26 PM | TASK ID LEKXKIXV UFPDATED NEVER UPDATED
WMAMUAL REVIEW JOHN.CITIZEN@EXAMPLE.COM 8 DEC 2019 01:26 PM
@ Add a note
JOHMN.CITIZEN@EXAMPLE.COM
Tooltip Last updated

To theright of these details,the date/time that the task was last updated is displayed,
and beneath them isthe task name and status, followed by one or more notes.

While the current (In Progress) step isopen, you can record information about the step
by entering anote. You can add a note to any task of the step that isin progress.
However, notes cannot be entered for older steps that have been completed. To add a
note, select atask that hasthe placeholder text ‘Add anote', then type in your note and
press Enter. Notes are displayed in the reverse order in which they were made, with the
newest notes at the top. Each note identifies the user that added the note (email
address) and when the note was added (date/time) above the note's text.
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Timeline

In Progress

12 SEP 201% 07:28 AM

Step: Fraud Review v
Completed

29 AUG 2019 09:14 AM I Task Name II Task Status I

Step: Manual Review 1 TASKS JEIPLN
MANUAL REVIEW @ gt | 29 AUG 2019 09:14 AM | TASK ID KPMJXE4L

DATED 12 SEP 2019 07:28 AM

DAOQ - Manual Review - Completed
I 1@k com 4—' Who made the note - and when I—’ 12 Sep 2019 07:28 am

KP

Looks suspicious . Check for fraud.

29 AUG 2019 09114 AM

Step: Decision Engine

NOTE

The Note field islimited to 2000 characters.

Documents

The processing of applications often requires that the information entered by applic-
ants be verified against third-party evidence such as a drivers license or an energy bill.
Managing the collection of this kind of documentary evidence is handled in Workspaces
by the Documents card.

The Documents card provides aread-only view of the documents attached to an applic-
ation as well as some system-level information relating to each document. Documents
are usually uploaded by the applicant while filling out the form and attached to the
application, but they may be provided by other means. For example, an application may
be at a point where the applicant can no longer access it but needsto provide sup-
porting documentation. In this case, the applicant may have the option to email the doc-
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ument to the person processing the application who then uploads and attaches it to
the application.

NOTE

In Workspaces 19.05 and earlier releases, duplicate documents were not per-
mitted. (Workspaces considerstwo filesto be duplicates if they have the same
document title (description), the same file name, or if they are copies of the
same file with different file names.) Workspaces 19.11relaxes this constraint and
allows duplicate filesto be attached to an application.

Each item in the Documents card contains the following elements.

« Document Title: The document titleis entered by the user when uploadingadoc-
ument in Workspaces, or it may be assigned automatically if the document was
uploaded by the applicant when filling in and submitting the application. The doc-
ument title should identify the kind of information in the document file.

« Uploaded Timestamp: Atimestamp that shows when the document file was
uploaded and attached to the application.

« File Details: The specific file-level details displayed, and where they appear,
depend on your Workspaces version, but may include file name, type or size. The
images below show which file details are available for your Workspaces version.

« Download: On theright-hand side of each document item is a vertical _align_bot-
tom Download icon that you can click to download the document file.

e« 20.05 and later
« 19.11
e Priorto 19.11

Documents

Document Title _
Submission Upload docs 1

Payslips 1

09 JUL 2020 | PAYSLIPS POF T

Timestamp File name Download
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Documents
Timestamp File name Download

=y ¥ ¥

06 MAY 2020 04:30 PM SAMPLE-DRIVERS-LICENCE.JPG
Photo ID 1

?

Document Title

UPLOAD DOCS T

a Documents @)

File Details

Timestamp

Review * *

JPG 10.93KB

18 DEC 2019 03:48 PM
@ |denTmy 1

Download

Document Title

d

Upload Documents

In Workspaces 19.05 and earlier releases, a circular avatar was displayed on the left-
hand side of each document item identifyingwho uploaded the document. This avatar
has been removed in Workspaces 19.11. | 19.11This feature was updated in 19.11

INFO

As a Workspaces user, you cannot change the way documents appear on the
Documents card. However, you can upload and manage the documents attached

to an application.

Upload a Document

The Upload Docs (Upload Documents in Workspaces 19.05 and earlier) option provides a
way for you to attach documentsto an application. While you can upload a document in
any space, you can only do it from a Details screen, not from a List screen.
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In Workspaces 19.05 and earlier releases, you can only upload documents for tasks that
are assigned to you. Workspaces 19.11relaxed this constraint in the default con-
figuration, allowing Workspaces to be configured so that anyone can upload adoc-
ument to any application, regardless of who it is assigned to.

INFO 22.10THIS FEATURE WAS INTRODUCED IN THE 22.10 RELEASE

By default, the option to upload a document is usually available. However, Work-
spaces can be configured with conditional rules, based on task or application
datavalues, that control whether the document upload option is available.

To upload adocument on the Details screen:

1 Click Upload Docs (Upload Documents in Workspaces 19.05 and earlier).
2. Enter adocument description. The Upload Document button becomes enabled.

Add / Remove

Document 1

- escription
Enter a description, used
Energy bi Upload Document &

as the Document Title
Browse for a file

3. Click Upload Document and browse for the document file you want to upload,
then select it and close the file browser dialog. The appearance of the file browser
dialog and the way it behaves is dependent on your underlying operating system.
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Add / Remove

L}

Uploaded file

Energy bill
“Tochange the

Add more documents o

Add another document

4. If you're finished uploading documents, then go to the next step. However, If you
want to upload more documents, click Add more documents and repeat from step

2 above.
5. Click Done or close Close when you're finished uploading documents.

Manage Application Attachments

Workspaces provides several options that allow you to manage the documents
attached to an application. These options are available on the Attached Documents -
Add / Remove modal window which you can display by clicking Upload Docs (Upload
Documentsin Workspaces 19.05 and earlier) on the Details screen.

« Upload multiple documents — Follow the steps above describing how to upload a
document, and at step 4 follow the instructionsto upload more documents.

o Upload a different file for an existing document — With the Attached Documents
- Add / Remove modal window open, locate the document you want to modify.
Click (missing or bad snippet) adjacent to the file that isto be replaced, thereby
removing the attached file. Now, follow the instructions in Upload a Document
above from step 3to upload a different file and attach it to this document.
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« Remove a document — With the Attached Documents - Add / Remove modal win-
dow open, locate the document you want to remove and click (missing or bad snip-
pet) adjacent to thisdocument.

The following image shows where you can find the various attachment management fea-

tures.

Add / Remove

Remove this document

Document 1 °

Description ence o

Drivers Licence =
+To change the description you must first delete the | ]
uploaded file. ¥ s
i Remove this file
FE tballt

Add more documents o

Add another document

Upload a Document Example

This example shows how someone who is processing applications can upload an iden-
tity document, in this case a drivers license, to an application for an assigned task. It is
assumed that you know how to find atask that is assigned to you, or how to find an
unassigned task and claim it. Thisis important because you can only upload documents
for tasks that are assigned to you.

1 Login to Workspaces and select the Task Review space.
2. Locate atask assigned to you, or find and claim an unassigned task, then select

thetask to display the task's details.

3. Onthe Details screen, scroll down to reveal the Documents card in the lower
right-hand corner of the screen, then click Upload Docs (Upload Documents in
Workspaces 19.05 and earlier) to open the Attached Documents - Add/Remove
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modal window.

< Back to Process Updated a few seconds ago () settings @) Logout 3]

TASK 1D

XK6X8F9

Current qusue

Primary applicant App ID SLA Expiry Assigned to Product
o
& Bemard Sumner A sromna [ days ® kmunzenberger@avoka.. P Manual Review (] Deposit Account Opening Receipt  [3) ViewNotes [

Application Timeline

Applicants
Status Name Email Trust Super Saver Manual Review
20 JUL 2020 05:51 PM | NO RESULT 1 TASKS [0 COMMENTS
[ ] Bernard Sumner barney@example.com Primary Primary
@D 0r0 - Manual Review - Assigned : @
MANUAL REVIEW | KMUNZENBERGER@AVOKA.COM | 20 JUL 2020 05:51 PM :
Personal Info
FULL NaME Add a note +
Bemard Sumner
AooRESS g
v B Decision Engine
Broughton, Stratford, England 20 JUL 2020 05:51 PM | REVIEW QTASKS |0 COMMENTS
ssn emaiL g
@ sver 1~ Applicant Submitted
HH-##-9999 barney@example.com 20 JUL 2020 05:51 PM | NO RESULT 1 TASKS |0 COMMENTS

P DATE OF BIRTH

one #
(999) 9999999
| 1. Scroll down to the Documents card |—> Documents

Background Checks Legend @ Newal @ Posicie @ Negatve @ Waming
FIS Chexsystems Submission 2. Click Upload Docs Upload does T

DA 1oV Driver's License 1
VERIFIED VERIFIED o 20 JUL 2020 | SAMPLE-DRIVERS-LICENCE.JPG -
orac quatriLe

INSUFFICIENT DECLINE (<]

Threat Metrix

bE RISK RATING

= A <} MEDIUM

Task claimed

4. Enter adescription for the document that you want to upload. Note that the
Upload Document button on theright is disabled until you enter somethingin the

description field.

Add / Remove

Document 1

o Description
Enter a description, used

) Energy bill Upload Document &
as the Document Title

Required

Browse for a file
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5. Click Upload Document,then browse to and select the document file you want to
upload. A message is displayed briefly confirming that the document has been
uploaded successfully.

Add / Remove

Document 1

Name of file (document) uploaded H ‘sample-energy-biling
s wen

*To change the description you must first delete the
uploaded fie

Si B I r-bill_jpg” fully
Document uploaded successfully |—> TR SEE R Ry S LY

uploaded.

‘Add more documents o

Done
»

6. Click Doneto closethe Attached Documents - Add/Remove modal window and
return to the Details screen.
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Personal Info
FULL NAME
Bernard Sumner

ADDRESS
Broughton, Stratford, England

FIS Chexsystems

Driver's License
20UL.2020 | SAMPLEDOR!

DA 1oV
VERIFIED | VERIFIED (=]

oFAC QUALFILE Review
INSUFFICIENT DECLINE (<]
Energy bill
Newly uploaded document Sl camememarene

Threat Metrix

oecision RISK RATING
HARDFAIL (<o} MEDIUM

A new document item appearsin the Documents card for the document you just
uploaded.

Custom Information

In addition to the standard information types described above, other information can
be displayed in separate tabs (22.10This feature was introduced in the 22.10 release) using
custom formats. Two formats are supported:

« Multi-value: Datais displayed in atable, with a header row at the top followed by
one or more datarows. Each column represents a different dataitem (identified
by the column header), and each row is a set of related values. Each value is either
asimple text/number display, or an icon that links to additional details or func-
tionality. All values in the same column are of the same type.

« Single-value: Each dataitem in atab, card or section is displayed separately, with
alabel, avalue, and an optional icon that links to additional details or func-
tionality. The personal information section uses this format.

e« 22.10
e Priorto 22.10
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ssn enarL
~ Applicant Submitted
#HH-#$-9999 barney@example.com G- T ree
Fuone ¢ oa7e oF siETH
(999) 999-9999 1956-01-04
Documents
Background Checks Legend @ Neweal @ Posive @ Nagaive ® waming
Submission Upload doos

< Back to Process Updated 3 minutes ago () settings @) Logout 3]

TASK 1D
XK6X8F9
o |Pim App D SLA B Current queue Product
& Bemard OTQUNNA B n 14 days oka.. PV Manual Review (] Deposit Account Opening Receipt  [3) ViewNotes [
Applicants Application Timeline
Status Name Email Trust Super Saver
° Bernard Sumner barney@example.com Primary Primary




Applicants Communications Validations

Documents Checklist

Applicants
® Neoutral @ Positive @ Negative ® Warning
Selected Status Name Email Trust Super Standard
Saver Checking
o_ ® [} heisenberg@example.com  Primary  Primary Primary
(@] [ ] skyler@example.com Joint Joint Join

Personal Info

Full Name

Walter White

Address

308 Negra Arroyo Lane, Albuguerque, New Mexico, United States

35N

Email
##5-£#-3333 heisenberg@example.com
Phone # Date of Birth
(555) 555-2008 1958-09-07
FIS Chexsystems
1 Multi-value data
2. Single-value data
Sent emails Custom Card
Date sent Info Delivery status
05/30/2018 AQ700.1KYC_1 true
Applicant validations Custom Card
Type View report View JSON
Identity verification (@] @
Address proof validation (@] @
Employment check ©@ ®)
Background validation © ®)

@ Temenos Workspaces. v21.11.0

The Application Details Screen

Application Timeline

STEP 3 ) Manual Review
sTER 2 Decision Engine

Applicant Submitted

NO RESULT

LH:NNEX Deposit Account Opening - Completed

KMUNZENBERGERSAVOKA.COM

Documents

Submission

Address Proof

Follow up Sent mail

@

View XML View PDF
@ @
@ @
@
@
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Several icon types are supported in custom information:

e link Detail Link: Indicates additional details are available to view. Click the icon to
display the additional details in a pop-up window.
« vertical_align_bottom Download: Indicates the additional details are available to

download. Click the icon to download the file containing the additional details.
211This feature was introduced in the 2111release
« Anyothericon provides accessto additional functionality. Click theicon to per-

form the associated action. 22.10This feature was introduced in the 22.10 release

INFO

Custom information presents aread-only view of a predetermined data set. It is
configured by a Workspaces developer who defines both the data that is dis-
played and how it appears. A Workspaces user has no control over the way the
data appears, nor can they modify the displayed information.

No Data scenario

Sometimes, data may not be available in Workspaces for one or more data items. This
could be because the expected data does not exist (for example, has not been col-
lected) or because atechnical issue prevents Workspaces from being able to obtain the
data. Workspaces indicates that expected data is not available by displaying a dash ‘- *
instead of the data value. The lack of datais reinforced by the use of gray color for Ul

elementsrelatingto these dataitems.

e« 19.11and later
e Priorto19.11
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Background Checks

FIS Chexsystems

Threat Metrix

DECISION

RISK RATING

TIN Check

TIN VERIFICATION
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QUALFILE

Legend @ mMeutrzl @ Positive @ Negative

‘Warning
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Workspaces .

JOURMNEY MAMNAGER

Process

0

Helpdesk

LI

Assisted Channel

Manage

€ Backto Pracess

@3 Keyinfo

PRIMARY APPLICANT

Mickey Mouse

é. Applicants

TYPE NAME
1 Primary
2 -

3 -

@ Background checks

FIS Chexsystems

1 FAILED

1 PASSED

=

Mickey Mouse

APPID

HVSLJWG

SSN #

HEHBHHTTT

PRODUCT

=}

Deposit Account Op...

EMAIL

kmunzenberger@temenos.com

No Data

1oV
1 VERIFIED
2
3

QUALFILE
1 APPROVE
2

DATE OF BIRTH
1985-07-05

CURRENT QUEUE

Manual Review

PHONE #

(123) 123-4567

(D]

(o)

APP AGE

2 days ago

Timeline

In Progress
16 DEC 2019 12:03 PM

Step: Manual Revie'

MANUAL REVIEW | KMUI

DAO - Manual Re

@ Add a not

Completed

16 DEC 2019 12:03 PM

Step: Decision Engi

16 DEC 2019 12:03 PM

Step: Applicant Sub

Workspaces can also be configured to hide items with no data, so you may not even see

fields or records with no data.
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Workspaces actions

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Workspaces provides a set of standard actions for working with applications and tasks.

All of the standard actions are available in the default configuration. In addition to the
standard actions, Workspaces also supportsthe configuration of custom actions that

allow your Workspaces portal to be extended with functionality that is not available in
the default configuration.

The standard actionsrelating to applications are:

New Application: Start a new application in the Applicants space.
New Form: Start a new application on behalf of someone else.
Receipt: See aread-only view of a submitted application.
Resume: Resume an unsubmitted application in a modal window.

View Notes: View all of the notes from all of an application's tasks.
The standard actionsrelating to tasks are:

« Assign: Assign atask to a Workspaces user.
o Claim: Assign atask to yourself.
« Decision: Take a decision about atask's outcome.

« Reassign: Assign an assigned task to another user. 22.10This feature was introduced in
the 22.10 release

« Recover: Recover an abandoned or withdrawn application so that the applicant
can continue with it.

« Release: Remove atask assignment for atask assigned to you.

« Unassign: Remove atask assignment for any task.
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« View Form: See aread-only view of an application that has been saved but not yet
submitted.
« Withdraw: Cancel an application that has been saved but not yet submitted.

While each of these actions is described separately, more information about how to use
each action is available in other topics.

e TOo learn more about how the Claim, Release, and Decision actions are used when
reviewing applications, see Task Review Actions.

o To learn more about the View Form, Recover and Withdraw actions, see Helpdesk
Actions.

o To learn more about the New Form action, see Assisted Channel Actions.

« To learn more about managing task assignment with the Assign, Reassign, and
Unassign actions, see Manage Actions.

o To learn more about working with tasks in the Applicants space, see Applicants
space Actions.

Standard actions

Standard actions expose core Workspaces functionality that enables you to process
applications, respond to helpdesk inquiries, assist customers, or manage your team's
workload. Each standard action is associated (via configuration) with one or more
spaces. For the spacesin the default configuration, the standard actions available in
each space are as follows.

« Task Review: Claim, Decision, Receipt, Release, View Notes

« Document Requests: Receipt, View Notes | 22.10 This feature was introduced in 22.10.
« Helpdesk: Receipt, Recover, View Form, View Notes, Withdraw

« Assisted Channel: Receipt, Recover, View Form, View Notes, Withdraw

« Manage: Assign, New Form, Reassign, Receipt, Unassign, View Notes

The Receipt action is available for submitted applicationsin all spaces, and View Form is
available for saved applicationsin the Helpdesk and Assisted Channel spaces, so you
can always view the information entered by the applicant when you need to. Further,
the View Notes action is available in all spaces so you can always view the notes that
Workspaces users have made against an application which will help you understand an
application's progress. Finally, note that only Assisted Channel users can kick-off new
applications but these can subsequently be claimed or assigned to another user.

The standard actions available in other spaces are as follows.
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« Applicants: New Form, Receipt, Recover, Resume, Withdraw

The Resume action is a new action introduced for the Applicants space and is only avail-
ablein that space.

Action availability

Associating an action with a space is just one way that Workspaces controlsthe actions
that are available to you at any point in time. Other factorsthat contribute to whether
an action is available include:

« Role-based configuration of permissions.
o The current status of atask or application.

« Conditional rules based on other task or application data values. 22.10This feature
was introduced in the 22.10 release

All of these factors work together with space-based access control to determine
whether an action is available for atask or application as the application progresses
through itslife cycle. For more information about how spaces are used to control what
actions you can perform, see Access control.

Performing standard actions

Standard actions can be performed from any List screen or Details screen. On a List
screen, actions are accessed viaicon buttons on the right-hand side of each item in the
item list.

NOTE

From the List screen, you can also use the Bulk Action feature to perform mul-
tiple actions at once. 22.10This feature was introduced in the 22.10 release

The way actions are made available on a Details screen varies depending upon whether
the action relates to an application or atask.

« Application actions are accessed via buttonsin the Action panel to the right of
the Key Info card.
o« Task actions are accessed viaicon buttons on each task in the Timeline.
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Updated a few seconds ago (:) Settings e Logout 3]

Current queue o R . .
@avoka.. P | Manual Review ] Application actions o > Receipt [ view Notes [

Application Timeline

Manual Review

100 JUN 2020 08:43 AM | NO RESULT TASKS | 0 COMM

ASK VIENT.
m DAO - Manual Review - Saved . . : -2
MANUAL REVIEW | KMUNZENBERGER@AVOKA.COM | 10 JUN 20 Task-specific actions ﬁ ’ 7
Add a note =+
STEP 2 Decision Engine
10 JUN 2020 08:43 AM | REVIEW 0 TASKS | 0 COMMENT:
sTEP 1 ~  Applicant Submitted
10 JUN 2020 08:43 AM | NO RESULT TASKS | 0 COMMENTS

Different actions may be available for each task. This is because the actions that can be
performed on atask at any time depend on several factorsincluding the task's current

state. For example, the Assign action will be available only for tasks that aren't assigned
to auser.

If there are no available actions for atask, Workspaces indicates this by displaying the

o (No Actions Available) icon, instead of the usual action icon buttons, with the icon's

gray color reinforcing the lack of available actions.
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Application Timeline

sTEP 2 ~  Manual Review
10 JUM 2020 08:43 AM | NO RESULT TASKS | 0 COMMENTS
a STEP 2 Decision Engine
10 JUM 2020 08:43 AM | REVIEW KS | & COMMENTS
No actions available
Applicant Submitted for this task
10 JUM 2020 08:43 AM | MO RESULT oS | 0 COMMENTS

WEULELTE  Deposit Account Opening - Completed o
KMUNZENBERGER@AVOKA COM | 10 JUN 2020 08:40 AM | UPDATED 10 JUN 2020 08:43 AM *
No actions available

To perform a standard action, click the button correspondingto the desired action.
Most standard actions will display a brief message in the bottom right corner of the
screen confirming that your desired action was successful or notifying you that some-
thing went wrong.

Custom actions

Custom actions use third-party web services or fluent functionsto extend the func-

tionality of your Workspaces portal with features that are not available in the default
configuration. Custom actions can be performed from a Details screen only.

NOTE

There are no custom actions in the default Workspaces configuration. Any avail-
able custom actions, and what they do, are specific to your Workspaces portal
and are not covered by thisdocumentation.

To perform a custom action:

1 On alList screen, select atask or application item to display it in the corresponding
Details screen.
2. Click Moreto display the list of available custom actions.
o 20.05 and later: The More button is specific to each task in the Application
Timeline.
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e Prior to 20.05: The More button islocated in the action group to the right of
the Key Info card.

3. Select the desired action from the list of custom actions.

Workspaces triggersthe custom functionality in Journey Manager or another back-end
system. What happens next depends on the configuration of the custom action, and

user interaction may be required. Once the custom behavior is complete, Workspaces
refreshes the screen.

e« 20.05 and later
e Prior to 20.05

Updated 4 minutes ago (:) Settings e Logout 5

Current queue Product . )
R Fraud Review ﬁ Deposit Account Opening Receipt  [3) View Notes  [3)

Application Timeline

Fraud Review

15 JUL 2020 12:36 PM | NO RESULT 1 TASKS | 0 COMMENTS

@EEEDD 040 - Fraud Review - Assigned Click More to access L
FRAUD REVIEW | 15 JUL 2020 12:36 PM the custom actions @
Agdaiioie D
TASKS | 1 COMMENT
PM | NO RESULT 1 TASKS | 0 COMMENTS
D TASKS | 0 COMMENTS
1 Review - i Select a custom . .
1 Review - Assigned : . Review Checklist
1115 JUL 2020 12:36 PM action from the list
m+ 1 TASKS | 0 COMMENTS
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Click More to access
the custom actions

MORE

CURRENT QUEUE PRODUCT
R Manual review ﬁ Deposit Account Op.. RECEIPT B CLAIM

Application Timeline

(:) Last update e

30 seconds ago

Select a custom
action from the list

Review Checklist

CURRENT QUEUE PRODUCT
R Manual Review ﬁ Deposit Account Op.. RECEIPT 2] CLAIM

Application Timeline

Selecting a custom action initiates the functionality associated with the action. This
may present aform or other interactive element to the user that they need to engage
with in order to complete the action. Alternatively, a custom action may trigger some
back-end functionality in Journey Manager or another back-end system. Regardless of
what happens, when the custom action iscomplete, focusisreturned to the Details
screen where the user initiated the custom action.
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Bulk Actions in Workspaces

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 22.10Thistopic was introduced with the 22.10
release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Workspaces provides a set of standard actions for working with applications and tasks.
By default, all actions act on a single application or task. Sometimes, however, you may
want to perform the same action on several tasks. The Bulk Action feature provides a

convenient and efficient way to perform an action on multiple tasks all at once, rather
than having to select each task item one at atime and performing the action. Bulk
actions are particularly efficient when an action requiresthe entry or selection of addi-
tional datato completeit, such as selecting a user from alist.

The Bulk Action feature is available on the List screen only. To perform a bulk action,
you first need to activate the Bulk Action mode. Activating this mode displays the Bulk
Action panel which contains an Action selector and an Apply button. The Bulk Action
mode is deactivated when you apply the Bulk Action action or viathe Bulk Action mode
selector. Deactivating the Bulk Action mode hides the Bulk Action panel.
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To perform a bulk action, first ensure the Bulk Action mode is active, then select an
action to perform from the Action selector. If the selected action requires atarget user,
the User selector is displayed. Select one or more tasks from the item list and, if
required, atarget user from the User selector. The order in which you make these selec-
tionsis not important. Finally, once all selections have been made, apply the selected
action to the selected tasks. A notification is displayed indicating the success or failure
of the bulk action. A bulk action fails if the action fails for any of the selected tasks.

INFO

A Workspaces administrator can refer to the Journey Manager logs for more
details about why a bulk action failed.

When you activate the Bulk Action mode, all of theitemsin theitem list are disabled.
Deactivating the Bulk Action mode enables all items in the item list again. Once the Bulk
Action mode is active, each time you select an action to perform from the Action
selector,theitemsfor the tasksthat can be targeted by the selected action are enabled
with all remaining items disabled. You can use the Paging Tools to navigate amongst
item list pagesto find the tasks you need. However, when you click Apply, the action is
applied to the selected tasks on the current page only. Selected items on other pages
areignored.

The actions that can be performed as bulk actions are:

« Assign: Assign atask to a Workspaces user.
o Claim: Assign atask to yourself.

« Reassign: Assign an assigned task to another user. 22.10This feature was introduced in
the 22.10 release

« Recover: Recover an abandoned or withdrawn application so that the applicant
can continue with it.

. Release: Remove atask assignment for a task assigned to you.

« Unassign: Remove atask assignment for any task.

o Withdraw: Cancel an application that has been saved but not yet submitted.

Each of these actionsis described in separate topics. Click an action name in the list
above to learn about these actions.
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Example

Bulk Reassignment of Tasks

The following example illustrates the stepsrequired to reassign several tasks using the
Bulk Action feature.

1 Select the Manage space (J).

2. Activate the Bulk Action mode (2). The Bulk Action panel appears (3), and all items
in theitem list are disabled.

3. Select the action to perform from the Action selector; in this case, the Reassign
action (4). Items corresponding to assignable tasks are enabled in the item list (5),
and the User selector (6) appears beside the Action selector.

4. Select one or more of the enabled tasks (7); the number of tasks selected is dis-
played in the Bulk Action panel (8). Select atarget user to reassign the selected
tasksto (9). Note that you can make these selectionsin any order.

5. Oncethetasks and atarget user are selected, the Apply button is enabled. Click
Apply (10) to perform the selected action on the selected tasks. In this case, the
selected tasks are reassigned to the selected user, and their Workspaces id is dis-
played in the Assigned to column of the selected tasks. (11)

6. Asuccess notification is displayed (12), and the Bulk Action mode is deactivated
(13).
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Assign a Task to a User

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

If you manage ateam, you may need to schedule work to meet various needs; for
example, to share work across your team,to accommodate team member absences, or
to satisfy an SLAL A user with access to the Manage space, such as a manager or a Work-
spaces administrator, can change task assignments to address any such needs. For
example, an unassigned task can be assigned to someone.

The Assign action is available in the Manage space, and can be performed on tasks that
satisfy the following conditions.

« Thetask is not assigned to anyone.
« Thetask is assignableto the target user; that is,the target user hasthe necessary
permissionsto access the task.

If these conditions are satisfied, the task can be assigned to the target user.

If the task you want to assign is already assigned to someone, either remove the task
assignment first by unassigning or releasing it, or reassign the task instead.

NOTE

« The Assign and Reassign actions are mutually exclusive, meaning that only one
of these actions is available at any time.
« By default, the Reassign action is only available in the Manage space.

You can assign atask in the Manage space from either the List screen or the Details
screen.

Assign from List Screen

To assign atask from the List screen:

1A service-level agreement (SLA) is a commitment between a service provider and a cli-
ent. Particular aspects of the service — quality, availability, responsibilities — are agreed
between the service provider and the service user.
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1 Select the Manage space.
2. OntheList screen,locatetheitem in theitem list for the task you want to assign.
3. Point your cursor at the task item. The available actions appear at the right-hand

side.
4. Click person_add Assign to display the list of Workspaces users.
5. Select auser from the list. The task is assigned to the selected user, and their

Workspaces id is displayed in the Assigned to column.

From the List screen, you can also use the Bulk Action feature to assign multiple tasks
at once. 22.10This feature was introduced in the 22.10 release

Assign from Details Screen

To assign atask to auser from the Details screen:

1 Select the Manage space.
2. Onthe List screen, locatetheitem in theitem list for the task you want to assign.
Select the task item to display its application details.
3. Onthe Details screen, click abutton to display the list of Workspaces users.
« Workspaces 20.05: Click person_add Assign for the selected task in the
Application Timeline. The user list displays both the Workspaces user id and

the full name for each user.
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o Workspaces 19.11 and earlier: Click Assign in the Action panel.
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In Progress to a Workspaces user
@ .
v In the Manage space ... .
Personal Info

FuLL NAME
Fred Flintstone

4. Select auser from thelist. The task is assigned to the selected user, and their
Workspaces id is displayed in the Assigned To field in the key information.

When you assign atask from any screen, a message is displayed brieflyin the bottom
left corner of the page identifying whether or not the action was successful.
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Claim - Assign an Unassigned Task to Your-
self

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

As an application progresses through its life cycle, Journey Manager creates tasks that
users can interact with. Atask must be assigned to a user before they can work onit.
Workspaces provides the Claim action as a convenient way to assign atask to yourself.

You can't claim atask that is already assigned to someone, so if you want to claim an
assigned task, you need to remove the task assignment first. To learn about removing a
task assignment, see Unassign - Remove a Task Assignment.

The Claim action can only be used to assign atask to yourself, not to someone else. To
learn about assigning tasks to other users, see Assign a Task to a User.

If you have accessto the Manage space, an alternative to claiming or assigning atask is
to reassign it to yourself or someone else instead. To learn about reassigning tasks, see
Reassign an assigned Task to another User.| 22.10 This feature was introduced in 22.10.

NOTE

« The Claim and Reassign actions are mutually exclusive, meaning that only one
of these actions is available at any time.
« By default, the Reassign action is only available in the Manage space.

You can claim atask in the Task Review or Helpdesk space from either the List screen
or the Details screen.

Claim from List Screen

To claim atask from a List screen:

1 Select the Task Review or Helpdesk space.

2. On the List screen, locate theitem in theitem list for the task you want to claim.

3. Point your cursor at the task item. The available actions appear at the right-hand
side.
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4. Click library_add Claim. The task is assigned to you, and your Workspaces id is dis-
played in the Assigned column.

From the List screen, you can also use the Bulk Action feature to claim multiple tasks
at once. 22.10This feature was introduced in the 22.10 release

Claim from Details Screen

To claim atask from a Details screen:

1 Select the Task Review or Helpdesk space.
2. Onthe List screen, locatetheitem in theitem list for the task you want to claim.
Select the task item to display its application details.
3. On the Details screen, click abutton to claim the task using one of the following
methods.
« Workspaces 20.05: Click library_add Claim for the selected task in the Applic-
ation Timeline.
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The task is assigned to you, and your Workspaces id is displayed in the Assigned To
field in the key information.
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When you claim atask from any screen, a message is displayed briefly in the bottom
left corner of the page identifying whether or not the action was successful.
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Decision - Record a Decision for a Task

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 20.05Thistopic was updated for the 20.05 release

When you have all the information you need about atask, you can take a decision on the
task's outcome. Taking adecision on atask completesthe task and moves it alongin its
life cycle.

The Decision action is available only from the Details screen in the Task Review space,
and only for tasks that are assigned to you; you cannot take a decision for atask that is
assigned to someone else. When you take a decision, you must provide both the
decision (representing some outcome, assessment or result) and a note supporting the
decision. The noteisimportant because it helps othersto understand how you arrived
at your decision, and may be prefilled with relevant information.

To take adecision on atask's outcome:

1 Select the Task Review space.
2. Locatetheitem (task) of interest, and select it to open its Details screen.
3. Click a Decision button to display the Decision window.
o Workspaces 20.05: Click call_split Decision for the selected task in the
Application Timeline.

< BacktoProcess . ypdated 2 minutes ago @) settings @  Logout 3]
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« Workspaces 19.11 and earlier: Click Decision in the Action panel.
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4. Select one of the optionsin the Choose a Decision dropdown. The decision options
available in your Workspaces portal are dependent on your Journey application
configuration but may include such options as Approve and Decline.

Decision

Select a decision

Decision

CHOOSE A DECISION

You are required to add a note to explain your decision.

Enter a note

Save or Submit

5. Enter amandatory note supporting your decision. Ensure the note includes useful
details that explain the decision you have taken. Relevant information may be pre-
filled in the note to assist you with this.

6. Finally, click Submit to submit your decision. If you're not ready to submit your
decision but want to keep the information you have entered, click Save instead to

save what you have entered so that it isnot lost.
7. Click close Closeto close the Decision window and return to the Details screen.
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If you don’t have all the information you need to complete the decision right now, you
can click Save (at step 6) to save the information you have entered and complete the
decision later. Subsequently, when you are ready to complete the decision, repeat the
necessary steps above to return to the Decision window, update the Decision and Note
asrequired, and then click Submit to record the decision you have made.
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New Application - Start a New Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces ApplicantA Workspaces
Applicants space user | 21l1Thistopic wasintroduced with the 211lrelease

A key feature of the Applicants space is the ability to create new applications. This fea-
tureis available viathe New Application action which is fundamentally the same asthe _
New Form action available in Workspaces.

NOTE

An application started using the New Application action can only be accessed by
an authenticated user; that is, auser who islogged in to Journey Applicants or a
Temenos Journey Manager system. However, many applicants are anonymous or
unauthenticated users, starting an application from an external website such as
an online banking website, and so will not be able to access an application star-
ted with New Application.

INFO

Handover of applications between authenticated and anonymous users is pos-
sible but may not be offered in an out of the box Temenos Journey Manager solu-
tion. If application handover isimportant to you, contact your Temenos Journey
Manager representative to discuss how your solution can be customized to allow
application handover where you need it in your application workflow.

In the Applicants space, the New Application action is only available from the Search
screen; it isn't available from the Details screen.

To start an application in the Applicants space:

1 Select the Applicants space.
2. Onthe Search screen, click New Application and select a form / product type from

the list displayed.

3. Amodal window opens containing the selected form. Enter any customer or applic-
ation details that you have, then save or submit the application and close the
modal window.

4. When you return to the Search screen, your new application will appear in the
item list. If you can't see it straight away, you may need to refresh the screen.
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Once you have started and saved an application, you can open it again any time to con-
tinue entering information until the application has been submitted. For details about
how to continue an application, see Resume - Resume a Saved Application.
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New Form - Start a New Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 19.1Thistopic was updated for the 19.11release

In acustomer-focused role such as arelationship manager, it helpsto be ableto
provide services to your busy customers that make their lives easier. Workspaces
includes many features aimed at reducing friction in the application process. One of
theseisthe New Form action which allows you to kick-start applications on behalf of
your customers.

NOTE

An application started using the New Form action can only be accessed by an
authenticated user; that is, auser who islogged in to Journey Workspaces or a
Temenos Journey Manager system. However, many applicants are anonymous or
unauthenticated users, starting an application from an external website such as
an online banking website, and so will not be able to access an application star-
ted with New Form.

INFO

Handover of applications between authenticated and anonymous usersis pos-
sible but may not be offered in an out of the box Temenos Journey Manager solu-
tion. If application handover isimportant to you, contact your Temenos Journey
Manager representative to discuss how your solution can be customized to allow
application handover where you need it in your application workflow.

You can start an application only from the List screen in the Assisted Channel space;
the New Form action is not available from the Details screen, nor in any other space.

To start an application:

1 Select the Assisted Channel space.

2. On the List screen, click New Form and select aform / product type from the list
displayed.

3. Awindow opens containing the selected form. Enter any customer or application
details that you have, then save and close the application.
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4. When you returnto the List screen, atask for the new application that you just
saved will appear in your item list. If you can't see it straight away, you may need to
refresh the page.

Once you have started an application, you can open it again any time to continue enter-
ing information on the applicant's behalf until the application has been submitted. For
details about how to continue an application, see View Form on this page.
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Reassign — Assign a Task to another User

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 22.10Thistopic was introduced with the 22.10
release

If you manage ateam, you may need to schedule work to meet various needs; for
example, to share work across your team,to accommodate team member absences, or
to satisfy an SLAL A user with access to the Manage space, such as a manager or a Work-
spaces administrator, can change task assignments to address any such needs. For
example, atask that's already assigned to a user can be reassigned to another user.

The Reassign action is available in the Manage space, and can be performed on tasks
that satisfy the following conditions.

« Thetask is assigned to someone other than the target user (the user you want to
assign the task to).

« Thetask is assignableto the target user; that is,the target user hasthe necessary
permissions to access the task.

If these conditions are satisfied, the task can be reassigned to the target user.

While you can't reassign atask that isn't already assigned to someone, you can claim an
unassigned task for yourself or assign it to someone else. If you simply want to remove
atask's assignee, release or unassign the task instead.

NOTE

« The Assign and Reassign actions are mutually exclusive, meaning that only one
of these actions is available at any time. Similarly, the Claim and Reassign
actions are also mutually exclusive.

« By default, the Reassign action is only available in the Manage space.

You can reassign atask in the Manage space from either the List screen or the Details
screen.

1A service-level agreement (SLA) is a commitment between a service provider and a cli-
ent. Particular aspects of the service — quality, availability, responsibilities — are agreed
between the service provider and the service user.
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Reassign from List Screen

To reassign atask from the List screen:

1 Select the Manage space.

2. Onthe List screen,locatetheitem in theitem list for the task you want to reas-
sign.

3. Point your cursor at the task item. The available actions appear at the right-hand
side.

4. Click group_add Reassign to display the list of Workspaces users. The user list dis-
plays both the Workspaces user id and the full name for each user.

5. Select auser from the list. The task is assigned to the selected user, and their
Workspaces id is displayed in the Assigned to column.

From the List screen, you can also use the Bulk Action feature to reassign multiple
tasks at once. 22.10This feature was introduced in the 22.10 release

Reassign from Details Screen

To reassign atask to auser from the Details screen:

1 Select the Manage space.

2. On the List screen, locatetheitem in theitem list for the task you want to reas-
sign. Select the task item to display its application details.

3. Onthe Details screen, click group_add Reassign for the selected task in the Applic-
ation Timeline to display the list of Workspaces users. The user list displays both
the Workspaces user id and the full name for each user.
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4. Select auser from the list. The task is assigned to the selected user, and their
Workspaces id is displayed in the Assigned To field in the key information.

When you reassign atask from any screen, a message is displayed brieflyin the bottom
left corner of the page identifying whether or not the action was successful.
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Receipt - View a Receipt

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11This topic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

Many of the actions you perform in Workspaces rely upon you being able to seethe
information submitted by an applicant; for example, when you're reviewing an applic-
ation to make a decision or responding to a customer inquiry. The Receipt action allows
you to view a submitted application.

INFO

Receipt is available once an application has been submitted. If the application
has been saved but not submitted, View Form is available instead. To learn about
how to view a saved application, see View Form - View a Saved Application.

e 22.10

e 22.04 and earlier

Receipt

RecePT
B 6 Deposit Account Opening

Receipts

%*. TEMENOS

Primary Applicant

Welcome to the form

Primary
Applicant

First Name *

1 Modal window
2. Expandto full screen
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3. Pop out to newtab
4. Close modal window
5. Receipt selector

PT

=
B Receipts  peposit Account Opening

Reference Code: 79V3QN7

details ristiano football-2@example

This section captures
information abou
primary applicant in
this application

Areceipt isaread-only view of information submitted by an applicant or other Work-
spaces user, and displayed in the same form used to capture that information. You can
view areceipt from any space, and for any item (application or task) even if it's not
assigned to you. Each task associated with an application may have a receipt. If there
are multiple receipts for an application, you can view a specific receipt using the
Receipt selector at thetop of the modal window. Note that viewing a receipt does not
allow you to change the application in any way.

When you select the Receipt action, the receipt for the selected task is displayed unless
thereisn’t areceipt associated with the task, in which case the most recent receipt is
shown by default. However, if you're using Workspaces 22.04 or earlier,the most recent
receipt is always displayed by default. | 22.10This feature was updated in 22.10.

To view areceipt from a List screen:
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1 Select any space.

2. Onthe List screen, locate theitem that you want to view.

3. Point your cursor at theitem in the item list; the available actions appear at the
right-hand side. Click receipt Receipt.

4. Awindow opensdisplaying the application information. Scroll bars are available to
allow you to see the full page, and you can use any navigation tools on the form to
see all of the application.

To view areceipt from a Details screen:

1 Select any space.

2. Onthe List screen,locatetheitem in theitem list that you want to view, then
select it to display its application details.

3. Onthe Details screen, click Receipt.

4. Awindow opensdisplaying the application information. Scroll bars are available to
allow you to see the full page, and you can use any navigation tools on the form to
see all of the application.

Regardless of which screen you opened the Receipt window from, you can use the
Receipt selector to switch between receiptsif there are multiple receipts. When you're
finished viewing the receipt, click close Close in the top-right corner to close the
Receipt window and return to the page you started from.
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Recover an Abandoned Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 19.11Thistopic was introduced with the 19.11
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Prior to Workspaces 19.11, applications could only be recovered in the Journey
Manager dashboard.

Sometimes, an application is started but not saved or submitted. This could be a delib-
erate choice by the applicant, but it may also be due to circumstances beyond the
applicant's control; for example, if their browser crashes or the form session times out.
Regardless of how or why it happens, an application that hasn't been saved or sub-
mitted eventually becomes abandoned.

After an application has become abandoned, the applicant may decide that they want

to continue their application. For example, the applicant may have closed the form acci-
dentally without saving/submitting it, or they may simply have change their mind and
want to complete and submit the application they started earlier. The abandoned
application probably contains alot of information that the applicant entered earlier,
and they don't want to have to enter it again. Workspaces allows you to recover an aban-
doned application, within a configured time frame, so that the applicant can continue
the application they started without having to re-enter any saved information.

NOTE

Any Personally Identifiable Information (PIl) in arecovered application is not
available if the dataretention period has expired.

In addition to abandoned applications, an application that has been withdrawn can also
be recovered.
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HOW DOES AN APPLICANT ACCESS A RECOVERED APPLICATION?

Workspaces does not mandate how an applicant can access arecovered applic-
ation in the default configuration as this is an aspect that will be specific to each
Workspaces portal. However, it's likely that the applicant will have received an
email at some point - such aswhen they started or saved their application - and
thiswill include alink to take them back to their application.

You can recover an application in the Helpdesk or Assisted Channel space from either
the List screen or the Details screen.

Recover from List Screen

To recover an application from a List screen:

1 Select the Helpdesk or Assisted Channel space.

2. Onthe List screen,locatetheitem in theitem list for the application you want to
recover. When searching for an application, keep in mind that some application
details may not be available as the application may not be filled in completely.

3. Point your cursor at the application item. The available actions appear at the
right-hand side.

All form states |1 submitted Saved Abandomed . Updateda few seconds ago @ settings @ oot 5

Helpdesk

Created date

All A 29Jun2020-27 Jul2020 (5 All v 1724513 Q  Fitter =

Primary Date e App .
RrelD applicant birth = # GRrmeled submitted

e
- ~ Deposit Account ~ R I —
the.other.one@example.com e Abandoned Recover the application ¢}

rowsperpece 10+ 1ior D

L7Z45L3 Stephen Morris

@ Temenos Workspaces. Version 20.05

Therestore_from_trash Recover action is available here because even though the
application has not been submitted yet, it has been saved (either intentionally by
the applicant or in the background by the form) before becoming abandoned or
being withdrawn.

4. Click restore_from_trash Recover. The application is now available again to con-
tinue along the application workflow.
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Al form states 1 submitied Saved Abandoned Updated a few seconds ago (}) settings @ Logout 3]

Helpdesk
Form / Product type Created date
All P 29Jun2020-27 Jul 2020 5 All v 1724513 Q 2 =
Available actions change
Date of Phone App App C
APplD birth =N Email # Frodiiet submitted status Step modified
L7Z45L3 Stephen Morris

st ~ . Deposit Account . . .
S the_other.one@example.com opening saved E =)
Rows per page 10 ~ 1-10f1
Confirmation message

bn 20.05

Task recovered

The available actions change and a message confirming you have recovered the
application is displayed briefly in the bottom left corner.

From the List screen, you can also use the Bulk Action feature to recover multiple
applications at once. 22.10This feature was introduced in the 22.10 release

Recover from Details Screen

To recover an application from a Details screen:

1 Select the Helpdesk or Assisted Channel space.

2. Onthe List screen, locatetheitem in theitem list for the application you want to
recover. When searching for an application, keep in mind that some application
details may not be available asthe application may not be filled in completely.

3. Select the application item in the item list to display its details.

4. Onthe Details screen, click abutton to recover the application:

« Workspaces 20.05: Click restore_from_trash Recover for the selected task
inthe Application Timeline.

< Back to Helpdesk Updated a few seconds ago () settings @) Logout 3]

TASK 1D

L7Z45L3

Primary applica oo Ao LA Exp Assigne ent queue Produ

2 Stephe @ - ® kmunzenberger@avoka. R [} Deposit Account Opening @ actions avaiznie
In the Helpdesk or
Assisted Channel space
Applicants Application Timeline
Recover the application
for the selected task
Name Email @EZIE) volication tarted
27 UL 2020 11:15 AM [ NO RESULT

Stephen Morris the.other.one@example.com

Stephen Morris

ADDRESS
Macclesfield, Cheshire, England

AAAAAAAAAA

Note that the Recover action is only available for the first task of an applic-
ation that has been saved but not yet submitted.
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o Workspaces 19.11 and earlier: Click Recover in the Action panel.
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The application is now available again to continue along the application workflow.
The available actions change and a message confirming you have recovered the
application is displayed briefly in the bottom left corner.
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Release a Task Assigned to You

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

When you no longer need to work on atask, you can release it so that it can be assigned
to someone else. Releasing atask returnsit to the pool of unassigned tasks in the item
list, allowing it to be assigned to or claimed by someone else.

To release atask, you must be in the Task Review or Helpdesk space. The Release action
is available only for tasks that are assigned to you. You cannot release atask that is
assigned to someone else; the task must be unassigned first. To learn about unas-
signing tasks, see Unassign - Remove a Task Assignment.

NOTE

If you have accessto the Manage space and want to release atask so that you
can assign it to someone else, a quicker way to do thisisto reassign the task
instead.

You can release atask in the Task Review or Helpdesk space from either the List screen
or the Details screen.

Release from List Screen

To release atask from the List screen:

1 Select the Task Review or Helpdesk space.

2. Onthe List screen,locatetheitem in theitem list for the task you want to release.

3. Point your cursor at the task item. The available actions appear at the right-hand
side.

4. Click open_in_new Release. The task is no longer assigned to you, and you can con-
firm this by noting that your Workspaces id isremoved from the Assigned column.

From the List screen, you can also use the Bulk Action feature to release multiple tasks
at once. 22.10This feature was introduced in the 22.10 release

Release from Details Screen

To release atask from the Details screen:
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1 Select the Task Review or Helpdesk space.
2. Onthe List screen, locatetheitem in theitem list for the task you want to release.
Select the task item to display its application details. .
3. Onthe Details screen, click abutton to release the task:
« Workspaces 20.05: Click open_in_new Release for the selected task in the
Application Timeline.
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The task isno longer assigned to you, and you can confirm this by noting that your
Workspaces id isremoved from the Assigned To field in the key information.

When you release atask from any screen, a message is displayed briefly in the bottom
left corner of the page identifying whether or not the action was successful.
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Resume - Resume a Saved Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces ApplicantA Workspaces
Applicants space user | 21l1Thistopic wasintroduced with the 211lrelease

After you start an application, you may find that you don't have all the information you
need at hand to complete the application, so you save it for now while you go and find

what you need. Once you have all the information for your application, you can resume
your saved application to complete it and submit it.

INFO

To view the information for an application that has been submitted, see Receipt
— View a Receipt.

All my applications | 22 My submitted My saved My abandoned All applications Updated 20 minutes ago (7 Settings € Logout 53]
i - Y
Assisted Channel (Newrorm B )
- /)

Form / Product type Created date
All A 29 Jun 2020 -27 Jul2020  [H All ~ | Type exact text to match; e.g. "Apple” instead of "Ap| Q Filter =
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NBOMS7N Kevin Durant Deposit Account Opening 15 Jul 2020 - saved

HK5S686 Wardell Curry If Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

MFS8NCQ LeBron James St Deposit Account Opening 15 Jul 2020 - saved

Rows perpage 10 1-10 0f 22 >

@ Temenos Workspaces. Version 20.05

To resume an application, you must be in the Applicants space. When you resume an

application, the information previously entered is displayed in the same form that was
used to capture that information. While resuming an application and viewing a receipt
both show you the application form, these two actions differ in one key way. When you
view areceipt, the application form is displayed read-only. However, when you resume
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an application, you can enter or update information in the application form and then
submit it.

NOTE

Any Personally Identifiable Information (PIl) in arecovered application is not
available if the dataretention period has expired.

You can onlyresume aform from the Details screen. To resume a form:

1 Select the Applicants space.

2. Onthe Search screen, locate an item in the item list for the application that you
want to resume, and select it to display its details.

3. Onthe Details screen, the Resume action will be available if the application has
been saved but not yet submitted. However, if the application has been submitted,
the Receipt action will be available instead. For details about how to view a sub-
mitted application, see Receipt - View a Receipt.

4. Click Resume. Amodal window opens displaying the application in the same form

used to capture the original information. Scroll bars are available to allow you to
accessthe full page, and you can use any navigation tools on the form to access all
of the application.

From this point you can continue to fill out the application. When you're done entering
information, you can submit the application or save it again if you're not ready to sub-
mit it yet. When you're finished with the form, click close Close in the top-right corner
to close the form window and return to the Details screen.
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Unassign - Remove a Task Assignment

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

If you manage ateam, you may need to schedule work to meet various needs; for
example, to share work across your team,to accommodate team member absences, or
to satisfy an SLAL A user with access to the Manage space, such as a manager or a Work-
spaces administrator, can change task assignments to address any such needs.

To unassign atask, you must be in the Manage space, and the task must be assigned to
someone. Removing atask assignment returnsthe task to the pool of unassigned tasks,
allowing it to be claimed by or assigned to someone else. You can only remove atask
assignment if the task is assigned to someone already, including yourself. However, if
thetask is assigned to you and you're in the Task Review space, you can release it
instead.

NOTE

If you have accessto the Manage space and want to unassign a task so that you
can assign it to someone else, a quicker way to do thisisto reassign the task
instead.

You can unassign atask in the Manage space from either the List screen or the Details
screen.

Unassign from List Screen

To unassign atask from the List screen:

1 Select the Manage space.
2. Onthe List screen, locatetheitem in theitem list for the task you want to unas-

sign.

1A service-level agreement (SLA) is a commitment between a service provider and a cli-
ent. Particular aspects of the service — quality, availability, responsibilities — are agreed
between the service provider and the service user.
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3. Point your cursor at the task item. The available actions appear at the right-hand

side.
4. Click person Unassign. The task is no longer assigned to you, and you can confirm
this by noting that the previously assigned Workspaces id is removed from the

Assigned column.

From the List screen, you can also use the Bulk Action feature to unassign multiple
tasks at once. 22.10This feature was introduced in the 22.10 release

Unassign from Details Screen

To unassign atask from the Details screen:

1 Select the Manage space.
2. Onthe List screen,locatetheitem in theitem list for the task you want to unas-
sign. Select the task item to display its application details.
3. Onthe Details screen, click abutton to remove the task assignment:
« Workspaces 20.05: Click person Unassign for the selected task in the Applic-

ation Timeline.
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The task is no longer assigned to you, and you can confirm this by noting that the
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previously assigned Workspaces id isremoved from the Assigned To field in the key
information.

When you remove atask assignment from any screen, a message is displayed briefly in
the bottom left corner of the page identifying whether or not the action was successful.
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View Form - View a Saved Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11This topic was introduced with the 18.11
release | 19.1Thistopic was updated for the 19.11release

Some of the actions you perform in Workspaces rely upon you being able to see inform-
ation entered and saved by an applicant; for example, when responding to a customer
inquiry. The View Form action allows you to view a saved application.

INFO

View Form is available if the application has been saved but not yet submitted.
However, if the application has been submitted, Receipt is available instead. To
learn about how to view a submitted application, see Receipt - View a Receipt.

View Form i

£ MAGUIR

FINANCIAL

Reference Code: PWXIMF6
Save and Close o Gancel / Exit o Open Saved Form

OK, Lets Get Started!

We make it easy to apply online and it won't take long, so let's get going...

Primary Applicant Primary applicant details

details First Name * Last Name *
This section captures Peter Woodhead
information about the

primary applicant in this

application Middle Name (Optional) Email Address *

peter hook@example.com

SSN * Phone Number *

#44.84.900) (222) 2222222

Date of Birth * Type =

13 Fah 1956

To view aform, you must be in the Helpdesk or Assisted Channel space. When you view
aform,theinformation entered by the applicant is displayed in the same form used to
capture that information. Viewing a form differs from viewing a receipt in that the form
isnot read-only. When you view aform, you can enter or update application inform-
ation to help the applicant to complete their application.
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To view aform from a List screen:

1 Select the Helpdesk or Assisted Channel space.

2. Onthe List screen,locatetheitem that you want to view in the item list.

3. Point your cursor at the item; the available actions appear at the right-hand side.
Click description View Form.

4. Awindow opens displaying the application in the same form used to capturethe
original information.

To view aform from a Details screen:

1 Select the Helpdesk or Assisted Channel space.

2. On the List screen, locate theitem that you want to view in the item list, then
select it to display the application details.

3. Onthe Details screen, click View Form.

4. Awindow opensdisplaying the application in the same form used to capture the

original information.

Regardless of which page you opened the form window from, scroll bars are available to
allow you to access the full page, and you can use any navigation tools on the form to
access all of the application. When you're finished accessing the form, click close Close
inthe top-right corner to close the form window and return to the page you started
from.
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View Notes - View all Notes for an Applic-

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 20.05Thistopic was introduced with the

20.05 release

As an application progresses through its life cycle, it may pass from one user to another
to perform various assessments or other activities. Each user that touches the applic-
ation can add information to the application such as how it is processed, details of user
inquiries, or changes in prioritization. Because an application can pass through many dif-
ferent sets of hands, it'simportant to capture thisinformation in case it's needed by
someone else later in the application life cycle, or to assist in responding to inquiries.
Information captured thisway is stored as a comment, also referred to as anote,
against the relevant task. To learn about creating notes, see Application Details Screen

> Timeline.

You can view notes for a specific task in the Timeline on the Details screen. This is con-
venient if you know which task a note was made against. But maybe you don't know
which task to look at, or you want to see an overview of all notes for the application. In
thisinstance, you can use the View Notes action which is available from the Details
screen in all spaces.

To view all notes for an application:

Select a space.

Locatetheitem of interest in the item list, and select it to open its Details screen.
Click View Notesin the Action panel to display the Notes window.

Notes are grouped by step and task, placing each note in the context of the applic-

P w DN p

ation's and task's state at the time that it was made. A scroll bar appears if neces-
sary for you to view all of the notes, and you can expand the window to use the full
screen.
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Full screen ose window

Step Notes

Step - Manual Review
Step details
28 DAYS AGO
J6DFZXZ - DAO - Manual Review
Task details MANUAL REVIEW | KPARAMESWARAN@AVOKA.COM | 28 DAYS AGO
28 days ago] kparameswaran@avoka.com
Note details and content Recheck is required as background information changed
Step - Fraud Review
Next step, task, note 28 DAYS AGO

6YJT2CG - DAO - Fraud Review
FRAUD REVIEW | KPARAMESWARAN@AV OKA.COM | 28 DAYS AGO

28 days agol kparameswaran @avoka.com
Looks good
Step - Manual Review

28 DAYS AGO

VZD3TV8 - DAO - Manual Review
MANUAL REVIEW | KPARAMESWARAN@AVOKA.COM | 28 DAYS AGO

28 days ago] kparameswaran@avoka.com
Referring for fraud check

5. When you're finished viewing the notes, click close Close to close the Notes win-
dow and return to the Details screen.
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Withdraw — Withdraw an Unsubmitted
Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 19.11Thistopic was introduced with the 19.11
release | 22.10Thistopic was updated for the 22.10 release

NOTE

If you're using Workspaces 19.11or later, you can withdraw an application from
within Workspaces or the Journey Manager dashboard. However, if you're using
Workspaces 19.05 or earlier, applications can only be withdrawn in the Journey
Manager dashboard.

Consider the situation where someone starts an application but, before submittingit,
they change their mind and decide not to proceed with the application after all. So, they
contact the support helpdesk and ask for the application to be canceled. Workspaces
handles this situation by allowing an application to be withdrawn.

Withdrawing an application is a deliberate step in the application workflow and pro-
gressesthe application to an end point in its life cycle. At this point, processing of the
application might cease but this does not mean that the application is discarded just
yet. This is convenient for an applicant that has a subsequent change of heart and
decides to continue with their application, as all is not lost and a withdrawn application
can berecovered.

While it might be good practice to withdraw unwanted unsubmitted applications, it is
not mandatory to do so, and an unsubmitted application that is not withdrawn will even-
tually expire, becoming abandoned. Thisisimportant to note as it could affect an
SLArelatingto the processing of applications.

You can withdraw an application in the Helpdesk or Assisted Channel space from either
the List screen or the Details screen.

Withdraw from List Screen

To withdraw an application from the List screen:
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1 Select the Helpdesk or Assisted Channel space.

2. Onthe List screen, locatetheitem in theitem list for the application you want to
withdraw. When searching for an application, keep in mind that some application
details may not be available asthe application may not be filled in completely.

3. Point your cursor at the application item. The available actions appear at the

right-hand side.

@ Temenos Workspaces. Version 20.05

All form states |1 Submitted Saved Abandoned
Helpdesk
llllll te of
App ID i b SSN Email
R #i#- @
L7Z45L3 Stephen Morris 44444 the other.one@example.co:

Phone

Created date

29Jun2020 -27 Jul 2020 [

Praduct

Deposit Account
Opening

All v 1724513

App .
submitted

Updated 7 minutes ago () Settings @) Lovout 3]

Rows per page 10 ~ 1101

The cancel _presentation Withdraw action is available here because even though

the application has not been submitted yet, it has been saved (either intentionally

by the applicant or in the background by the form).
4. Click cancel_presentation Withdraw. The application is withdrawn, and the avail-

able actions change.

Confirmation message

bn 20.05

Task withdrawn

All form states |1 Submitted Saved Abandoned
Helpdesk
Primary Date of
SERD applicant birth =N Ea
o 957-10- fres
L7Z45L3 Stephen Morris 957-10-28 54444

the.other.one@example.com

Created date

29Jun2020-27 Jul2020 (5

Product

Deposit Account
Opening

All v 1724513

App
submitted

Updated a few

App status

Abandoned

sccondsago () settings @ Logout 3]

Rows perpage 10 v 1-10f1

A message confirming you have withdrawn the application is displayed briefly in

the bottom left corner.

From the List screen, you can also use the Bulk Action feature to withdraw multiple

applications at once. 22.10This feature was introduced in the 22.10 release

Withdraw from Details Screen

To withdraw an application from the Details screen:
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1 Select the Helpdesk or Assisted Channel space.

2. Onthe List screen, locatetheitem in theitem list for the application you want to
withdraw. When searching for an application, keep in mind that some application
details may not be available asthe application may not be filled in completely.

3. Select the application item in the item list to display its details.

4. Onthe Details screen, click a button to withdraw the application:

« Workspaces 20.05: Click cancel_presentation Withdraw for the selected
task in the Application Timeline.

< Back to Helpdesk Updated a few seconds ago () settings @) Logout 3]
TASK 1D
L7Z45L3
o | Primary LA e Assigned Current queue Product U
S Stepher @ - ® kmunzenberger@avoka. R [} Deposit Account Opening @ actions avarsnle

In the Helpdesk or
Assisted Channel space

Applicants Application Timeline
Withdraw the application for
Name Email PG the selected task
27 0L 2620 11:15 A | NO RESULT
Stephen Morris the.other.one@example.com

FuLL NAmE
Stephen Morris

ADDRESS
Macclesfield, Cheshire, England

AAAAAAAAAA

Note that the Withdraw action is only available for the first task of an applic-
ation that has been saved but not yet submitted.
o Workspaces 19.11 and earlier: Click Withdraw in the Action panel.

Workspaces .
JOURNEY MANAGER

< suckio
Process @ Keyinfo
WITHDRAW [X] VIEW FORM @
a 2 | e o | e oot s B 5 o
Helpdes
In the Helpdesk or
o Assisted Channel space @ -
¥ Policants = _—
et et Withdraw the application
for the selected task
In Progr
@ Betty Rubble betty@example.com s a s A
(i Step - Application Started CEOETD ~

Personal Info

FuLLnawe
Betty Rubble

5. The application iswithdrawn, and the available actions change. A message con-
firming you have withdrawn the application is displayed briefly in the bottom left
corner.

« v20.05
« v19.11and earlier
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< Back to Helpdesk

TASK 1D
L7Z45L3
Primary applicant AppID
= S‘lep’ver: Mu"\”s L7;45L3 @ @
Applicants
Name

Email

Stephen Morris the other.one@example.com

Personal Info

FULL NAME

Stephen Morris

Macclesfield, Cheshire, England

ssn emaiL
#an-1-4444 the.other.one@example.com

DATE OF BIRTH

1957-10-28

Confirmation message

Task withdrawn

Workspaces .

JOURNEY MANAGER

kmunzenberger@avoka

Updated a o seconds ago ()

settings @

Logout 3]

=

Product
[} Deposit Account Opening

Application Timeline

Application Started
27 JuL 2020

No ResuLT

Deposit Account Opening - Abandened
ot

KMUNZENBERGER@AVOK

UL 20201121

Add a note

Documents

@m

£ Backto Helpdesk

Process

@ Keyinfo

PRIMARY AFPLICA..

APP ID SLA EXPIRY
o
n = ° XDXSNXH a = @
Helpdesk
W @ Sent emails
Assisted Channel
DATE SENT INFO DELIVERY STATUS
30 May 2018 03:12 pm AOT00.TKYC_1 true
Manage
Confirmation message
UPDATE_CANCE! VIEW REPORT VIEW JsON VIEW XML
Lrinntit unrifinntinn ~— ~— -

Withdraw — Withdraw an Unsubmitted Application

ASSIGNED TO

a 5] Logom

RECOVER [+]

kmunzenberg. F:I -
Application Timeline
SENT MAIL In Progress
(o] 15 APR 2020 03:49 PM
Step - Application Started ~
. KMUNZENBERGER.. | 15 APR 202.. | TASKID .. UPDA
Deposit Account Opening - Abandoned
Add anote
VIEW PDF
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Reviewing Applications

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 18.11Thistopic was introduced with the 18.11
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Applications submitted by new and existing customers are not always ableto be
approved or declined immediately. Pending applications are referred to bank staff for
their attention in determining whether or not an application is successful. Staff can use
Workspacesto review and resolve pending applications efficiently, minimizing any
delays and contributing to higher customer satisfaction.

The default Workspaces configuration includes a Task Review space for reviewing
applications,complete with a List screen and a Details screen. These screens are con-
figured with features that help to make processing applications fast and efficient.

The Document Requests space works in conjunction with the Task Review space to

provide a mechanism for applicants and reviewers to communicate; in particular, to

ensure all required supportingdocuments are attached to an application. | 22.10 This fea-
ture was introduced in 22.10.

List Screen

The List screen in the Task Review space includes all of the standard features of a Work-
spaces List screen.

« Anitem list populated with tasks sourced from the active queue.
« Agraphical SLA indicator that lets you monitor application progress against an

SLA at aglance. | 19.11This feature was introduced in 19.11
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- Aglobal view selector, used to apply a pre-defined set of fields, filters and sort

optionsto theitem list.

« Aglobalfilter to select the queue that tasks are sourced from.

« Asecond global filter, Created Date, that restrictsthe tasksin the item list based

on the date they were created.
« Flexible search, filter and sort optionsthat you can use to refine the set of tasksin

theitem list.

« ABulk Action mode switch to change between acting on a single task or multiple

tasks.| 22.10 This feature was introduced in 22.10.
« Pagingtoolsthat allow you to browse all of the items matching your selected cri-

teria over multiple item list pages.

« 20.05 and later
« 1911
e 19.05 and earlier

All outstanding 14 Unassigned Assigned to me
Process
SLA App ID Primary applicant

9TQJNN4 Bernard Sumner

F287YSX Kirk Cousins

RHWQDDG Eldrick Woods
HK5S6B6 Wwardell Curry 11
wyaLycy Lionel Messi
79V3QNT Cristiano Ronaldo
HOLVR3X Roger Federer
BTOWLAY James Walton
sLacE é::jaﬂna:m Ortega

YVRDCWL Bernard Arnault

S2TMXK5 Wwilliam Gates
D4L68Y8 Jeffrey Bezos
ZGFV62V Adam Cooper
NXK7V5K John Smith

@ Temenos Workspaces. Version 20.05
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Completed tasks

Product

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

URGENT

Queues

All

App
age

2 days ago

7 days ago

7 days ago

7 days ago

7 days ago

7 days ago

8 days ago

9 days ago

9 days ago

9 days ago

9 days ago

9 days ago

13 days
ago

13 days
ago

Created Date

A 24 Jun2020-22 Jul2020 7
Current Current task
queue

Manual Review

Manual Review

Manual Review

Manual Review

Manual Review

Fraud Review

Manual Review

Manual Review

Manual Review

Manual Review

Fraud Review

Manual Review

Manual Review

Manual Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Fraud Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Fraud Review

DAQ - Manual
Review

DAC - Manual
Review

DAO - Manual
Review

Task
Created

2 days ago

7 days ago

7 days ago

7 days ago

7 days ago

7 days ago

8 days ago

9 days ago

9 days ago

9 days ago

7 days ago

9 days ago

13 days ago

Updated a few seconds ago (})

settings € Logout 3]

All w | Type exact text to match; e.g. "Apple” instead of "Apj Q Filter =
Last
Assigned to modified
kmunzenberger@avoka.com 20 Jul 2020
15 Jul 2020
chowell@avoka.com 18 Jul 2020
chowell@avoka.com 16 Jul 2020
20 Jul 2020
kmunzenberger@avoka.com 20 Jul 2020

13 days ago

Rows per page

25 + 1-140f 14
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Workspaces . I e

JOURNEY MANAGER 30 saconds ago.

(5] Process
Process
Queves CREATED DATE views
0 All T B sresome Apr 2020 ©  Loutstanding 12 Unassigned Assigned to me URGENT Completed tasks
Helpdesk
r Q  Type exacttext to match; e.g. "Apple” instead of "Appl" FILTER
Assisted Channel
Primary Current Task
SLA AppID product Current task
] P applicant Appage v queue Created Assigned to modified
Manage
32PVWKY Tosin Gole Deposit Account 16 seconds Manual Review DAO-Manua 16 seconds ago - -
Opening ago Review
8LKJITY Mandip Gill g;g:;l‘g“““‘” 2 minutes ago Manual Review ggxya”“ 2 minutes ago . .
IN2G3PR Bradley Walsh Deposit Account 22 minutes Manual Review DAO - Manua 21 minutes ago - -
Opening ago Review
7TP8ZSK John Maguire g;z:ﬁl‘g“““”‘ 1 week ago Manual Review Eio‘g'yya”“ 1 week ago kparameswaran@avoka.com 17 Apr 2020 01:10 pm
o OMBXGWG John Bosley g;z:;l‘g“““”‘ 1 month ago Manual Review s 1 month ago siddharth.singh@temenos com 21 Apr 2020 06:06 am
Y LBSVDSF Huey Duck g;zif‘rl‘gACEDJ”‘ 1 month ago Manual Review DA Manua 1 month ago nedwards@temenos.com 14 Apr 2020 01:37 pm
Y MLGNCHS Maid Marion Deposit Account 1 month ago Manual Review DAO-Manua 1 month ago nedwards@temenos.com 27 Mar 2020 01:17
Opening Review pm
o WJsPSDZ Robin Hood Deposit Account 1 month ago Manual Review DAO-Manus 1 month ago nedwards@temenos.com 27 Mar 2020 0635
opening Review @ pm
Y RS3MPGY Jack Hill g;zi‘i&“m”‘ 1 month ago Manual Review 2:%:13”“ 1 month ago kmunzenberger@avoka.com 02 Apr 2020 01:48 pm
Y HMLJIKJK Albert Einstein Deposit Account 2 months ago Manual Review DAO -Manua 2months ago . .
Opening Review

Rows per page 10 w 1-10 of 12 >

) Workspaces 1. B ==

(=]

JOURNEY MANAGER

Process
Process
63 ueues o—— ==
Helpdesk Al - e 08 Nov 2018- 07 Nov 2019 O ey ] o Assigned to me Completed tasks
Ll
Assisted Channel
@ Type exact text to match; e.g. “Apple” instead of "Appl" Filter =
Manage
App ID Primary applicant Product App age Current queue Current task Task Created Assigned to Last modified
P467B5) Alison Wunderland Deposit Account Opening 1 minute ago Manual Review DAO- Manual Review 19 seconds ago - -
2C2RS72 Happy Camper ccount Opening yesterday Manual Review DAO - Manual Review yesterday deorcoran@avoka.com -
MXWYPX6 Mark Spensor Deposit Account Opening 7 days ago Manual Review DAO - Manual Review 7 days ago kparameswaran@avoka.com 01Nov2019 11:33 am
KJTCC4B Derek Zoolander Deposit Account Opening 14 days ago Manual Review DAG - Manual Review 14 days ago mbotka@avoka.com 24.0ct 2019 03:49 pm
ZHLXINL Karthik Parameswaran ccount Opening 15days ago Manual Review DAO - Manual Review 15 days ago kparameswaran@avoka.com 230ct201907:53am
BL7NKVS Kevin Koalaroo Deposit Account Opening 29 days ago Manual Review DAG - Manual Review 29 days ago kparameswaran@avoka.com 150t 2019 03:31 pm
JALZNFS Bernard Banana Deposit Account Opening 2 months ago Fraud Review DAO- Fraud Review 2months ago psogani@temenos.com 08 Oct 2019 08:58 pm
FYVGETS Arnold Apple ccount Opening 2 months ago Manual Review DAO - Manual Review 2months ago stekaya@temenos.com -
TEWXBIM Minnie Moore Deposit Account Opening 5 months ago Manual Review DAO - Manual Review Smonths ago jmephee@temenos.com 06 Nov 2019 12:06 am
835T52v. Roslyn Mary Deposit Account Opening 5 months ago Manual Review DAG - Manual Review 4months ago stekaya@temenos.com 05 Nov 2019 08:39 pm

Rows perpage 10w

The Task Review space's List screen displays a list of tasks from the selected queue, and
taking into consideration the current view and any active search, filter and sort options.
Each row in theitem list correspondsto a single task, showing a set of pre-configured
dataitemsin columnsincluding an SLA indicator that identifies how application
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processing is progressing against the SLA conditions. The name of the active queue is
displayed in the Queue selector, and the name of the current view is highlighted in the
View selector. The list of tasks displayed can be further refined using the filter and sort

options. Filtering restricts which tasks are displayed in the list, and sorting determines
the order that tasks appear in thelist. To learn more about these options, see Filter the
Item List and Sort the Iltem List.

Once you've found the task you're interested in, you can select it in the item list to per-
form an action on it. To learn about the available actions, see Task Review Actions
below.

Details Screen

The Details screen in the Task Review space supports all of the standard features of a
Workspaces Details screen. It displays comprehensive information about the selected

application and its tasks, and provides access to actions for processing applications.
Thisincludes the following features, each of which is contained in a separate card or
card section:

« Keyinformation about the selected application and its tasks that you may need
when processing applications.

o The ability to track application progress against an SLA. 19.11This feature was intro-
duced in the 19.11release

o Aset of standard actions that you can perform in the Task Review space at the cur-
rent stage of the application's life cycle. 20.05This feature was introduced in the 20.05
release

« Atabset providing accessto applicant data and other custom information.
22.10This feature was introduced in the 22.10 release
The applicant data, shown on the Applicantstab, includes:

« Alist of applicants and products from which you can select an applicant to

view more details. 19.11This feature was introduced in the 19.11release
« Personal information for the selected applicant, including identity and con-

tact details. 19.11This feature was introduced in the 19.11release
« The outcomes of preconfigured background checks which provide an assess-

ment of a selected applicant's suitability. 19.11This feature was introduced in the
19.11release

The other custom information, shown on additional tabs, includes:
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« Achecklist of documentsthat need to be uploaded, as well as an upload
status for each document. 22.10This feature was introduced in the 22.10 release
o Anyother custom information that is not included in the standard cards, or

that is presented differently.

. Afeature-rich application timeline showing all the steps (tasks) that the applic-
ation has progressed through, key details, and accompanying notes. Select a step
to reload the Details screen in the context of that task. 20.05This feature was intro-

duced in the 20.05 release

« Adynamic set of actionsthat are applicableto the selected timeline task and cur-
rently available for you to perform, thereby giving you confidence that you're act-
ing on theright task. 20.05This feature was introduced in the 20.05 release

« Attached documentsrelatingto verification of applicant details, used during the
processing of the application. 19.11This feature was introduced in the 19.11release |

22.10This feature was updated in the 22.10 release

To learn about any of these standard features, click the links above or see The Applic-

ation Details Screen.

e« v20.05
e v19.11and earlier

< Back to Process

TASK ID
2728GBG
Primary applicant App ID SLA Expiry
°
= Cristiano Ronaldo 79V3QNT @ in7 days
Applicants
Status Name Email
° Cristiano Ronaldo football-2@example.om

Personal Info
FULL NAME
Cristiano Ronaldo

ADDRESS

Fu;'vchal, Madeira, Portugal

ssn EMAIL

FEF-HE-2222 football-2@example.om
DATE OF BIRTH

(222) 222-2222 1985-02-05

Background Checks

FIS Chexsystems

104 1oy
INSUFFICIENT INSUFFICIENT
ofac auaLFiLe
INSUFFICIENT ACCEPT
Threat Metrix
DECISION RISK RATING
HARDFAIL <>} NEUTRAL
~

Reviewing Applications

Legend @ Newwral

® As ¢
Super Saver
Primary
o
(<)
=)

Current queue
P Fraud Review

Application Timeline

Fraud Review

sTeps ~ ) Manual Review
5 JUL 2020 09:39 AM | FRAUD G

step2 Decision Engine
5 JUL 2020 00:39 AM | REVIE

@ser i v Applicant Submitted
15 JUL 2020 09:29 AM | NO RES

Documents

Updated 19 minutes ago () settings € Logout 3]
Product
(] Deposit Account Opening Receipt  [3) viewNotes [
pening - Completed
COM | 12 JUL 2020 05:09 P | UPDATED 15 JUL 2020 09:39 AM



Workspaces .
JOURNEY MANAGER

< Backto Prosess

Process @7 Keyinfo
MORE
o | PRIMARY APPLICANT P2 1D SL EXPIRY ASSIGNED TO CURRENT QUEUE PRODUCT
S Jack Hill R53MP6Y @ 2 days ago ® = R Manual Review (] Deposit Account Op. RECEIPT B CLAIM
Helpdesk:
¥ 2 Applicants Application Timeline
Assisted Channel
Selected Applicant In Progress
@ e o we e R
Cm=rp Step - Manual Review & ~
O o Jack Hill jack hill@example.com Primary Primary Primary
MANUAL REVIEW | NONE |11 MAR 2020 11:16 AM  TAS)
® ° Jill Hill jillhill @example.com Joint Joint Joint DAO - Manual Review - Saved
Personal Info
FULL NAME
Jill Hill
ADDRESS Completed
1 Hill Street, Hillsville
11 MAR 2020 11:16 AM
ss EnAL Step - Decision Engine @D
#44-#4-8888 jill hill@example.com
0ATE OF BIRTH
11 MAR 2020 11:16 AM
1981-04-08 Step - Applicant Submitted ALDED v
Background Checks Legend @ Newwal @ Positive @ Negative Waning
FIS Chexsystems
B pocuments
104 o
FAILED FAILED (=]
Review
! t .

The process actions are:

o Claim: Assign atask to yourself.

Decision: Take a decision about atask's outcome.

Release: Remove a task assignment for a task assigned to you.
View Notes: View all of the notes from all of an application's tasks.

The Claim, Release, and Decision actions are described below in the context of the Task
Review space, including examples of how to use them.

Claim and Release Tasks

When you want to work on atask, you can select it in the item list and claim it so that
everyone will know you are working on it. Once you have claimed a task, other actions
may become available for you to perform on that task; in particular, taking a decision
about whether or not an application is successful. When you no longer need to work on
the task, you can release it so that it can be assigned to someone else.

You can claim atask that is not already assigned to anyone, thereby assigning it to you,
but you can’t claim atask that has already been assigned to someone else. Also, you
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can't use the Claim action to assign atask to someone else, only to yourself. To assign a
task to someone else, you need to have accessto the Assign action, normally only avail-
able to managers and supervisors.

You can release atask that is assigned to you, but you can’t release atask that is
assigned to someone else. Releasing atask returnsit to the pool of unassigned tasks in
theitem list, allowing it to be assigned to someone else.

Take a Decision

When you have all the information you need about atask, you can take a decision on the
task's outcome. Taking a decision on atask completesthe task and movesit alongin its
life cycle.

The Decision action is available only from the Details screen in the Task Review space,
and only for tasks that are assigned to you; you cannot take a decision for atask that is
assigned to someone else. When you take a decision, you must provide both the
decision (representing some outcome, assessment or result) and a note supporting the
decision. The note isimportant because it helps othersto understand how you arrived
at your decision, and may be prefilled with relevant information.

If you don’t have all the information you need to complete the decision right now, you
can click Save (at step 6) to save the information you have entered and complete the
decision later. Subsequently, when you are ready to complete the decision, repeat the
necessary steps above to return to the Decision window, update the Decision and Note
asrequired, and then click Submit to record the decision you have made.

For more information about the Decision action, see Workspaces Actions.

Action Examples

Let's go step by step through some examples for activities that you may need to per-
form while processing applications.

There are examples for the following actions below.

e« Claim atask on the List screen
« Approve an application (Take a Decision) on the Details screen
« Release atask on the List screen
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Step-by-step examples are also available for other actions that you may find useful
while processing applications.

« View areceipt on the (Helpdesk) Details screen
« View all notes for an application on the Details screen
« Upload adocument on the Details screen

Claim a Task

This example shows you how to claim atask on the List screen, using the search feature
to locatethetask to be claimed.

1 Login to Workspaces and select the Task Review space. The List screen is dis-
played.

2. Click inthe search Search box then type the full App ID to search for tasks with
this App ID. In this example, the App ID is "79V3QN7", and two tasks are found.

All outstanding (2 Unassigned Assigned to me Completed tasks URGENT Updated aminute ago () settings @) Logout 53]
Process
Queues Created Date
All pS 24Jun2020-22 Jul 2020 [F] (An~ | 79v3qn7| e' Type here | Q) Filter =
rrrrrrrr App Current Task Last
SLA App ID opllcant Product .. aueue Current task e Assigned to T
. 5 Cristiano Deposit Account P o S R .
79V3QN7 Ronaldo Gpeig 7 days ago Fraud Review DAO - Fraud Review 7 days ago (&)
ristiano - Depo sit Account DAO - Manual 7 days ag manual review@example com 15 Jul 2020 £

. - Ci Deposit it 5 - view
79V3QN7 o Opening 7 days ago Manual Review iy 7 days ago an
Rows perpage 25 v 1.2 of#
Case-insensitive match Claim the task

3. Point your cursor at the task that you want to claim — the available actions appear
at theright-hand side. Click library_add Claim to assign the task to yourself. A mes-
sage confirming you have claimed the task is displayed briefly in the bottom left

corner.
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Upcated s few seconds ago (f)  Settings @) Logout 3]

All outstanding (2 Unassigned Assigned to me Completed tasks URGENT
Process
Queues Created Date
All A 24Jun2020-22 Jul 2020 [ All v 79v3gn7 Q Filter =
rrrrrrr y App Current Task Last
SLA App ID applicant Product age queue Current task Created Assigned to modified
79v3QNT ;;“‘f"“’ gzzzﬁ"ﬁ”“"t 7 days ago Fraud Review DAO - Fraud Review 7 days ago fraud review@example.com
. . Cristiano dave e DAO - Manual D020
79V3QN7 onalds 7 days ago Manual Review Review manual review @example.com 15 Jul 2020
Rows per page 25 + 120f2

Confirmation message

bn 20.05

Task claimed

Alternatively, you can click the task to display its application details and then click
the Claim button on the Details screen.

Release a Task

This example shows you how to locate atask using the filter feature then release the
task so that it's no longer assigned to you.

1 Login to Workspaces and select the Task Review space.

2. Click Filter to display the Filters selector then enter one or more filters that will
help you to narrow down the list of tasks and make it easier to see the task you
want to release. In this example, we know that the application was created on 15
July 2020, so we'll filter on that date.
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e Filters selector

Date Created filter @

July 2020

e Select a date

3. Now, you can release the task. Point your mouse at the task you want to release.
The available actions appear at the right-hand side. Click open_in_new Release
and the task will be assigned no longer. A message confirming that you have
released the task is displayed brieflyin the bottom left corner.

All outstanding | & Unassigned Assigned to me Completed tasks URGENT Updated a minute ago (3) settings @) Logout 53]
Process
Queses Created Date
All A 24Jun2020-22 Jul 2020 (5 All v | Type exact text to match; e.g. "Apple" instead of "Ap; Q (1) Filter =
Primary Ap Current Task
SLA App ID e Product = it Current task Gt Assigned to modified
° F287VSX Kirk Cousins gzzﬂf'l‘g““““"‘ 7 days ago Manual Review g:ﬁe'w""z"“a' 7 days ago - 15 Jul 2020
rick Woods ays ago anual Review N ays ago manual review@example.com ul
RHWQDDG Eldrick Wood: gf}‘;ﬁfﬂ“g““““"‘ 7d Manual R DA0 - anual 7d I I 18 Jul 2020
° HK56B6 Wardell Curry Il gigﬁfﬂ“g““““"‘ 7 days ago Manual Review g:ﬁe'wm"“a' 7 days ago
WwYaLYCV Lionel Messi 7 days ago Manual Review N 7 days ago manual review@example_com 16 Jul 2020
, gfuzgi[g“cuum “ f 040 Manual P ' . '
° 79V3QNT Slistiang Depusititecount 7 days ago Fraud Review DAO - Fraud Review 7 days ago fraud review@example.com - B &7
Ronaldo Opening E\t}
S2TMXK5 William Gates 9 days ago Fraud Review DAO - Fraud Review 7 days ago - -
i gzzﬁ‘g“““"‘ days ag d d days ag [ reicace )

Rowsperpage 25 v  1-60f6
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Alternatively, you can click the task to display its details, then click Release on the
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Details screen.

Approve an Application

This example shows you how to take a decision about a task assigned to you so that the
associated application progresses in its life cycle. In this example, we'll kick off the pro-
cessto send an application for afraud check then save without submitting so that we
can go and find some information we need for the supporting note. Finally, we'll resume
and complete the decision process.

1 Follow the stepsin the previous example to claim atask. Note that you could
replace the search with any options that help you to locate the task. You can skip
this step if you've just done it or if the task you want to act on is already assigned

to you.
2. Clickthetask to displayit's application details then click a Decision button to dis-

play the Decision window.
« Workspaces 20.05: Click call_split Decision for the selected task in the

Application Timeline.

Updated 2minutes ago () settings @) Logout 53]

< Back to Process
TASK 1D
8NZ2N95

In the Process space ...
& | Hfinsens T Trarona B e @ lmimenbergeroavoa. | R ansl Reve ©) | DepositAccountopening ||| Recet B vewnoe B
Take a decision on the
Applicants Application Timeline task's outcome
Stat Nam Email Standard Checking
[} Fred Flintstone fred@examy ple.com Primary
E . %
Personal | Inf

ADDRESS

5]

Frocess JEe— In the Process space ...
(1] N Thapsna

Helpes

+ & Applicants
Assisted Channe
ssssss
° Fred Fi d@exampl
Manage
Personal Inf

FuLL NamE
Fred Flintstone

Reviewing Applications

(A Application Timeline

In Progress

MORE H RELEASE [

o
33 | Deposit Account 0p. RECEIPT [ DECISION %

Take a decision on the
task's outcome

DAO - Manual Review - Assigned
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3. Noticethat the Choose a Decision box isempty. Select an option in the Choose a
Decision dropdown that matches the decision we want to take, in this case Fraud
Check.We need to include information in our note to support the decision but
can't recall the exact details, so click Save and close the Decision window, return-
ingto the Details screen.

Decision HH X

e Click Decision
D Close the Decision window
N

- Decision
6 Select a decision

to.3dd a note to explain your decision
C | save for later
SN

save

4. With the Decision window closed, we can find the application details we need to
support our decision. Once we've found the supporting information, we can click
Decision to display the Decision window again. Notice that Choose a Decision still
has the value Fraud Check that we selected previously. Enter the note supporting
our decision, then click Submit.
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Decision

ur decision was save
N

@ Enter the note

‘ Insufficient information available to complete the QFAC check|

Select a decision

After submitting the decision, Workspacesreturnsto the Task Review space List screen
where the task may not be available as it may no longer satisfy the active search or filter
criteria; for example, it may be on a different queue.
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Request Documents During Application

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 22.10Thistopic was introduced with the 22.10
release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Applications submitted by new and existing customers are not always able to be
approved or declined immediately. Sometimes this is because the applicant has not
attached all of the required documents that support the information they have entered
in their application. Staff can use Workspaces to review and resolve pending applic-
ations efficiently, minimizing any delays and contributing to higher customer sat-
isfaction.

The default Workspaces configuration includes a Document Requests space for
requesting supporting documentsto be uploaded while reviewing applications, com-
plete with a List screen and a Details screen. These screens are configured with fea-
turesthat help to make processing applications fast and efficient.

The Document Requests space works in conjunction with the Task Review space to
provide a mechanism for applicants and reviewers to communicate; in particular, to
ensure all required supporting documents are attached to an application.

List Screen

The List screen in the Document Requests space includes all of the standard features
of a Workspaces List screen.
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« Anitem list containing a list of tasks for applications that require supporting doc-
umentsto be uploaded.

« AForm / Product Type global filter that restricts the applicationsin the item list
to just those that require supporting documentsto be uploaded.

« A second global filter, Created Date, that restrictsthe tasksin the item list based
on the date they were created.

« Flexible search, filter and sort optionsthat you can use to refine the set of tasksin
theitem list.

« Pagingtoolsthat allow you to browse all of the items matching your selected cri-
teria over multiple item list pages.

= t Workspaces

Updated half a minute age () Language

Logout 53]

Document Requests

All - 040c12022- 01 Nov 2022 7] All = 7 xact text to mat A nstear A Q Filter

Last

App ID Primary applicant Product Email Phone # Appage v Task ID Current task Assigned to v modified

Karthik

Parameswaran

BREBNMF

Documents

DAQ - Documents
pload

ploa:

A8, Journey Workspaces v22.10

The Document Requests space's List screen displays a list of application tasks match-
ing the Form / Product Type Additional Documents, and taking into consideration the cur-
rent view and any active search, filter and sort options. Each row in the item list
correspondsto asingle task, showing a set of pre-configured dataitems, and the name
of the current view is highlighted in the View selector. The list of tasks displayed can be
further refined using the filter and sort options. Filtering restricts which tasks are dis-
played in the list, and sorting determines the order that tasks appear in the list. To learn
more about these options, see Filter the Item List and Sort the Item List.
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Once you've found the task you're interested in, you can select it in the item list to per-
form an action onit. To learn about the available actions, see Document Requests

Actions below.

Details Screen

The Details screen in the Document Requests space supports all of the standard fea-
tures of a Workspaces Details screen. It displays comprehensive information about the
selected application and its tasks, and provides access to actions for handling doc-
ument upload requests. Thisincludes the following features, each of which is contained

in a separate card or card section:

« Keyinformation about the selected application and its tasks that may be helpful
when handling document upload requests.
« Aset of standard actions that you can perform at the current stage of the applic-

ation's life cycle.
« Atabset providing accessto applicant data and other custom information.
22.10This feature was introduced in the 22.10 release
The applicant data, shown on the Applicantstab, includes:
o Alist of applicants and products from which you can select an applicant to

view more details.
« Personal information for the selected applicant, including identity and con-

tact details.
o The outcomes of preconfigured background checks which provide an assess-

ment of a selected applicant’s suitability.
The other custom information, shown on additional tabs, includes:

« Alist of messages, forming a conversation between the applicant and
reviewer about uploading documents. 22.10This feature was introduced in the
22.10 release

o Achecklist of documentsthat need to be uploaded, as well as an upload
status for each document. 22.10This feature was introduced in the 22.10 release

« Anyother custom information that is not included in the standard cards, or

that is presented differently.
. Afeature-rich application timeline showing all the steps (tasks) that the applic-
ation has progressed through, key details, and accompanying notes. Select a step

toreload the Details screen in the context of that task. 20.05This feature was intro-
duced in the 20.05 release
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« Adynamic set of actionsthat are applicableto the selected timeline task and cur-

rently available for you to perform, thereby giving you confidence that you're act-
ing on theright task.

« Attached documentsrelatingto the application. |

To learn about any of these standard features, click the links above or see The Applic-
ation Details Screen.

= t Workspaces i

Updated half a minute ago ) Language @D Logout 3]
TASK 10
Back to Document Requests
VD6DHKG < L
s o) : gy | Co @ oo Recept B viewnotes [§
& | Karthik Parameswaran B  zokee 6 days ago O | iparameswsrangavoka Request Information Deposit Account Opening o
Applicants Requested Information Documents Checklist
Applicants ® Neutral @ Positive @ Negative ing
Standard
Selected Status Name Email Trust .
Checking @
® e o
+
Personal Info
sTeP3 A Manual Review
Full Name
Karthik Parameswaran
sssss D: Eng
Avoka Manly
G 57 ~ licant Submitt
ssN Ema
EEE-F#.304 kparameswaran@temenos.com
Phone ¥ Dita of Birth Documents
(303) 840-9354 1980-07-10 Submigsion
Payslips 1
FIS Chexsystems
108 iov £
VERIFIED FAILED S0

Actions

The actions available in the Document Requests space are:

» Receipt: See aread-only view of a submitted application.
« View Notes: View all of the notes from all of an application's tasks.

Action Examples

Step-by-step examples are available for actions that you may find useful while handling
document upload requests.

« View all notes for an application on the Details screen
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Workspaces Helpdesk

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 19.05This topic was introduced with the 19.05
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Sometimes, applicants need help. Some applicants need help to complete their applic-
ation while others just want to know how their application is progressing. Whatever the
inquiry, customer service staff can use Workspaces to help answer customer questions
quickly and efficiently.

Customer service needs are supported in Workspaces viathe inclusion of a Helpdesk
space. In its default configuration, the Helpdesk space includes a List screen and a
Details screen that are configured with features designed to make activities related to
customer service fast and efficient, so that you can focus on providing a great customer
service experience.

List Screen

The List screen in the Helpdesk space includes all of the standard features of a Work-
spaces List screen.

« Anitem list containing alist of applications, and which may be empty initially
depending upon how it is populated.

. Aglobal view selector, used to apply a pre-defined set of fields, filters and sort
optionsto theitem list.

« Aglobalfilter that restrictsthe applicationsin theitem list to just those for a
selected form / product type.
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« Asecond global filter, Created Date, that restricts the applicationsin the item list
based on the date they were created.
« Flexible search, filter and sort optionsthat you can use to refine the set of applic-

ationsin theitem list.
« Pagingtoolsthat allow you to browse all of the items matching your selected cri-
teria over multiple item list pages.

e« 20.05 and later
« 19.11
e« 19.05

All form states (1 Submitted saved Abandoned Updated a few seconds ago () settings @ Logout 3]
Helpdesk

Form / Product type Created date

All A 24 Jun2020-22 Jul2020  [H ( AppID ~ 79v3qn7| Q) Filter =

Primary Date of App . App Current Last
App 1D applicant birth SN Emell Bhoncil Fieduct submitted status step modified
- - Cristiano - #AH- football- (222) 222- Deposit Account 4 a0 In Fraud o
79V - . 020 020
V3QN7 Ronaldo 1985:02:05 #8222 2@example.om 2222 Opening 15Jul 202 Progress Review 15 Jul 202
Rows perpage 10 + 110f1

@ Temenos Workspaces. Version 20.05
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Workspaces .

JOURNEY MANAGER

Helpdesk
Process
FORM / PRODUCT TYPE cReaeDONE  views
(2] Al T 30 Mar 2020- 27 Apr 2020 ©  Litormstates 1 submited Saved Abandoned
Helpdesk
r Q  7n2g3pp X FILTER =

Assisted Channel

Primary Date of . App App current Last
: # "
] App ID applicant birth SSN Emal Phone Product submitted Status Step modified
Manage
. . . #it e obrienta: a1 In- Deposit Account 23 Apr 2020 10:58 In Manual 23 Apr 2020 10:58
7N2G3PB Bradley Walsh 1960-04-06 s graham.obrien@doctorwho Sooe Omning it Frogress S it
Rows perpage 10 14101

Workspaces .

JOURNEY MANAGER

Helpdesk
Process
ﬂ ViEws
B FORM/ PRODUCT TYPE CREATED DATE ©
Helpdesk All 05 Dec 2018- 04 Dec 2019 Allform states 0 Submitted Saved Abandoned
Assisted Channel
e Type exact text to match; e.g. “Apple” instead of "Appl’ Filter =
Manage
App ID Primary applicant Date of birth SSN # Email Phone # Product App submitted App status Current Step Last modified

3= Please search by application id

The item list on the Helpdesk space's List screen is empty by default. You might find this
surprising but there's a very good reason why thisis the case. When you start helping an
applicant with an inquiry, you don't have any information about the applicant or their
application, and Workspaces reflects this situation via an empty item list. Once you
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obtain some information from the applicant, you can use thisinformation to start look-
ing for applicationsthat arerelated to the applicant's inquiry. The most useful inform-
ation you can get from the applicant isthe App ID, but if the applicant doesn't have that
to hand, you can try searching or filtering on other criteria, then browse the item list. To
learn more about searching and filtering, see Search for a Task or Application and Filter
the ltem List.

Once you've found the application you're interested in, you can select it in the item list
to perform an action on it. To learn about the available actions, see Helpdesk Actions

below.

Details Screen

The Details screen in the Helpdesk space supports all of the standard features of a
Workspaces Details screen. It displays comprehensive information about the selected

application and its tasks, and provides accessto the Helpdesk actions. Thisincludesthe
following features, each of which is contained in a separate card or card section:

« An optional progress stepper showing a high-level indication of the selected applic-

ation's progress. 22.10This feature was introduced in the 22.10 release
« Keyinformation about the selected application and its tasks.

« The ability to track application progress against an SLA. 19.11This feature was intro-
duced in the 19.11release
« Aset of standard actions that you can perform in the Helpdesk space at the cur-

rent stage of the application's life cycle. 20.05This feature was introduced in the 20.05
release
« Atabset providing accessto applicant data and other custom information.
22.10This feature was introduced in the 22.10 release
The applicant data, shown on the Applicantstab, includes:
« Alist of applicants and products from which you can select an applicant to

view more details. 19.11This feature was introduced in the 19.11release
« Personal information for the selected applicant, including identity and con-

tact details. 19.11This feature was introduced in the 19.11release
« The outcomes of preconfigured background checks which provide an assess-

ment of a selected applicant's suitability. 19.11This feature was introduced in the
19.11release
The other custom information, shown on additional tabs, includes:
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« Anyother custom information that is not included in the standard cards, or

that is presented differently.

« Afeature-rich application timeline showing all the steps (tasks) that the applic-
ation has progressed through, key details, and accompanying notes. Select a step

toreload the Details screen in the context of that task. 20.05This feature was intro-
duced in the 20.05 release

« Adynamic set of actionsthat are applicableto the selected timeline task and cur-
rently available for you to perform, thereby giving you confidence that you're act-
ing on theright task. 20.05This feature was introduced in the 20.05 release

« Attached documentsrelatingto the application. 19.11This feature was introduced in

the 19.11release | 22.10This feature was updated in the 22.10 release

To learn about any of these standard features, click the links above or see The Applic-

ation Details Screen.

o v20.05

e V19.11and earlier

TASK ID

79V3QN7

Applicants

Status

Personal Info

ssN
FHEHE-2222

FHONE #

(222) 2222222

FIS Chexsystems
oA
INSUFFICIENT
INSUFFICIENT
Threat Metrix

oecision
HARDFAIL

Workspaces Helpdesk

< Back to Helpdesk

o | Primary applicant
& cristiano Ronaldo

FULL NAME
Cristiano Ronaldo

a0oRESS
Funchal, Madeira, Portugal

Background Checks

App ID SLA Expiry
79V3QNT7 & in7 days

Email

football-2@example.om

EmAIL
football-2@example.om

DATE OF BIRTH
1985-02-05

Legend @ Neutra

1oy
INSUFFICIENT

QuaLFILE
ACCEPT

RISK RATING
(<] NEUTRAL

Assigned to Current queue
@ lmunzenbergergavora.. P -

Super Saver

Primary

@

(=]

Application Timeline

ers ~  Fraud Review
5 UL 2020 1237 P

step3 A Manual Review
5JUL 2020 09:39 AM | FRAUD

ster 2 Decision Engine
5JUL 2020 09:39 AM | REVIE

Product
B3 | beposit Account opening

Applicant Submitted
15 JUL 2020 09:39 AM | NO RESULT

@EIID noeposit Account Opening - Completed
KMUNZENGERGER@AVOKA.COM | 14 JUL 2020 05:09

Documents

@ There are no uploaded documents

Updated a few seconds ago ()

M | UPDATED 15 JUL 2020 09:39 AM

Receipt @

settings € Logout 3]

View Notes [
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Workspaces .
JOURNEY MANAGER

Back o Helpdask
"

fiucess @ Keyinfo
RECEPT B CLAIM
o | PRIMARY APPLICANT P2 1D SL EXPIRY CURRENT QUEUE PRODUCT
S Jack Hill A Rsameey i) 2 days ago P Manual review [ ] Deposit Account Gp.
Helpdesk
¥ 2 Applicants Application Timeline
Assisted Channel
Selected Applicant In Progress
@ e e e e
Cm=rp Step - Manual Review & ~
O o Jack Hill jack hill@example.com Primary Primar
MANUAL REVIEW | NOVE |11 MAR 2020 11:16 AM | TASK
® ° Jill Hill jillhill @example.com Joint Join DAO - Manual Review - Saved
Personal Info
FULL NAME
Jill Hill
ADDRESS Completed
1 Hill Street, Hillsville
11 MAR 2020 11:16 AM
s EnAL Step - Decision Engine @D
#44-#4-8888 jill hill@example.com
0ATE OF BIRTH
11 MAR 2020 11:16 AM
1981-04-08 Step - Applicant Submitted ALDED v
Background Checks Legend @ Newvl
FIS Chexsystems
B pocumen its
1A o
FAILED FAILED (=]
Review
! t .

The helpdesk actions are:

can continue with it.

submitted.

Recover: Recover an abandoned or withdrawn application so that the applicant

View Form: See aread-only view of an application that has been saved but not yet

View Notes: View all of the notes from all of an application's tasks.
Withdraw: Cancel an application that has been saved but not yet submitted.

The Receipt and View Form actions are similar in that they both provide a way to view

information entered by the applicant, but there are differences in how you can interact

with that information. The Recover and Withdraw actions allow you to change the

status of applications, generally at an applicant's request. All of these actions are

described below in the context of the Helpdesk space, including examples of how to

use them.
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View a Receipt

After you've submitted an application, you may want to see the information that was
submitted. You can use the Receipt action to view the information for a submitted
application.

INFO

To continue an application that has been saved but not yet submitted, use the
Resume action.

« 22.10

e 22.04 and earlier

Receipt

recerr
B e Deposit Account Opening

Receipts

. TEMENOS

Primary Applicant
Welcome to the form
Primary

Applicant
details First Name *

1 Modal window

2. Expandto full screen
3. Pop out to new tab
4. Close modal window
5. Receipt selector
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Recert
B Receipts  peposit Account Opening

Reference Code: 79V3QN7
OK, Lets Get Started!

We make it easy to apply on! d 't take long, 5o let's get going.

Primary
Applicant
details ristiano naldo football-2@example

This section captures
information abou
primary applicant in
this application

Areceipt isaread-only view of information submitted by an applicant or other Work-
spaces user, and displayed in the same form used to capture that information. You can
view areceipt from any space, and for any item (application or task) even if it's not
assigned to you. Each task associated with an application may have areceipt. If there
are multiple receipts for an application, you can view a specific receipt usingthe
Receipt selector at the top of the modal window. Note that viewing a receipt does not
allow you to change the application in any way.

When you select the Receipt action, the receipt for the selected task is displayed unless
thereisn’t areceipt associated with the task, in which case the most recent receipt is
shown by default. However, if you're using Workspaces 22.04 or earlier,the most recent
receipt is always displayed by default. | 22.10This feature was updated in 22.10.

View a Form

Some of the actions you perform in Workspaces rely upon you being able to see the
information that has been entered and saved by an applicant; for example, when
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responding to a customer inquiry or assisting a customer to complete an application.
You can use the View Form action to view the information in a saved application.

NOTE

To view the information in an application that has been submitted, usethe
Receipt action.

Reference Code: 6PDZ9Y.J

Save and Close Cancal / Exit Open Saved Form
P

OK, Lets Get Started!

We make it easy to apply online and it won't take long, so let's get going...

Primary Applicant Primary applicant details

details First Name * Last Name *

This section captures Neymar da Silva Santos Junior
information about the

primary applicant in this

application Middle Name (Optional) Email Address *

football-4@example.co
SSN* Phone Numper *
#4444 (444) 444-4444

Date of Birth * Type =

05 Fah 1997

When you view a form, the information entered by the applicant is displayed in the same
form that was used to capture that information. Viewing a form differs from viewing a
receipt in that the form is not read-only. When you view a form, you can enter or update
application information; for example,to help the applicant to complete their applic-
ation.

Recover an Application

Let's say someone starts an application but their browser crashes before they can save
or submit it. They give up on their application for now, and so it becomes . A short time
later,the applicant decidesto complete the application they started after all, so they
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call the support helpdesk. You're able to reassure the applicant because you can
recover their application so that they can complete and submit it.

NOTE

Any Personally Identifiable Information (PIl) in arecovered application is not

available if the dataretention period has expired.

It's easy to recover an application. Go to the Helpdesk List screen and locate the applic-

ation to berecovered, then select the Recover option. Alternatively, once you've found

the application on the List screen, you can view its Details screen and recover the applic-
ation from there. This latter approach can be useful if you 're not able to determine
from the limited details on the List screen whether you've got the right application.

« v20.05
e V19.11and earlier

Personal Info

Fuee nawe
Neymar da Silva Santos Junior

ADDRESS
Moai das Cruzes Rrazil

Workspaces Helpdesk
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Applicants Application Timeline
Name Email Trust Application Started
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nzenssrceeaoacon |1 ez v | RECOVET from Details Page a

Add a note
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JOURNEY MANAGER o 30 seconds ago
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Process
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(4] a All M a 19 Mar 2020 - 16 Apr @ All form states 1 Submitted Saved Abandoned
Helpdesk
s t;rm . Q  XDXSNXH X =
seisten thame Recover from
List Page
Priman Date . Phone A A Current st
App ID ¥ of SSN Email Product PP v PP
applicant . # submitted status Step mNgied
Manage birth
Deposit —
XDXSNXH = = = = = Account (1]
Opening “
Recover
Rows perpage 10 ~ 1-10f1

Workspaces_ 1o Recover from
JOURNEY MANAGER
Details Page

€ Backto Helpdesk

Process @ Keyinfo
RECOVER [+]
o PRIMARY APPLIC. APP ID SLA EXPIRY ASSIGNED TO CURRENT QUEUE
6 = |- XDXSNXH @ = @ kmunzenber F:I =
Helpdesk
T G) Sent emails Application Timeline
Assisted Channe!
DATE SENT INFO DELIVERY STATUS SENT MAIL In Progress
30 May 2018 03:12 pm AD700.1KYC_1 true =] 15 AFR 2020 03:49 FM
Manage Step - Application Started LD A

HOW DOES AN APPLICANT ACCESS A RECOVERED APPLICATION?

Workspaces does not mandate how an applicant can access arecovered applic-
ation in the default configuration as thisis an aspect that will be specific to each
Workspaces portal. However, it's likely that the applicant will have received an
email at some point - such aswhen they started or saved their application - and
thiswill include alink to take them back to their application.

In addition to abandoned applications, an application that has been withdrawn can also
be recovered.

Withdraw an Application

Now, let's say someone starts an application but, before submitting it, they decide not
to proceed with the application after all. So, they contact the support helpdesk and ask
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for the application to be canceled. You can help the applicant here by withdrawing the
application.

Just like recovering an application, it's easy to withdraw an application. Go to the Help-
desk List screen and locate the application to be withdrawn, then select the Withdraw
option. Alternatively, once you've found the application on the List screen, you can view
its Details screen and withdraw the application from there. This latter approach can be
useful if you 're not able to determine from the limited details on the List screen
whether you've got the right application.

e« v20.05
e V19.11and earlier

All form states 1 Submitted saved Abandoned Updated a minute age () settings @ Logout 3]
Helpdesk
Form / Product type Created date
Al A 290un2020-27 Jul2020  [F All ~ | 6pdz9yj Q Filter =
Date of App . App Current Last
App ID Primary applicant Do ssN Email Phone # Product P e = o e
Neymar da Silva Santos 1592-02- e football- (444) 444 Deposit Account . . .
D2 Junior 05 #0404 4@example.com 4444 Opening Withdraw from List Page ‘“ B
Withdraw
Rowsperpage 10~  1-70f1

< Back to Helpdesk Updated a few seconds ago (}) settings @) Logout 5]
TASK 1D
6PDZ9YJ
Primary applicant App ID SLA Expiry Assigned to Current queue Product
Y o actions avaliable
& Neymar da Silva Santos. 6PDZOYJ @ - @ kmunzenberger@avoka R tl Deposit Account Opening @ o actions avallable
Applicants Application Timeline
Name Email Trust Applica
15 JuL 20
Neymar da Silva Santos Junior football-4@example.com Primary

" f;‘?g“sflf“: Withdraw from Details Page H B
Add anote %

Personal Info

FULL NAME
Neymar da Silva Santos Junior
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Workspaces .

JOURNEY MANAGER

Helpdesk
Process
FORM / PRODUCT TYPE CREATED DATE VIEWS
6 a All 7 a 20 Mar 2020-17 Apr2 © All form states 1 Submitted Saved Abandoned
Helpdesk
L Q  xdxsnxh X - LTER =
Assisted Channel Withdraw from
List Page
App ID Primary D:1e SSN Email Phone Product App - App Current La:
PP applicant of mal # roduc submitted status Step modi
Manage birth
Deposit
XDXSNXH - - - - - Account - - - - E B
Opening “
Withdraw
Rows perpage 10 « 1-10f 1

Workspaces .. ] by Lot updare
JOURNEY MANAGER Withdraw from 30 saconds age
Details Page
€ Back to Helpdesk
Process @7 Keyinfo
WITHDRAW [¥] VIEW FORM [
o PRIMARY APPLICA. APF ID SLA EXPIRY ASSIGNED TO CURRENT QUEUE
n = - XDXSNXH @ > ® kmunzenberg. F:I °
Helpdesk
-i— @ Sent emails Application Timeline
Assisted Channel
DATE SENT INFO DELIVERY STATUS SENT MAIL In Prog ress
30 May 2018 03:12 pm AQ700.1KYC_1 true o) 5 PR 2020 0243 P

Manage

Step - Application Started LTASKS

An application that has been withdrawn can subsequently be recovered should the
applicant have a change of heart.

Action Examples

Let's go step by step through some examplesto demonstrate how you can use the help-
desk actions when responding to applicant inquiries.

There are examples for the following actions below.

View areceipt on the Details screen

Recover an abandoned application on the List screen

View an application form on the List screen
Withdraw an unsubmitted application on the Details screen

Step-by-step examples are also available for other actions that you may find useful
while responding to applicant inquiries.
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« View all notes for an application on the Details screen
« Upload adocument on the Details screen

View a Receipt

This example shows you how to view areceipt from the Details screen, using the search
featureto locate the application to be viewed.

1 Login to Workspaces and select the Helpdesk space. The List screen is displayed.
2. Inthe Search box, type the full App ID to search for applications with this App ID.
In this example,the App ID is "79V3QN7", and just one item is found.

All form states |1 Submitted Saved Abandoned Updated a few seconds ago () settings @) Logout 3]

A | Type here
Helpdesk -
Form / Product type Created date

All A 29Jun2020-27 Jul 2020 [F) (An~ 79vaqn7| Q) Filter

Click to view a receipt
3 App App C. P

Primary Date of ;
bep applicant birth SS Erail Banely Broduc submitted 7 status “step

ppppp

5 Cristiano 0 # football- (222) 222- Deposit Account o In Fraud o
79V 7 985-02- 2020 2020
D R 1985-02:05 #2222 2@example.om 222 Opening B Progress Review R B

onaldo ##
Case-insensitive match B

3. Click the application item to display its details, then click Receipt on the Details
screen. The Receipt window opens displaying the application information. Scroll
bars are available to allow you to see the full page, and you can use any navigation
toolson the form to see all of the application.

Workspaces Helpdesk - 203 -



er

wecei
B Receipts Deposit Account Opening

<& MAGUIR

FINANCIAT

Reference Code: 79V3QN7

OK, Lets Get Started!

We make it easy to apply online and it won't take long, 5o let's get going...

Primary .
Applicant st Name * Email Address *
details naldo football-2@example

This section captures
information about t

primary applicant in
this application

4. When you're finished viewing the receipt, click close Close in the top-right corner
to close the Receipt window and return to the Details screen.

View a Form

This example shows you how to locate atask for a saved application using the search
feature, then view and update the saved information.

1 Login to Workspaces and select the Helpdesk space.
2. Inthe Search box, type the full App ID to search for applications with this App ID.
In this example,the App ID is "6PDZ9YJ", and just one item is found.

All form states 1 Submitted Saved Abandoned Updated 2 minutes ago () settings @) Logout 3]
A | Type here

Helpdesk ~
Form / Product type Created date
All A 29Jun2020-27 Jul2020 (5 All v 6pdzoyj Q Filter =

. Date of App . App C | Click to view the form
App D Primary applicant s ssN Email Phone # Product D tted s V
Neymar da Silva Santos 1992-02- ### football- (444) 444- Deposit Account it . . _
oPozovs Junior 05 #4000 4@example.com 1444 e

Opening saved = i
: it Rowsperpage 10 v  1-10f1
Case-insensitive match B per pag:
N
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3. Now, you can view the saved information for this application. Point your cursor at
theitem you found — the available actions appear at the right-hand side of the
item list.

4. Click description View Form. A window opens displaying the application in the
same form used to capture the original information. Scroll bars are available to
allow you to access the full page, and you can use any navigation tools on the form
to access all of the application.

View Form HH

Reference Code: 6PDZ9YJ
se o Cancel/ Exit 0 Open Saved Fom

OK, Lets Get Started!

We make it easy 1o apply online and it won' take long, so let's get going...

Primary Applicant Primary applicant details
details First Name * Last Name *

This section captures Neymar da Silva Santos Junior
information about the
primary applicant in this
application

oplic Middle Name (Optional) Email Address =

football-4@example.com

SSN - Phone Number *

A4 (444) 444-4444

Date of Birth * Type

05 Fah 1990

5. Update the form, adding or modifying details as appropriate, then click Save and
Close on the form to save your changes.

6. When you're finished updating the form, click close Close in the top-right corner
to close the View Form window and return to the List screen.

Recover an Abandoned Application

This example shows you how to locate an abandoned application using the search fea-
ture,then recover the application from the List screen.

1 Login to Workspaces and select the Helpdesk space.
2. Inthe Search box, type the full App ID to search for all matching applications. In
this example,the App ID is"L7Z45L 3", and just one item is found.
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Al form states 1 submitied Saved Abandoned Updated a few seconds ago (}) settings @ Logout 3]

A | Type here
Helpdesk -
Form / Product type Created date

All pS 29Jun2020-27 Jul 2020 5 All v 1724513 Q Filter =

Date of Phone App C :J Recover the application
e SSN Email A Product o Appstatus \ g
P

Deposit Account - Abandoned = - [+]
Opening

i iti ws p 10 ~ E =
Case-insensitive match | B Rows per page 11 0f1

App ID

the other.one@example.com

L7245L3 Stephen Morris

@ Temenos Workspaces. Version 20.05

3. Point your cursor at the item you found — the available actions appear at the
right-hand side of the item list. The restore_from_trash Recover action is available
here because even though the application has not been submitted yet, it has been
saved (either intentionally by the applicant or in the background by the form)
before becoming abandoned or being withdrawn.

4. Click restore_from_trash Recover. The available actions change and a message
confirming you have recovered the application is displayed briefly in the bottom
left corner.

All form states |1 submitted Saved Abandoned Updated a few seconds ago (3) settings @) Logout 3]

Helpdesk
Form / Product type Created date
All A 29Jun2020-27 Jul2020 (5 All v 1724513 Q 2 =
Available actions change
Primary Date of Phone App . App [
RrelD applicant birth = el # godieh submitted status Step TodiTed

- #
L7Z45L3 Stephen Morris i

Confirmation message

bn 20.05

- . ~ Deposit Account . . .
the.other.one@example.com Gy saved i (&)
Rows perpage 10 v 1-10f1

The application is now available for the applicant to continue. How the applicant
accesses therecovered application will depend on how your Workspaces portal is con-
figured. However, it's likely that the applicant will have received an email at some point
- such aswhen they started or saved their application - and thiswill include alink to
take them back to their application.

Withdraw an Unsubmitted Application

This example shows you how to locate an unsubmitted application using the search fea-
ture, view the application's details to confirm you have the correct application, then
cancel the application by withdrawing it on the Details screen.
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1 Login to Workspaces and select the Helpdesk space.
2. Click the Search box then type the full App ID to search for all matching applic-
ations. In this example,the App ID is "L7Z45L3", and just one item is found.

‘v All form states |1 submitted Saved Abandoned Updated 7 minutes ago () settings € Logout 3]
A | Type here

Helpdesk —
Form / Product type Created date
All A 29Jun2020-27 Jul 2020 (5 All v 1724513 Q Filter =

T Primary y Date of Sort Email Phone Er App . App C Withdraw the application

w2 applicant birth # submitted status -
- #44- -~ - ~ Deposit Account ~ ~ ~
L7Z45L3 Stephen Morris S the.other.one@example.com oning saved (E3]

Case-insensitive match B

@ Temenos Workspaces. Version 20.05

3. If you point your cursor at the item you found, the available actions appear at the
right-hand side of the item list. The cancel_presentation Withdraw action is avail-
able here because even though the application has not been submitted yet, it has
been saved (either intentionally by the applicant or in the background by the
form). While you could withdraw the application here, click the application item
instead to display its details.

4. Onthe Details screen, you can see more information about the application which
isuseful to confirm that thisisindeed the application that you want to withdraw.
Having confirmed that you're looking at the correct application, click Withdraw.

« Workspaces 20.05: Click cancel_presentation Withdraw for the selected
task in the Application Timeline.

< Back to Helpdesk Updated a few seconds ago () settings @) Logout 3]
TASK 1D
L7Z45L3
o LAB) Assigne Current queue Product K
S | steper 8 @  imunzendergergavoa... | B3 peposit Accout opening 0]
In the Helpdesk or
Assisted Channel space
Applicants Application Timeline
Withdraw the application for
Name Email @TED oot started the selected task
2701 202 Resur TASKS |0 COMMENTS
tephen M the.oth c
ER@AV 011:15 AM BB
Personal Info - E
Add anote

FULL NAME
Stephen Morris

Macclesfield, Cheshire, England

nnnnnnnnnn

Note that the Withdraw action is only available for the first task of an applic-
ation that has been saved but not yet submitted.
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o Workspaces 19.11 and earlier: Click Withdraw in the Action panel.

Workspaces .:

JOURNEY MANAGER

process @ Keyinfo
WITHDRAW [X] VIEW FORM @
o e g s Y= ) o ) |- 3
In the Helpdesk or
Assisted Channel space .
Ll . . .
PR Withdraw the application
for the selected task
NavE AL In Progr
® sety rubble bety@erample com
Dz Step - Application Started ~
Personal Info NONE | KMUNZE? 10

Deposit Account Opening - Save

FuLL NAME

tty Rubbl
Betty Rubble Add anote

5. A message confirming you have withdrawn the application is displayed briefly in

the bottom left corner.
e« v20.05
e v19.11and earlier

< Back to Helpdesk Updated a few seconds ago () settings @) Logout 5]
TASK 1D
L7Z45L3
Primary applicant App 1D SLA Expiry Assig Current queue Product R
& stephen Morrs L7245t 8 - ®  inunzenberger@avoka.. | R - 3| Deposit account opening @ o sctons v
Applicants Application Timeline

Name Email Application Started

27JUL 2020 11:15 AM | NO RESULT 1 TASKS | 0 COMMENTS

Deposit Account Opening - Abandoned B
KMUNZENBERGER@AVOKA.COM | 27 JUL 2020 11:15 AM Available actions change L]
Add a note &

Stephen Morris the.other.one@example.com

Personal Info

FULL NAME
Stephen Morris

AbDRESS
Macclesfield, Cheshire, England

Documents
ssn EmalL

H#HH#-##-4444 the.other.one@example.com

DATE OF BIRTH

1957-10-28

Confirmation message

Task withdrawn
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Workspaces .

f’ e =»| Logout

< Backto Helpdesk

Process @7 keyinfo
Available actions change RECOVER [+]
o | PRIMARY 2PPLICA APPID SLA EXPIRY ASSIGNED TO e
0 = - XDXSNXH @ = ® kmunzenberg. F:I -
Helpdesk
-i- @ Sent emails Application Timeline

Assisted Channe!

DATE SENT INFO DELIVERY STATUS SENT MAIL In Progress

30 May 2018 03:12 pm AO700.1KYC_1 true [ 15 APR 2020 03:49 Bt
Manage

Step - Application Started 1TASKS g

Confirmation message N | KMUNZENBERGER.. | 15 APR202.. | TASKID .. UPDATED NEVER UP

Deposit Account Opening - Abandoned

Add anote
UPDATE_CANCEL_SUCCESS X VIEW REFORT VIEW JSON VIEW XML VIEW FDF

Ielnntit unrifinatinn N —

TN ~—

The application has now been withdrawn, but can be recovered should the applicant
want to continue with this application.
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Workspaces Assisted Channel

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 19.05This topic was introduced with the 19.05
release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

Customer service needs, such as for relationship management, are supported in Work-
spacesviathe inclusion of an Assisted Channel space. In its default configuration, the
Assisted Channel space includes a List screen and a Details screen that are configured
with features designed to make relationship management activities fast and efficient, so
that you can focus on providing a great customer experience.

List Screen

The List screen in the Assisted Channel space includes all of the standard features of a
Workspaces List screen.

« Anitem list containing alist of applications, and which may be empty initially
depending upon how it is populated.

. Aglobal view selector, used to apply a pre-defined set of fields, filters and sort
optionsto theitem list.

« Aglobalfilter that restrictsthe applicationsin theitem list to just those for a
selected form / product type.

« Asecond global filter, Created Date, that restricts the applicationsin the item list

based on the date they were created.

« Flexible search, filter and sort optionsthat you can use to refine the set of applic-
ationsin theitem list.

« ABulk Action mode switch to change between acting on a single task or multiple
tasks.| 22.10 This feature was introduced in 22.10.
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« Pagingtoolsthat allow you to browse all of the items matching your selected cri-
teria over multiple item list pages.

e« 20.05 and later
e 1911
e 19.05

@ Temenos Workspaces. Version 20.05

Workspaces Assisted Channel

All my applications My submitted 13 My saved My abandoned All applications Updated a few seconds ago () settings € Logout 3]

Assisted Channel New Form [3)
Form / Product type Created date
All A 24 Jun2020-22 Jul2020  [H All ~ | Type exact text to match; e.g. "Apple” instead of "ap) Q Filter

App 1D Primary applicant Product App created v App submitted App status Current Step Last modified

9TQUNNA Bernard Sumner Deposit Account Opening 20 Jul 2020 20 Jul 2020 In Progress Manual Review 20 Jul 2020

SDRZWBT Ian Curtis Deposit Account Opening 16 Jul 2020 16 Jul 2020 Completed Terminated Additional 16 Jul 2020

F287YSX Kirk Cousins Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

RHWQDDG Eldrick Woods Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

HK5S686 Wardell Curry If Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 .Jul 2020

WY3LYCV Lionel Messi Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

79V3QN7 Cristiano Ronaldo Deposit Account Opening 14 Jul 2020 15 Jul 2020 In Progress Fraud Review 15 Jul 2020

HOLVR3X Roger Federer Deposit Account Opening 14 Jul 2020 14 Jul 2020 In Progress Manual Review 14 Jul 2020

BTOWLAY James Walton Deposit Account Opening 13 Jul 2020 13 Jul 2020 In Progress Manual Review 13 Jul 2020

8L3CBXJ Amancio Ortega Gaona Deposit Account Opening 13 Jul 2020 13 Jul 2020 In Progress Manual Review 13 Jul 2020

YVRDCWL Bernard Amnault Deposit Account Opening 13 Jul 2020 13 Jul 2020 In Progress Manual Review 13 Jul 2020

S2TMXKS william Gates Deposit Account Opening 13 Jul 2020 13 Jul 2020 In Progress Fraud Review 15 .Jul 2020

D4LGBYS Jeffrey Bezos Deposit Account Opening 13 Jul 2020 13 Jul 2020 In Progress Manual Review 13 Jul 2020

Rows perpage 25 ~ 1-13 013
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Workspaces . P
£ e
B JOURNEY MANAGER d = 0 Bl
Assisted Channel NEWFORM [
Process
FORM / PRODUCTTYPE CREATED DATE views
0 All - B 30 Mar 2020- 27 Apr 2020 @ ) myapplications (5 My submitted My saved All applications
Helpdesk

Q  Type exacttext to match; e.g. "Apple” instead of "Appl" FILTER =
Assisted Channel
@ App ID Primary applicant Product App created v App submitted App status Current Step Last modified
Manage

32PVWKY Tosin Cole Deposit Account Opening 23 Apr 2020 10:49 am 23 Apr 2020 11:19 am In Progress Manual Review 23 Apr 2020 11:19 am
8LKJ3TY Mandip Gill Deposit Account Opening 23 Apr 2020 10:46 am 23 Apr 20201117 am In Progress Manual Review 23 Apr 20201117 am
7N2G3PB Bradley Walsh Deposit Account Opening 23 Apr 2020 10:36 am 23 Apr 2020 10:58 am In Progress Manual Review 23 Apr 2020 10:58 am
XDXSNXH - Deposit Account Opening 15 Apr 2020 03:49 pm - - - -

7TPBZSK John Maguire Deposit Account Opening 15 Apr 2020 03:46 pm 15 Apr 2020 03:49 pm In Progress Manual Review 15 Apr 2020 03:49 pm

Rows perpage 10 v 150f5

(=]

) Workspaces 1. B ==

JOURNEY MANAGER

Assisted Channel ew Fo B
Process
ﬂ ViEws
FORM / PRODUCT TYPE CREATED DATE ©
Helpdesk All N 13 Dec 2018- 12 Dec 2019 Allmy applications 14 My submitted My saved My aband

Start a new application

T

Assisted Channel

e Type exact text to match; e.g. "Apple” instead of "Appl" Filter =
Manage

App 1D Primary applicant Product Appcreated App submitted App status Gurrent Step Last modified

WGHTFX6 Thom Yorke Deposit Account Opening 12Dec 2019 12:46 pm 12Dec 2019 12:48 pm In Progress Manual Review 12 Dec 2019 12:49 pm
YSFVWHN Michael George Deposit Account Opening 06 Dec 2019 02:12pm 06 Dec 2019 02:13 pm In Progress Manual Review 06 Dec 2019.02:15 pm
YL7QMGY Donald Brumpf Deposit Account Opening 22 Nov 2019 11:56 am 22 Nov 2019 11:58 2m In Progress Manual Review 22 Nov 2019 11:59 am
HERZMAT Wile E Coyote Deposit Account Opening 11 Nov 2019 03:35 pm - Saved - 09 Dec 2019 04:46 pm
YZFDSMS Morticia Adams Deposit Account Opening 11 Nev 2019 03:34 pm 11 Nov 2019 03:34 pm In Progress Manual Review 11 Nov 2019 03:36 pm
N24FV4X George Jetson Deposit Account Opening 11 Nov 2019 03:30 pm 11 Nov 2019 03:31 pm In Progress Manual Review 11 Nov 2019 03:32 pm
69B3LMZ Tony Stark Deposit Account Opening 11 Nov 2019 03:27 pm 11 Nov 2019 03:28 pm In Progress Manual Review 11 Nov 2019 03:30 pm
RYDKLIN Efton John Deposit Account Opening 07 Nov 2019 06:34 pm - Abandoned - 07 Nov 2019 06:35 pm
C7DGMSG Not Ready Deposit Account Opening 07 Nov 2019 11:54 am - Abandoned - 07 Nov 2019 11:55 am
ZC2RS72 Happy Camper Deposit Account Opening 06 Nov 2019 05:20 pm 06 Nov 2019 05:21 pm In Progress Manual Review 06 Nov 2019 05:23 pm

The Assisted Channel space's List screen displays a list of applications that you created
or that have tasks assigned to you, taking into consideration the global filters, the cur-
rent view and any active search, filter and sort options. The Form / Product Type
selector shows which form / product typesthe applicationsin thelist relate to, and the
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name of the current view is highlighted in the Views selector. The list of applications dis-
played can be further refined using the filter and sort options. Filtering restricts which
applications are displayed in the list, and sorting determines the order that items
appear in thelist. To learn more about these options, see Filter the Item List and Sort
the ltem List.

Once you've found the application you're interested in, you can select it in the item list
to perform an action on it. In addition to these actions, you can also start a new applic-
ation on behalf of acustomer. To learn about the available actions, see Assisted Chan-

nel Actions below.

Details Screen

The Details screen in the Assisted Channel space supports all of the standard features
of a Workspaces Details screen. It displays comprehensive information about the selec-

ted application and its tasks, and provides accessto the Assisted Channel actions. This
includes the following features, each of which is contained in a separate card or card
section:

« An optional progress stepper showing a high-level indication of the selected applic-

ation's progress. 22.10This feature was introduced in the 22.10 release

« Keyinformation about the selected application and its tasks.

o The ability to track application progress against an SLA. 19.11This feature was intro-
duced in the 19.11release

« Aset of standard actions that you can perform in the Assisted Channel space at
the current stage of the application's life cycle. 20.05This feature was introduced in
the 20.05 release

« Atabset providing accessto applicant data and other custom information.
22.10This feature was introduced in the 22.10 release
The applicant data, shown on the Applicantstab, includes:

« Alist of applicants and products from which you can select an applicant to

view more details. 19.11This feature was introduced in the 19.11release
« Personal information for the selected applicant, including identity and con-

tact details. 19.11This feature was introduced in the 19.11release
« The outcomes of preconfigured background checks which provide an assess-

ment of a selected applicant's suitability. 19.11This feature was introduced in the
19.11release
The other custom information, shown on additional tabs, includes:
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« Anyother custom information that is not included in the standard cards, or

that is presented differently.

« Afeature-rich application timeline showing all the steps (tasks) that the applic-
ation has progressed through, key details, and accompanying notes. Select a step

toreload the Details screen in the context of that task. 20.05This feature was intro-
duced in the 20.05 release

« Adynamic set of actionsthat are applicableto the selected timeline task and cur-
rently available for you to perform, thereby giving you confidence that you're act-
ing on theright task. 20.05This feature was introduced in the 20.05 release

« Attached documentsrelatingto the application. 19.11This feature was introduced in

the 19.11release | 22.10This feature was updated in the 22.10 release

To learn about any of these standard features, click the links above or see The Applic-

ation Details Screen.

o v20.05

e V19.11and earlier

TASK ID

79V3QN7

Applicants

Status

Personal Info

ssN
FHEHE-2222

FHONE #

(222) 2222222

FIS Chexsystems
oA
INSUFFICIENT
INSUFFICIENT
Threat Metrix

oecision
HARDFAIL

< Back to Assisted Channel

o | Primary applicant
& cristiano Ronaldo

FULL NAME
Cristiano Ronaldo

a0oRESS
Funchal, Madeira, Portugal

Background Checks

App 1D App age
79V3QN7 B 7 ag

Email

football-2@example.om

EmAIL
football-2@example.om

DATE OF BIRTH
1985-02-05

Legend @ Neutra

1oy
INSUFFICIENT

QuaLFILE
ACCEPT

RISK RATING
(<] NEUTRAL

Workspaces Assisted Channel

Assigned to Current queue
@ lmunzenbergergavora.. P -

Super Saver

Primary

@

(=]

Application Timeline

ers ~  Fraud Review
5 UL 2020 1237 P

step3 A Manual Review
5JUL 2020 09:39 AM | FRAUD

ster 2 Decision Engine
5JUL 2020 09:39 AM | REVIE

Product
B3 | beposit Account opening

Applicant Submitted
15 JUL 2020 09:39 AM | NO RESULT

@EIID noeposit Account Opening - Completed
KMUNZENGERGER@AVOKA.COM | 14 JUL 2020 05:09

Documents

@ There are no uploaded documents

Updated a few seconds ago ()

M | UPDATED 15 JUL 2020 09:39 AM

Receipt @

settings € Logout 3]

View Notes [
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Workspaces .
JOURNEY MANAGER

< Backto Assisted Channel

fiucess @ Keyinfo
RECEIPT B
o | PRIMARY APPLICANT P2 1D APP AGE ASSIGNED TO CURRENT QUEUE PRODUCT
S Jack Hill RS3MPGY B Zueeks ago ® P Manual review [ ] Deposit Account Gp.
Helpdesk
¥ 2 Applicants Application Timeline
Assisted Channel
Selected Applicant In Progress
@ e e e e
Cm=rp Step - Manual Review & ~
O o Jack Hill jack hill@example.com Primary Primar Primar
MANUAL REVIEW | NOVE |11 MAR 2020 11:16 AM | TASK
® ° Jill Hill jillhill @example.com Joint Joint Joint DAO - Manual Review - Saved
Personal Info
FULL NAME
Jill Hill
ADDRESS Completed
1 Hill Street, Hillsville
11 MAR 2020 11:16 AM
ss EnAL Step - Decision Engine @D
#44-#4-8888 jill hill@example.com
0ATE OF BIRTH
11 MAR 2020 11:16 AM
1981-04-08 Step - Applicant Submitted ALDED v
Background Checks Legend @ Newwsl @ Positive @ N
FIS Chexsystems
B pocuments
104 o
FAILED FAILED (=]
Review
! t .

The assisted channel actions are:

« New Form: Start a new application on behalf of someone else.
« Recover: Recover an abandoned or withdrawn application so that the applicant

can continue with it.

« View Form: See aread-only view of an application that has been saved but not yet

submitted.

« View Notes: View all of the notes from all of an application's tasks.
« Withdraw: Cancel an application that has been saved but not yet submitted.

The New Form action is described below in the context of the Assisted Channel space.
Descriptions of the other actions are available in the context of the Helpdesk space.

Examples showing how to use all of these actions are available or linked below.

Start an Application (New Form)

In acustomer-focused role such as arelationship manager, it helpsto be ableto

provide servicesto your busy customers that make their lives easier. Workspaces

includes several features aimed at reducing friction in the application process. One of
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theseisthe New Form action which allows you to kick-start applications on behalf of

your customers.

App i
2MHGTEY
D4IWTC
XN2NCHT
119VXVPP
L7Z45L0
PWXaMTE
QT INNA
SDRZWOT
FZE7VSX

RHWQCLG

& 1emene

All iy applicalivng |25 My suzmilled

Assisted Channel

1/ Pl lype

Primary
applieart

Albert
Cinstein

Jorn Little

Sarnz Claus

Ian Curlis

Kirk Cousins

Eldiick
Woods

W saved Ny abanduned
Tiesled dsle
A 29 Jun 2020 - 27 Jul 2020 [ Al T
’ App Ap
rokiea ereatnd submitted

Cepeosit Account
Qzenirg

Ceposit Account
Ozehirg
Ceposit Account
Dzenirg
Ceposit Account
Ozenirg

Cepesit Account
Orenirg

Ceposit Accaunt
Dzenirg

Ceposit Account
Dzenirg

Cepusil Account
Qzenirg

Ceposil Account
Dzenirg

05 Wokspaces. Versind 20.00s

27 Jul2020

27 Jul2020

27 Jul 2020

27 Jul2C20

27 Jul2020

20 Jul 2020

20 Jul2020

16 Jul2020

15 Jul2020

13 Jul 2020

27 Jul2020

= exact

tex

tto
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The New Form action allows you to start a new application for a customer and fill in all

of the application details that you know, accelerating the application process. You can

work with your customer to enter all the necessary details, and then submit the applic-

ation when it's ready.

NOTE

An application started using the New Form action can only be accessed by an

authenticated user; that is, auser who islogged in to Journey Workspaces or a

Temenos Journey Manager system. However, many applicants are anonymous or

unauthenticated users, starting an application from an external website such as
an online banking website, and so will not be able to access an application star-

ted with New Form.

Workspaces Assisted

Channel
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INFO

Handover of applications between authenticated and anonymous users is pos-
sible but may not be offered in an out of the box Temenos Journey Manager solu-
tion. If application handover isimportant to you, contact your Temenos Journey
Manager representative to discuss how your solution can be customized to allow
application handover where you need it in your application workflow.

The New Form button is available in the top right corner of the Assisted Channel
space's List screen. When you click New Form, a menu appears showing the list of avail-
able form / product types. Select aform / product type to display that form and start
filling in the application. When you're finished filling in details you can save the applic-
ation so that you can continue it later. For details about how to continue an applic-
ation, see View a Form.

Applications you start in this way appear in your item list in the Assisted Channel space.
This makes it easy for you to find an application to continue entering details, and then
to monitor progress of the application's tasks once it has been submitted. While the
application isyet to be submitted, the application's status is Saved and the submitted
date is blank. Once the application has been submitted, the View Form action is no
longer available and you can make no further changesto the application.

Action Examples

Let's go step by step through some examplesto demonstrate how you can use the
assisted channel actionsto provide better customer service.

There are examples for the following actions below.

o Start an application on the List screen

Step-by-step examples are also available for other actions that you may find useful
while assisting customers with applications.

« View areceipt on the (Helpdesk) Details screen

« View all notes for an application on the Details screen

« View a saved application form on the (Helpdesk) List screen

o« Upload adocument on the Details screen
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« Recover an abandoned application on the (Helpdesk) List screen
« Withdraw an unsubmitted application on the Details screen

Start an Application

This example shows you how to kick-start an application on the List screen. In this
example, we know some customer details which are entered before saving and closing
the application.

1 Login to Workspaces and select the Assisted Channel space. The List screen is dis-
played.

All my applications 21 My submitted My saved My abandoned All applications Updated a few seconds ago () settings € Logout 5]

Assisted Channel New Form [3)
Form / Product type Created date
All P 29.Jun 2020 - 27 Jul 2020 [F] All > | Type exact text to match; e.g. Filter =

App ID Primary applicant Product App created v App submitted App status Gurrent Step Last modified

L7z45L3 Stephen Morris Deposit Account Opening 27 Ju1 2020 - Abandoned

PWXIMF8 Peter Woodhead int Opening 20 Jul 2020 - Saved

9TQUNN4 Bermard Sumner nt Opening 20 Jul 2020 20 Jul 2020 In Progress Manual Review 20 Jul 2020

SDRZWBT lan Curtis Deposit Account Opening 16.Ju1 2020 16 Jul 2020 GCompleted Terminated Additional 16 Jul 2020

F287YSX Kirk Cousins int Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

RHWQDDG Eldrick Woods int Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

NBOMBTN Kevin Durant Deposit Account Opening 15.Ju12020 - saved

HK5S6B6 Wardell Curry II int Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020

MFS8NCQ LeBron James Sr int Opening 15 Jul 2020 - Saved

6PDZIYJ Neymar da Silva Santos Junior Deposit Account Opening 15.Ju12020 - saved

Rows perpage 10w 1-100f21

@ Temenos Workspaces. Version 20.05

2. Click New Form, then select an item from the form / product type list. In this
example, there'sonly asingle form / product type, Deposit Account Opening, so
we'll select thisitem.
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All my applications (21 My submitted My saved My abandoned All applications Updated 12 minutes ago (3) settings @ Logout 3]

Assisted Channel | Form / Product Type list |_> Deposit Account Opening

Form / Product type Created date

All A 29 Jun2020 -27 Jul 2020 5 All v | Type exact text to match; e.g. "Apple" instead of "Ap; Q Filter =
App ID Primary applicant Product App created v App submitted App status Current Step Last modified
L7245L3 Stephen Morris Deposit Account Opening 27 Jul 2020 - Abandoned - -
PWX9MF8 Peter Woodhead Deposit Account Opening 20 Jul 2020 - Saved - -
9TQJINN4 Bernard Sumner Deposit Account Opening 20 Jul 2020 20 Jul 2020 In Progress Manual Review 20 Jul 2020
SDRZWBT Ian Curtis Deposit Account Opening 16 Jul 2020 16 Jul 2020 Completed Terminated Additional 16 Jul 2020
F287YSX Kirk Cousins Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
RHWQDDG Eldrick Woods Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
NBIMB7N Kevin Durant Deposit Account Opening 15 Jul 2020 - Saved - -
HK5S6B6 Wardell Curry Il Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
MFS8NCQ LeBron James Sr Deposit Account Opening 15 Jul 2020 - saved - -
6PDZ9YJ Neymar da Silva Santos Junior Deposit Account Opening 15 Jul 2020 - saved - -

Rowsperpage 10~ 1-100f21 >

@ Temenos Workspaces. Version 20.05

3. Awindow opens containing the new form. Enter the known customer details,
name and email address, then click Save and Close.

Deposit Account Opening

Reference Code: HIVXVPP

saveandCiose () Cancel/Ext () Open Saved Form

OK, Lets Get Started!

We make it easy 1o apply online and it won' take long, so let's get going...

ter ki detail

Primary Applicant Primary applicant details

details First Name * Last Name *
This section captures John Example
information about the
ggmg“ggp"cam in this Middle Name (Optional) Email Address =

john@example com

SSN - Phone Number *

[r—

Date of Birth *

4. The application ID, "H9VXVPP", is displayed. Click close Close to close the form and
returnto the List screen.
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Deposit Account Opening

£ MAGUIRE

FINANCIAL

Reference Code: HVXVP

Application Saved

Deposit Account Opening

Application ID
“Your form has been saved and may be re-opened later

Your Reference Code is
HOVXVPP

Click here to retumn to your form

Send yourself a Your email address *
reminder email

Enter your email address
instructions on how to
return to your form.

Share form Recipient Email Address * Your Full Name *

5. The new application, with application ID "PFFP7NZ", appears at the top of the list,
and its statusis Saved. If you can't see the new application, click
autorenew Refresh to refresh the information shown on the page.

All my applications 22 My submitted My saved My abandoned All applications Updated a few seconds ago () settings @) Logout 5]

Refresh the page
Form / Product type Created date
All A 29Jun2020 -27 Jul 2020 [ All v | Type exact text to match; e.g. "Apple" instead of "Ap; Q Filter =
Application 1D

Assisted Channel

AppID Primary applicant Product App created v App submitted App status Current Step Last modified
HOVXVPP John Example Deposit Account Opening 27 Jul 2020 saved - -

1724513 Stephen Morris Deposit Account Opening 27 Jul 2020 - Abandoned - -
PWXOMF8 Peter Woodhead Deposit Account Opening 20 Jul 2020 - saved - -

9TQINNA Bernard Sumner Deposit Account Opening 20 Jul 2020 20 Jul 2020 In Progress Manual Review 20 Jul 2020
SDRZWBT lan Curtis Deposit Account Opening 16 Jul 2020 16Jul 2020 Completed Terminated Additional 16 Jul 2020
F287YSX Kirk Cousins Deposit Account Opening 15 Jul 2020 15Jul 2020 In Progress Manual Review 15 Jul 2020
RHWQDDG Eldrick Woods Deposit Account Opening 15 Jul 2020 15Jul 2020 In Progress Manual Review 15 Jul 2020
NBOMB7N Kevin Durant Deposit Account Opening 15 Jul 2020 - saved - -

HK55686 Wardell Curry II Deposit Account Opening 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
MFSBNCQ LeBron James St Deposit Account Opening 15 Jul 2020 - Saved - -

Rowsperpage 10~  1-100f22 >

@ Temenos Workspaces. Version 20.05
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Once the application has been saved, anyone assigned to the task can use the View
Form action to resume the application later. Also, if the customer has received a save
confirmation email, this will include alink they can click to resume the application.

To resume the application using the View Form action:

1 Locatethe saved application. It's at the top of the list, but if it wasn't we could
search for our application ID to find the task. In the search Search box, type our
App ID "PFFP7NZ", and just one task is found.

2. Point your cursor at the item list item for our saved application — the available
actions appear at the right-hand side.

3. Click description View Form to re-open the form and continue filling in the applic-
ation.

All my applications 22 My submitted My saved My abandoned All applications Updated 20 minutes ago () settings @) Logout 53]
Assisted Channel (Newrorm @)
. J
Form / Product type Created date
All A 29Jun2020 -27 Jul 2020 [ All v Type exact text to match; e.g. "Apple” instead of "Ap;
App ID Primary -y applicant Product App created v App submitted App status Current Step
HOVXVPP John Example Deposit Account Opening 27 Jul 2020 - saved - - =
L7Z45L3 Stephen Morris Deposit Account Opening 27 Jul 2020 - Abandoned - - dﬂ
PWX9MF8 Peter Woodhead eposit Act P 20 Jul 2020 - Saved - -
OTQUNNA Bemard Sumner 20 Jul 2020 20 Jul 2020 In Progress Manual Review 20 Jul 2020
SDRZWBT Ian Curtis 16 Jul 2020 16 Jul 2020 Completed Terminated Additional 16 Jul 2020
F287YSX Kirk Cousins 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
RHWQDDG Eldrick Woods 15 Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
NBOMB7N Kevin Durant 15 Jul 2020 - saved
HK5S6B6 Wardell Curry I 15.Jul 2020 15 Jul 2020 In Progress Manual Review 15 Jul 2020
MFSBNCQ LeBron James St Deposit Account Opening 15 Jul 2020 - saved

Rowsperpage 10~  1-100f22 >

@ Temenos Workspaces. Version 20.05

4. When you're done, click Save and Close again, or Submit if you're ready to submit

the application.
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Manage Applications in Workspaces

WorkspacesThis topic relates to Journey Workspaces | Workspaces Userincludes bank staff,
helpdesk, relationship managers, and managers | 19.05This topic was introduced with the 19.05
release | 22.10Thistopic was updated for the 22.10 release

NOTE

Some of the text and images below may not match what you see in your Work-
spaces portal. Thisis because the features described are based on a default
Workspaces portal configuration, and your Workspaces portal may be con-
figured differently; for example, with your company's branding or with other
fields. Nevertheless, the features described work the same way in every Work-
spaces portal.

If you manage ateam, you may need to schedule work to meet various needs; for
example, to share work across your team, to accommodate team member absences, or
to satisfy an SLAL A user with access to the Manage space, such as a manager or a Work-
spaces administrator, can change task assignments to address any such needs.

List Screen

The List screen in the Manage space includes all of the standard features of a Work-
spaces List screen.

« Anitem list populated with tasks sourced from the active queue.
« Agraphical SLA indicator that lets you monitor application progress against an

SLA at aglance. | 19.11This feature was introduced in 19.11

« Aglobal view selector, used to apply a pre-defined set of fields, filters and sort
optionsto theitem list.

. Aglobal filter to select the queue that tasks are sourced from.

« Asecond global filter, Created Date, that restrictsthe tasksin the item list based

onthedatethey were created.

1A service-level agreement (SLA) is a commitment between a service provider and a cli-
ent. Particular aspects of the service — quality, availability, responsibilities — are agreed
between the service provider and the service user.
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« Flexible search, filter and sort optionsthat you can use to refine the set of tasksin

theitem list.

« ABulk Action mode switch to change between acting on a single task or multiple

tasks.| 22.10 This feature was introduced in 22.10.

« Pagingtoolsthat allow you to browse all of the items matching your selected cri-

teria over multiple item list pages.

e« 20.05 and later
« 19.11
e« 19.05

All outstanding 1% Unassigned Completed tasks
Manage
SLA App ID Primary applicant

9TQJINN4 Bernard Sumner
F287YSX Kirk Cousins
RHWQDDG Eldrick Woods
HKS5S6B6 wardell Curry 11
WY3LYGY Lionel Messi
79V3QN7 Cristiano Ronaldo
HOLVR3X Roger Federer
BTOWLAY James Walton
BL3CEx Amancio Ortega

Gaona

YVRDCWL Bernard Arnault

@ Temenos Workspaces. Version 20.05

URGENT

Product

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Queves

All

App
age

2 days ago

7 days ago

7 days ago

7 days ago

7 days ago

7 days ago

8 days ago

9 days ago

9 days ago

9 days ago

Manage Applicationsin Workspaces

Created date

A 240un2020-22 ui2020 5
Current Current task
queue
Manual Review DAQ - Manual

Review
Manual Review DAO - Manual
Review
Manual Review DAO - Manual
Review
Manual Review DAO - Manual
Review
Manual Review DAO - Manual
Review

Fraud Review

Manual Review

Manual Review

Manual Review

Manual Review

DAOQ - Fraud Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

All ~ | Type exact text to

Task
Created

2 days ago

7 days ago

7 days ago

7 days ago

7 days ago

7 days ago

8 days ago

9 days ago

9 days ago

9 days ago

Updated a few seconds ago (})

Settings € Logout 53]

match; e.g. "Apple" instead of "Ap} Q Filter =

Last
Assigned to modified
kmunzenberger@avoka.com 20 Jul 2020

15 Jul 2020
chowell@avoka.com 18 .Jul 2020
chowell@avoka.com 16.Jul 2020

20 Jul 2020

Rows perpage 10 v 1-10 0f 14
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® Workspaces . 2, o i e

JOURNEY MANAGER now

Manage
Process
Queves CREATED DATE views
0 All T B reono Apr 2020 ©  Lioutstanding 18 Unassigned URGENT Completed tasks
Helpdesk
r Q  Type exacttext to match; e.g. "Apple” instead of "Appl" FILTER
Assisted Channel
App Current Task Last
SLA AppID Primary applicant Product v Current task
] P ¥ app age queue Created Assigned to modified
Manage
DD4GHZ7 Karthik Deposit Account 3 days ago Fraud Review DAO - Fraud 3 daysaga - -
Parameswaran Opening Review
32PVWKY Tosin Cole g;g?ﬁl‘g“"‘““‘ 4days ago Manual Review 2:*‘%&"*"“ 4days ago B .
sLKJSTY Mandip Gil Geposm Aecount 4days ago Manual Review DAo_ Manual 4daysage - -
7N2G3PB Bradley Walsh g;g?ﬁl‘g““““ 4days ago Manual Review g:?gﬁa"“ 4 days ago - .
7TP8ZSK John Maguire Deposit Account 2 weeks ago Manual Review DAO - Manus 2 weeks ago kparameswaran@avoka.com 24 Apr 2020 07:38
Opening Review @ am
Y IMBXGWG John Bosley Deposit Account 1 month Manual Review DAO - Manus 1 month ago siddharth.singh@temenos.com 21 Apr 2020 06:06
pening ago Review am
Y LBSVDEF Huey Duck Deposit Account 1 month Manual Review DAO - Manus 1 month ago nedwards@temenos.com 14 Apr 2020 01:37
Opening ago Review pm
o RS3MP6Y Jack Hill Deposit Account 1 menth Manual Review DAQ - Manus 1 month ago kmunzenberger@avoka.com 02 Apr 2020 01:48
Opening ago Review e pm
Y HMLJKJK Albert Einstein Deposit Account 2months Manual Review DAO - Manua 2 months ago - -
Opening ago Review
Y TYFAYHN Huey Louie Deposit Account 2 months Manual Review DAO - Manus 2 months ago dhadadi@temenos.com 10 Apr 2020 02:31
Opening ago Review pm

Rows per page 10 110 of 10

) Workspaces 1. B == e

JOURNEY MANAGER

Manage
Process
ﬂ ViEws
QuEvES CREATED DATE
- B8 (]
Helpdesic All 23 Nov 2018- 22 Nov 2019 Alloutstanding 18 Unassigned Completed tasks
Assisted Channel
e Type exact text to match; e.. "Apple” instead of “Appl” Filter =

Manage
App ID Primary applicant Product App age Current queue Current task Task Created Assigned to Last modified
YL7QMGS Donald Drumpf Deposit Account Opening 5hours ago Manual Review DAO - Manual Review 5 hours ago - -
FEXM3Fe John Test Deposit Account Opening 8 days ago Manual Review DAO - Manual Review 8 days ago deorcoran@avoka.com 14 Nov 2019 05:32 am
YZFDSMS Morticia Adams Deposit Account Opening 11 days ago Manual Review DAO - Manual Review 11 days ago kmortimer@avoka.com 15 Nov 2019 12:41 am
N24FV4X George Jetson Deposit Account Opening 11 days ago Manual Review DAO - Manual Review 11 days ago kmunzenberger@avoka.com -
69BILMZ. Tony Stark Deposit Account Opening 11 days ago Manual Review DAO - Manual Review 11 days ago kmunzenberger@avoka.com 13 Nov 2019 03:29 pm
ZC2R572 Happy Camper Deposit Account Opening 16 days ago Manual Review DAO - Manual Review 16 days ago dcorcoran@avoka.com 08 Nov 2019 06:54 am
MXWYPX6 Mark Spensor Deposit Account Opening 22 days ago Manual Review DAO - Manual Review 22 days ago kparameswaran@avoka.com 01Nov201911:33am
KJTCC4B Derek Zoolander Deposit Account Opening 29 days ago Manual Review DAO - Manual Review 29 days ago mbotka@avoka.com 240ct 2019 03:49 pm
FYVGETS Amold Apple Deposit Account Opening 2months ago Manual Review DAO - Manual Review 3 months ago stekaya@temenos.com -
T6WXEIM Minnie Moore Deposit Account Opening 5 months ago Manual Review DAO - Manual Review 5 months ago jmephee@temenos.com 19 Nov 2019 08:28 pm

Rows perpage 10w

The Manage space's List screen displays a list of tasks from the selected queue, and tak-
ing into consideration the current view and any active search, filter and sort options.
Each row in theitem list correspondsto a single task, showing a set of pre-configured
dataitemsin columnsincluding an SLA indicator that identifies how application
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processing is progressing against the SLA conditions. The name of the active queue is
displayed in the Queue selector, and the name of the current view is highlighted in the
View selector. The list of tasks displayed can be further refined using the filter and sort

options. Filtering restricts which tasks are displayed in the list, and sorting determines
the order that tasks appear in thelist. To learn more about these options, see Filter the
Item List and Sort the Iltem List.

Once you've found the task you're interested in, you can select it in the item list to per-
form an action onit. To learn about the available actions, see Manage Actions below.

Details Screen

The Details screen in the Manage space supports all of the standard features of a Work-
spaces Details screen. It displays comprehensive information about the selected applic-

ation and itstasks, and provides access to actions for managing applications. This
includesthe following features, each of which is contained in a separate card or card
section:

Key information about the selected application and its tasks.

The ability to track application progress against an SLA. 19.11This feature was intro-
duced in the 19.11release

« Aset of standard actions that you can perform in the Manage space at the current

stage of the application's life cycle. 20.05This feature was introduced in the 20.05
release
« Atabset providing accessto applicant data and other custom information.
22.10This feature was introduced in the 22.10 release
The applicant data, shown on the Applicantstab, includes:
« Alist of applicants and products from which you can select an applicant to

view more details. 19.11This feature was introduced in the 19.11release
« Personal information for the selected applicant, including identity and con-

tact details. 19.11This feature was introduced in the 19.11release
« The outcomes of preconfigured background checks which provide an assess-

ment of a selected applicant’s suitability. 19.11This feature was introduced in the
19.11release
The other custom information, shown on additional tabs, includes:
« Anyother custom information that is not included in the standard cards, or

that is presented differently.
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. Afeature-rich application timeline showing all the steps (tasks) that the applic-
ation has progressed through, key details, and accompanying notes. Select a step
to reload the Details screen in the context of that task. 20.05This feature was intro-

duced in the 20.05 release

« Adynamic set of actionsthat are applicableto the selected timeline task and cur-
rently available for you to perform, thereby giving you confidence that you're act-
ing on theright task. 20.05This feature was introduced in the 20.05 release

« Attached documentsrelatingto the application. 19.11This feature was introduced in
the 19.11release | 22.10This feature was updated in the 22.10 release

To learn about any of these standard features, click the links above or see The Applic-

ation Details Screen.

e« v20.05
e V19.11and earlier

< Back to Manage

TASK ID
Primary applicant App ID Product Current queue
o
=] Cristiano Ronaldo 79V3QN7 G Deposit Account Opening F:I Fraud Review
Applicants
Status Name Email Super Saver
° Cristiano Ronaldo football-2@example.om Primary

Personal Info
FULL NAME
Cristiano Ronaldo

ADDRESS

Funchal, Madeira, Portugal

ssn EmMAIL

FHEHE-2222 football-2@example.om
PHONE # DATE OF BIRTH

(222) 222-2222 1985-02-05

Background Checks

Legend @ Newrsl @ Fostve @ Negstve @ Warning
FIS Chexsystems

104 1oV

INSUFFICIENT INSUFFICIENT (<]
orac quaLFiLE

INSUFFICIENT ACCEPT (<]

Threat Metrix

oecision RISK RATING
HARDFAIL (<] NEUTRAL

Manage Applicationsin Workspaces

8 ;E’;jﬂ‘éagD ® Assianed to

Application Timeline
Fraud Review
15 JUL 2020 1237 PM | NO RESULT
@IEIP D0 - Fraud Review - Assigned
FRAUD REVIEW | 15 JUL 2020 12:37 PiA
Add a note
stera ~ ) Manual Review
15 JUL 2020 09:39 AM | FRAUD C
sTER2 Decision Engine
UL 2020 09:39 AM | REVIE

@ser ot~ Applicant Submitted
15.JUL 2620 69.29 AM | NG RESULT

Documents

Updated a few seconds ago () settings @) Logout 3]

Receipt  [3) View Notes [

- 226 -



Workspaces .
JOURNEY MANAGER

Process @7 Keyinfo
RECEIPT B ASSIGN 2
o | PRIMARY APPLICANT P2 1D SL EXPIRY ASSIGNEDTO | ;o | CURRENT cueLe PRODUCT
S Jack Hill RS3MPGY i) 2 days ago ® P Manual review Deposit Account Gp.
Helpdesk
& 2 Applicants Application Timeline
Ll
Assisted Channel
Selected Applicant In Progress
@ e e e e
Manage Step - Manual Review G A
O o Jack Hill jack hill@exampl; Primary Primar Primary
MANUAL REVIEW | NOVE |11 MAR 2020 11:16 AM | TASK
® ° Sl Hill Joint Joint Joint DAQ - Manual Review - Saved
Personal Info
FULL NAME
Jill Hill
ADDRESS Completed
1 Hill Street, Hillsville
11 MAR 2020 11:16 AM
s enaL Step - Decision Engine =D
#44-#4-8888 jill hill@example.com
0ATE OF BIRTH
11 MAR 2020 11:16 AM
1981-04-08 Step - Applicant Submitted ALDED v
Background Checks Legend @ Newwal @ Positive @ Negative
FIS Chexsystems
B pocumen its
1A o
FAILED ‘ FAILED (=]
Review
! t .

The following actions are available in the Manage space.

Assign: Assign atask to a Workspaces user.

Reassign: Assign an assigned task to another user. 22.10This feature was introduced in
the 22.10 release

Unassign: Remove atask assignment for any task.
View Notes: View all of the notes from all of an application's tasks.

The Assign, Reassign, and Unassign actions are described below in the context of the
Manage space, including examples of how to use them.

Assign, Reassign, and Unassign Tasks

If you manage ateam, you may need to schedule work to meet various needs; for
example, to share work across your team, to accommodate team member absences, or
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to satisfy an SLAL A user with access to the Manage space, such as a manager or a Work-
spaces administrator, can change task assignmentsto address any such needs.

When you assign or reassign atask to a Workspaces user, only that user can work on it.
Once atask is assigned to someone, other actions may become available for the
assigned user to perform on the task.

If you need to remove atask assignment, you can unassign the task from the current
user. For example, if a staff member goes on leave without completing an assigned task
and you need to assign it to someone else, you can unassign the task from the current
user and assign it to the other user. In this way, you can manage the assignment of
tasksto ensure they are completed in atimely fashion.

Reassign is a handy shortcut action that removes the need to explicitly unassign a task
before assigning it to someone else. Looking at the example in the previous paragraph,
instead of unassigning the task from the staff member that goes on leave and then
assigning it to someone else, you can simply reassign the task to change who the task is
assigned to.

Action Examples

Let's go step by step through some examples for activities that you may need to per-
form when managing tasks.

There are examples for the following actions below.

o Assign atask on the List screen
o Reassign atask on the List screen
o Unassign atask on the List screen

Step-by-step examples are also available for other actions that you may find useful
while managing tasks.

« View areceipt on the (Helpdesk) Details screen
« View all notes for an application on the Details screen

« Upload adocument on the Details screen

1A service-level agreement (SLA) is a commitment between a service provider and a cli-
ent. Particular aspects of the service — quality, availability, responsibilities — are agreed
between the service provider and the service user.
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Assign a Task

This example shows you how to use global filtersto narrow down the item list to just
those tasks for recently created applications, then assign atask to a Workspaces user.

1 Login to Workspaces and select the Manage space.
2. Click Created Date and select arange of dates that coversrecently submitted
applications, narrowing down the list of tasks and making it easier to see the task

you want to assign.

July 2020

5 6 7 8 9 10 11
12 13 15 16 17 18
19 20 21 22 23 24 25
26 e 28 29 30 31

3. Point your cursor at the task that you want to assign. The available actions appear
at the right-hand side. Click person_add Assign to display the list of Workspaces

users.
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All outstanding 70 unassigned Completed tasks URGENT
Manage
Primary
sLA App D woplioont Product
2MXGTGX Albert Einstein Deposit Account
Opening
XNZNCXF santa Claus Deposit Account
Opening
9TQUNN4 Bernard Sumner Deposit Account
Opening
F287YSX Kirk Cousins Deposit Account
Opening
RHWQDDG Eldrick Woods Deposit Account
Opening
HK55686 Wardell Curry Il Deposit Account
Opening
wyaLvev Lionel Messi Deposit Account
Opening
Cristiano Deposit Account
9
rovsans Ronaldo Opening
HOLVR3X Roger Federer Deposit Account
Opening
[ ] S2TMXKS william Gates Deposit Account

Opening

Queues

All

Appage v

53 minutes
ago

anhour ago

7 days ago

12 days ago

12 days ago

12 days ago

12 days ago

12 days ago

13 days ago

14 days ago

Created date

X 140u12020 -27 Jul 2020 [F)
current Current task
queue
Manual Review DAO - Manuzl
Review
Manual Review DA0 - Manual
Review
Manual Review DRORMaptal
Review
Manual Review DAO - Manual
Review
Manual Review DAO - Manuzl
Review
Manual Review DAO - Manuzl
Review
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4. Select the user that you want to assign the task to from the list.
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INFO | 20.05 THIS FEATURE WAS INTRODUCED IN 20.05.
The user list displays both the Workspaces user id and the full name for each
user.

5. The selected user's Workspaces id is displayed in the Assigned column, and a mes-
sage confirming you have assigned the task is displayed briefly in the bottom left
corner.

All outstanding 10 Unassigned completed tasks URGENT Updated a few seconds ago () settings @)
Manage
Queues Created date
All A 14 Jul 2020 - 27 Jul 2020 = All » | Type exact text to match; e.g. "Apple” instead of "Apj Q Filter
SLA App 1D Primary applicant Product Appage v Current queue Current task Task Created Assigned to Last modified
2MXGTGX Albert Einstein Deposit Account Opening an hour ago Manual Review DAO
XN2NCXF Santa Claus Deposit Account Opening an hour ago Manual Review DAO - Manual Review an hour ago
9TQUNN4 Bernard Sumner Deposit Account Opening 7 days ago Manual Review DAO - Manual Review 7 days ago deorcoran@avoka.com @ 24 Jul 2020
F287YSX Kirk Cousins Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago akriel 24 Jul 2020
RHWQDDG Eldrick Woods Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago 18 Jul 2020
HK5S686 Wardell Curry I Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago katkinson@avoka.com 24 Jul 2020
wysLycy Lionel Messi Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago chowell@avoka.com 16 Jul 2020
79V3QN7 Cristiano Ronaldo Deposit Account Opening 12 days ago Fraud Review DAO - Fraud Review 12 days ago
HOLVR3X Roger Federer Deposit Account Opening 13 days ago Manual Review DAO - Manual Review 13 days ago
) S2TMXK5 William Gates Deposit Account Opening 14 days ago Fraud Review DAO - Fraud Review 12 days ago
Rows per page 25 + 1-100f 10
__Conﬂrmat\'on message
Task assigned
- Bn 20.05

Alternatively, you can click the task to display its application details, then click
Assign on the Details screen and select the user to assign the task to.

Reassign a Task

This example shows you how to use view filtersto narrow down the item list to just
those tasks assigned to a specific user, then reassign atask to another Workspaces
user.

1 Login to Workspaces and select the Manage space.

2. Click Filter to open the Filters selector then enter a Workspace user id in the
Assigned to field and click Apply, narrowing down the list of tasks and making it
easier to see the task you want to reassign.
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Mon, Jul 27

July 2020

Cancel

3. Point your cursor at the task that you want to reassign. The available actions
appear at theright-hand side. Click group_add Reassign to display the list of Work-
spaces users.

All outstanding 10 Unassigned Completed tasks URGENT Updated a few seconds ago () settings @) Logout 5]
Manage
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All A 14 Jul 2020 - 27 Jul 2020 (] All v | Type exact text to match; e.g. "Apple” instead of "Ap; Q Filter =
Primary . current Task ’ Last
SLA App ID e e Product App age it Current task Bt Assigned to e
IMXGTGX Albert Einstein ge‘;ﬁ‘ Account :%’“‘"“‘95 Manual Review g:ﬁe'ww"“a' 53 minutes ago B
pening g Assign task to a user
XN2NCXF santa Claus Deposit Aceount an hour ago Manual Review DAO - Manual an hour ago - B
Opening Review
9TQUNNA Bemard Sumner Debosit Secant 7 days ago Manual Review OA® =] 7 days ago B 24 Jul 2020 B
Opening Review ),
° F287VSX Kirk Cousins Deposit Account 12 days ago Manual Review DAO - Manual 12 days ago akriek@avoka.com 24 Jul 2020 @J
Opening Review
Deposit Account DAO - Manual
) RHWQDDG Eldrick Woods Opening 12 days ago Manual Review e 12 days ago chowell@avoka.com 18 Jul 2020
° HK5S6B6 Wardell Curry II Deposit Account 12 days ago Manual Review DAO - Manual 12 days ago katkinson@avoka.com 24 Jul 2020
opening Review
° WYaLYCY Lionel Messi Deposit Aceount 12 days ago Manual Review DAO - Manual 12 days ago chowell@avoka.com 16 Jul 2020
Opening Review
cristiano Deposit Account . R R
° 79V3QNT7 . Onning 12 days ago Fraud Review DAO - Fraud Review 12 days ago
Deposit Account . DAO - Manual . .
° HOLVR3X Roger Federer oo 13 days ago Manual Review e 13 days ago
° S2TMXK5 Wwilliam Gates Deposit Account 14 days ago Fraud Review DAO - Fraud Review 12 days ago - -

Opening

Rows per page 25 + 1-100f 10
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4. Select the new user that you want
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INFO | 20.05 THIS FEATURE WAS INTRODUCED IN 20.05.
The user list displays both the Workspaces user id and the full name for each

user.

12 days ago

12 days ago

13 days ago

12 days ago

5. The new user's Workspaces id is displayed in the Assigned column, and a message

confirming you have reassigned the task is displayed briefly in the bottom left

corner.
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All outstanding 10 Unassigned Completed tasks URGENT Updated a few seconds ago () settings €@ Logout 53]

Manage
Queues Created date
All A 14 Jul 2020 - 27 Jul 2020 (] All - | Type exact text to match; e.g. "Apple” instead of "Apt Q Filter =
sLA App D Primary applicant Product Appage v Current queue Current task Task Created Assigned to Last modified
2MXETGX Albert Einstein Deposit Account Opening anhour ago Manual Review DAO
XNZNCXF santa Claus Deposit Account Opening anhour ago Manual Review DA - Manual Review an hour ago
9TQUNN4 Bernard Sumner Deposit Account Opening 7 days ago Manual Review DAO - Manual Review 7 days ago dcorcoran@avoka.com @ 24 Jul 2020 (&3]
F287YSX Kirk Cousins Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago akriek@avoka.com 24 Jul 2020
RHWQDDG Eldrick Woods Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago chowell@avoka.com 18 Jul 2020
HK5S6B6 Wardell Curry Il Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago katkinson@avoka.com 24 Jul 2020
WY3LYCV Lionel Messi Deposit Account Opening 12 days ago Manual Review DAO - Manual Review 12 days ago chowell@avoka.com 16 Jul 2020
79V3QNT Cristiano Ronaldo Deposit Account Opening 12 days ago Fraud Review DAO - Fraud Review 12 days ago
HOLVR3X Roger Federer Deposit Account Opening 13 days ago Manual Review DAO - Manual Review 13 days ago
[ S2TMXKS William Gates Deposit Account Opening 14 days ago Fraud Review DAO - Fraud Review 12 days ago
Rows per page 25 v 1-10.0f 10

Task assigned
__ Bn 2005

Alternatively, you can click the task to display its application details, then click
Reassign on the Details screen and select the user to reassign the task to.
Remove a Task Assignment

This example shows you how to use afilter to narrow the item list down to just those
tasks assigned to a specific Workspaces user, then unassign one of these task.

1 Login to Workspaces and select the Manage space.
2. Click Filter to display the Filters selector, then click the Assigned to field to display
the user list.
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3. Select auser from the list then click outside the Filters selector twiceto closeiit.

Thisreducesthe number of itemsin the item list, making it easier to see the task

you want to unassign.
4. Now, you can unassign the task. Point your cursor at the task that you want to

unassign — the available actions appear at the right-hand side. Click person Unas-

sign to remove the task assignment.
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Alternatively, you can click the task to display its application details, then click

Unassign on the Details screen.
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5. Thevalue in the Assigned to column is cleared causing the task item to be
removed from theitem list asit no longer satisfiesthe filter criteria. A message
confirming that you have unassigned the task is displayed briefly in the bottom left
corner.

All outstanding |4 Unassigned Completed tasks URGENT Updated a few seconds ago () settings @) Logout 53]
Manage
Queses Created date
All A 29Jun2020-27 Jul2020 [ All + | Type exact text to match; e.g. "Apple" instead of "Ap; Q ()Fiter =
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Workspaces Applicants Space Overview

WorkspacesBack office manual processing. | Workspaces Applicants User | 2111 This feature
was introduced in 2111

Journey Workspaces is a highly configurable and feature-rich business portal targeted

at authenticated bank staff conducting activities like application resolution and cus-
tomer service. As originally designed, Workspaces doesn't accommodate other audi-
ences, anotable omission being the involvement of applicants and their representatives
in the application resolution process. To address this audience, we've introduced a new
applicant-focused portal — the Workspaces Applicants space —that gives authen-
ticated non-bank users accessto alimited set of application-related features. While it
is still not possible to accommodate anonymous users, the Applicants space enables
your organization to improve the customer's experience by letting them contribute to
the progress of applications through the full application life cycle.

What is the Applicants space?

The Applicants space is a Workspaces extension offering an efficient, digital-first
method for authenticated non-bank usersto have a greater involvement in the applic-
ation process. Within the Applicants space, users can initiate and submit applications,
then manage and monitor their progressthrough to afinal outcome. By giving the
applicant (or their representative) more direct involvement in the application process,
the Applicants space helpsto improve the speed and accuracy of the application res-
olution process.

Key features of the Applicants space begin with an option to kick-start applications.
Having done so, you can search and filter to find your applications, then view all the key
details and monitor the progress of each application asit is processed. There are
optionsto filter on useful criteriasuch asthe application'sid, the date it was started,
and its status, so that you can find the application you need quickly. You can add notes
throughout the application processto help bank staff process your application and
potentially reduce delays in the application approval process. Any notes you add are
available to all Workspaces users as part of an easy-to-understand audit trail of the
application life cycle.

Out of the box, the Applicants space presents athoughtfully designed and feature-rich
interface based on atemplate that has all the features you need. Thistemplate
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represents acommon application workflow scenario, and takes advantage of third-
partyintegrationsto add a suite of useful and practical features. The template accel-
eratesthe installation and configuration process and can be used as the basis for your
own custom Applicants space experience.

The Applicants space relies on several core conceptsthat underpin Workspaces. To
learn more about these, see Workspaces Core Concepts. Workspaces is designed to give
you a great user experience right from the start with a consistent page structure and

common user interface (Ul) elements. To learn more about the Workspaces Ul, see
Workspaces Ul Tour.

Who is the Applicants space for?

The Applicants space provides features for authenticated non-bank users such as
applicants and their nominated representatives. Generally, an Applicants space user is a
broker or other representative of an applicant rather than the applicant themselves.
Anonymous and unauthenticated users cannot use the Applicants space.

What's included?

Applicants space includes features designed for applicants and their representatives.

« Kick-start an application, then save or submit it.

« Resume a saved application to continue adding details.

« Withdraw a submitted application if you change your mind.

« Recover awithdrawn or abandoned application.

« Search and filter optionsthat help you find your applications.

« Adetailed view of each application, including any attached documents which you
can download.

« Monitor the progress of each application as it is processed.

Getting Started

Configuration

Workspaces is a highly configurable product, so we provide a default Applicants space
configuration to get you up and going faster. Authorized users can download the latest
Workspaces distribution which includes the default Applicants space configuration.
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More information is available in the Applicants space technical documentation to help

you configure your Applicants space to meet your needs.

Brow ser Support

Journey Applicants has been designed for and tested against the following web
browsers.

« Google Chrome
« Mozilla Firefox
« Microsoft Edge

For the best experience, we recommend that you use the latest version of Chrome, Fire-
fox, or Edge, and that you keep your browser updated, especially through the applic-
ation of security patches.

While you may be able to access Journey Applicants using other browsers, there's no
guarantee that everything will work, and you may not enjoy the great user experience
available when using a supported browser. We strongly recommend that you use a sup-
ported browser for the best Journey Applicants experience.
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The Applicants Space Search Screen

WorkspacesBack office manual processing. | Workspaces Applicants User | 2111 This feature
was introduced in 2111

NOTE

Some of the text and images below may not match what you see in your Applic-
ant portal. Thisis because the features described are based on a default Applic-
ant portal configuration, and your Applicant portal may be configured
differently; for example, with your company's branding or with other fields.
Nevertheless, the features described work the same way in every Applicant
portal.

Overview

When you select the Applicants space, the first screen you see isthe Search screen.
This screen provides features that help you find your tasks and applications so that you
can do what you need to to keep them progressing towards your desired outcome.

The Search screen includes the following features.

« An optionto start a new application without leaving the Applicants space.

« Anitem list, populated with items matching various criteria, and which may be
emptyinitially.

« AView selector, used to apply a pre-defined set of fields, filters and sort options
to theitem list.

o AProduct selector that restrictstheitemsin theitem list to just those matching a
selected product.

« ACreated date selector that restrictstheitemsin the item list based on the date
they were created.

« Flexible search and sort optionsthat you can useto refine the set of itemsin the
item list.

« Pagingtoolsthat help you to browse the item list when the number of matching
items exceeds the selected page size.

The following image illustrates where you can find these features.
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Search View Selector Mew Form button m

o - - o Q Search Button

| Product Selector | I Date Selector | | Search Scope | | Search TER‘tl

Paging Tools

At the top of the Search screen isthe screen header which provides common func-
tionality applicable to all Workspacesscreens. Below this, the main element on the
Search screen istheitem list which displays summary information for alist of tasks or
applications. The View, Product, and Created date selectors above the item list arethe
main way you control and identify which items are displayed in the item list.

« The View selector shows the name of the current view, and lets you select another
view to quickly and easily change how the item list appears (including different
fields or sort order) and which items are displayed.

« The Product selector showsthe name of the active product type, and lets you
select another product so that you can work with other tasks or applications.

« The Created date selector lets you honein on items created in a specific period,
and displays the date or date range that is currently selected.

If you've selected a view and applied some filters, and you still can't see the item you're
looking for, there are afew more ways you can try to find it.

« Search: When you just want to find a specific item, you can search for it to find it
straight away (or not at all). To learn how to search, see Search for a task.

« Sort: You can change how the list of items appears by sorting on a different field.
« Browse: You might not be sure which task or application you need until you see it.
In this case, you can browse through the item list until you find what you need. A
set of paging tools allows you to choose how many items are displayed in a page

and browse the item listpages.

Once you've found the item you're looking for, select it to view more about it on the
Details screen where you can interact with it further.
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While you can't perform actions on existing tasks from the Search screen, you can start
anew application.

Page Header

The screen header iscommon to all Workspaces portal screens, displaying generic
information and providing accessto common features and menus.

« 2111
« 20.05
e Prior to 20.05

All Uuistanding 2 .Jnas‘signed Updated less than 5 seconds ago (D Settings e Language @ Logout 5

Page Refresh Logout

| User Profile

| Ul Language

Process

A A AN

Fr Y W W Y W NN NN Y FW W Y WYY WY WY WYY

4
Workspaces Release (
@ Temenos Workspaces. v21.11.0 £
A
All outstanding o Unassigned Assiff Updated a few seconds ago () settings € Logout 3]
€ Page Refresh User Profile Logout
v
Process p

PV PV VVVVVVVVVVVYY.

v
Workspaces Release £
@ Temenos Workspaces. Version 20.05 £
A
Workspaces Release

) Workspaces . (3, Lostupdate

JOURNEY MANAGER Ll

Page Refresh User Profile

On the screen header, you can find the following features.
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When the displayed information was last refreshed, and an option to refresh the
displayed information.
A menu button providing access to User Profile options.

An option to select the language used for static text in the Workspaces Ul. | 2111
This feature was introduced in 2111

An option to log out of your current Workspaces session.

NOTE

Workspaces 2111lintroduced an automatic session logout after a defined period
of inactivity. To learn more about configuring the session timeout period, see Ses-
sion Timeout.

Workspaces releases prior to 20.05 also display the release version number in the
header, while this has moved to the page footer in subsequent releases.

When you navigate to a Workspaces screen, the information displayed is up-to-date but
it can become stale over time. The elapsed time since the screen was last updated is
shown in the screen header on the Page Refresh button. If the screen has not been
updated recently or you want to see the latest information, click Page Refresh to
updateit.

To access the User Profile settings, click the User Profile button (1) and select Settings
(2). Update your profile settings as required (3) and click Save (4),then close the profile
window (5). A message confirming your profile update was successful is displayed in the
bottom left corner of the main window (6). You can close the message (7) or wait for it
to go away after a few seconds.
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Start a New Application

The Applicants space includes a set of standard actions for working with applications
and tasks. However, unlike other Workspaces spaces, the Applicants space functionality
cannot be extended using custom actions asthese aren't currently supported in the

Applicants space.

The only action available from the Search screen is New Application which you can use
to start a new application. All other actions are available only from the Details screen;
to learn more about them, see Applicants Space Actions.

L]

Search Mew Form button ﬂ

B c
__________________________________________________________________________________________________________________________|
NOTE

Button labels and hints (where available) are configurable and may not be the
same asthe standard action typesin your Applicants space.

To start anew application, click New Application (1) and select aform type from the list
displayed (2). The application form is displayed in a modal window (3). Fill out the applic-
ation form and save or submit it (4) then close the modal window (5). Your new applic-
ation will appear at thetop of the item list (6).

The Applicants Space Search Screen - 244 -



Item List

The main element on the Search screen istheitem list, atabular display of information
relating to tasks or applications. Each row of the item list displays brief details for a
single item to help you identify what you're interested in. The type of information dis-
played in each column is configurable, and thisis one of the ways your Applicants space
may differ from the default configuration.

The items displayed in the item list satisfy a set of criteriathat is determined by select-
ing aview then, optionally, further refining the list of items by selecting a product
and/or adate range, or by searching for specific items. Items appear in the item list if
they:

« relateto applications created by you; and

« match the criteriaimposed by the current view; and

(optionally) correspond to the value shown in the Product selector; and
(optionally) were created on adate matching the date or date range shown in the

Created date selector; and
(optionally) match any optional search criteria applied by the user.

As noted above, you can only see items for applications that you created, whether they
be your own applications (as an applicant) or applications you created on behalf of the
applicant (for example, as a broker). If there are no matching items, the item list is
empty; this will likely be the case the first time you login to the Applicants space.

View Selector

The View selector provides a quick and easy way to apply a view configuration to the
item list so that you can focus on a particular set of items.
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D

[5) Search View Selector

A view is a predefined item list configuration including fields, filters, and sort options.
You can think of a view as a shortcut for applying a set of filter and sort optionson top
of a defined set of fields.

The default Applicants space configuration comes with several predefined views:

« My applications: All applications created by the current user (without any filters
or search)

« My submitted: All applications created by the current user that have been sub-
mitted

« My saved: All applications created by the current user that have been saved but
not yet submitted

« My abandoned: All of the current user's abandoned applications, regardless of
how they were abandoned (that is, either as a deliberate action by a Workspaces
user, or passively by the system when the dataretention period has elapsed)

Each item in the View selector represents a view. Click an item in the View selector to
make it the current view. When a view is selected, it's configuration is applied to the
item list to restrict the items displayed. A color highlight provides a visual indication of
which view is selected.

Usually, all available views will be visible in the View selector. However, if there's not
enough screen space to display all the configured views, you can access the views that
are not fully visible by pointing at the View selector and rolling your mouse's scroll
wheel.
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Views are configured by an Workspaces developer or administrator. As an Applicants
space user, you can’'t change the way a view is defined but you can use filter, search, and
sort optionsto refinetheitemsdisplayed in the item list.

Product Selector

The Product selector isused in conjunction with other selectors and optional search cri-
teriato populate theitem list. The Product selector identifiesthe type of product cur-
rently used for populating the item list. Select a product from the Product selector to
display only those items that match the selected product.

£

Product Selector

The available products are listed in the Product selector’s dropdown list as well as an
All item. You can choose any product from the dropdown list to restrict the items dis-
played in the item list. If you choose All,the item list is populated with items for all
products.

The first time you open the Search screen, the Allproduct item is selected by default, so
items matching all products (subject to any active filter or search) are displayed in the
item list. Thereafter, Applicants space remembersthe last product you chose, and
selects it automatically when you open the Search screen.

Created Date Selector

Another Search screen feature that helpsto reduce the number of items presented to
you isthe Created date selector which displays the date or date range currently applied
to thetime list and lets you apply a different date filter.
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| Date Selector R

B c
__________________________________________________________________________________________________________________________|
The default date filter restricts the items displayed in the item list to just those that
were created in the last four weeks including the current date, and this filter is applied

the first time you access the Search screen. You can select a different date filter using
the Created date selector.

When you click the Created date selector, a date range dialog is displayed. This dialog
includestwo date fields, From Date and To Date, that together define adate range. To
filter on asingle date, select the same date for From Date and To Date.

MYy supmittea MYy saveda MY abandonead
_reated date Columns
- 1& RlAu AN71 14 Nan 20 ﬁ All
—— X ——
- Reset values
Created date
iary app Date
From Date
in Aldrir 16 Nov 2021
1ael Col 14 Dec 2021 EI

You can enter adate by selecting it from a calendar or typing it in. To discard any dates
you've entered and revert back to the original dates when the dialog was displayed,
click Reset values. Once you've entered the dates, click Save to apply the date filter.
Alternatively, you can click close Close to close the dialog without applying the new
date filter while retaining the dates you selected.
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Each date field includes a date_range Calendar icon; click thisicon to display a calendar
from which you can select a date. You can click navigate_before Previous Month or nav-
igate_next Next Month to browse to and select dates in other months.

Created date p—

- 1E Rl A0 14 D 0 FI Al
Reset values x

Created date
ary app Date
) X Tue, Nov 16 2021
in Aldrir

< November 2021 3

1ael Col j

Armstr¢ 1 ) 3 4 5 3 .

7 8 9 10 M 12 13
rn

14 15 i 17 18 19 20
Lod

21 22 23 24 26 26 27

28 29 30

Search and Sort

By default, the item list shows itemsthat satisfy the criteria defined by the current view
and any selections from the Product and Created date selectors. This may still result in
alarge number of tasks which you might want to refine further. Searching and sorting
can help you to focuson the tasksthat are important to you right now.

® @ Lostrefieshed hatfaminuteago (&) Samplo User 5] togout
L
popcatons
All my applications My submitted My saved My abandoned
T 1
Fam / Product e Created date Columns
Al M 18 Nov 2021 -16Dec20. [ All - Search Q
AppID Primary applicant Product Date of birth ssN Email Phone # App created A App submitted App status Last modified
KFGLIGH - Deposit Accaunt Opening - - - - Dec 162021 Abandoned
VXJPPGZ Edwin Aldrin Deposit Account Opening - - - - Dec 132021 saved
apLatTe Michael Collins Deposit Account Opening - - - - Dec 132021 - Saved
KXSP82V Neil Armstrong Deposit Account Opening - - - - Dec 132021 Saved
Rowsperpage 10 - 1-a0f 4 K< > ol
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Search for a Task

If you know which task or application you're looking for and you can't see it in the item
list, you can tryto search for it. Searching allows you to refine the list of items displayed
to show just those relevant to what you are looking for.

$

Applications

Search Text |

Search Button

All my applications My submitted My saved My abandoned| c__ Scope
| |

Form / Product type reated date

Al v 16 Nov 2021 - 14 Dec 20.. [ Al b search Q
App ID Primary applicant Product Date of birth SSN Email Phone #
VXJPPGZ Edwin Aldrin Deposit Account Opening
4BL4LTC Michael Collins Deposit Account Opening
KXSPa2v Neil Armstrong Deposit Account Opening

Likethe Form / Product type and Created date global filters, searching reduces the
number of itemsin the item list by matching specific field (column) values. However,
searching differs from the various selectors in a number of ways:

« Searching can target one field or multiple fields, whereas each selector istargeted
at a single field.

« When searching on one field, the user can choose which field to target, whereas
each selector istargeted at a predetermined field.

« When searching on multiple fields, the same search text is compared against all
targeted fields. By contrast, the user needsto select a search value in each
selector separately.

« Searchingis supported for text fields only, whereas selectors support several dif-
ferent datatypesincluding dates.

To search for atask or application, select the search scope from the Columns selector,
enter your search text in the Search field, and press Enter or click search Search. The
search text iscompared against the searchable fields in the search scope, and only
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matching items are displayed in the item list. If the search scope is All, the search text is
compared against all searchable fields.

Searching is case-insensitive, treating uppercase and lowercase characters as the same,
and onlyfindsitems that match the search text exactly (ignoring letter case). Partial
match is not currently supported.

When a search is active, the items displayed in the item list satisfy the current view and
filter selections as well asthe search criteria. A search remains active until you clear it.
Note that simply deleting all of the search text in the search Search box does not clear
an active search. To clear a search, click the close Clear Search button.

If you select an item in the item list while a search is active, when you subsequently
return from the Details screen to the List screen, the search will still be active. Thisis

indicated by the text and X in the Search field.

Sort the Item List

ltemsin theitem list are displayed in an order determined by the current sort selection.
Thisisindicated by an icon on the right-hand side of a column name. The expand_
more Sort Ascending icon indicatesthe item list is sorted by the column values in
ascending order, while expand_less Sort Descending indicates items are sorted by the
column values in descending order.

e Sort — Ascending order
e Sort — Descending order

The Applicants Space Search Screen - 251-



All outstanding 12

Process

SLA App ID

F287YS5X

RHWQDDG

HK5336B6

WY3LYCV

79V3ANT

HALVR3X

All outstanding 12

Process

SLA App ID

NXK7V3K

ZGFVE2V

D4L68BY8

S2TMXKS

YVRDCWL

8L3CBXJ

Unassigned

Unassigned

Assigned to me

Primary applicant

Kirk Cousins

Eldrick Woods

Wardell Curry Il

Lionel Messi

Cristiano Ronaldo

Roger Federer

Assigned to me

Primary applicant

John Smith

Adam Cooper

Jeffrey Bezos

William Gates

Bernard Arnault

Amancio Ortega
Gaona

Completed tasks

Product

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Opening

Plmm At & amning

Completed tasks

Product

Deposit Account
Qpening

Deposit Account
Opening

Deposit Account
Opening

Deposit Account
Qpening

Deposit Account
Opening

Deposit Account
QOpening

Flamanit Armsiint

URGENT

Queues

All

App age v
&

5 day?ilgo

5 days ago

5 days ago

5 days ago

5 days ago

6 days ago

URGENT

Queues

All
App age ~
11 days ago
11 days ago
7 days ago
7 days ago
7 days ago

7 days ago

Groats

Date

Ascending Sort

2020-20 Jul2020 [

Current
queue

Manual Review

Manual Review

Manual Review

Manual Review

Fraud Review

Manual Review

Current task

DAO - Manual
Review

DAD - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAD - Fraud Revie

DAO - Manual
Review

naAm Aamoal

Created Date

Descending Sort

In 2020 - 20 Jul2020 [

Current
queue

Manual Review

Manual Review

Manual Review

Fraud Review

Manual Review

Manual Review

Current task

DAO - Manual
Review

DAO - Manual
Review

DAO - Manual
Review

DAO - Fraud Revie

DAO - Manual
Review

DAO - Manual
Review

PAM Kamoal

You can determine whether acolumn is available to use for sorting by pointing your

cursor at acolumn heading. If your cursor changesto the hand pointer and a"Sort" tool-

tip is displayed, you can sort by the column. To change the sort order, click the column

name. If you click the column name for the current sort selection, sorting will alternate

between ascending and descending order.
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Paging Tools

Sometimes, there aretoo many itemsto display all at once on the screen. Paging allows
you to see some of the items now then browse the item list one page at atime to see
more. Paging tools let you choose the number of itemsto display on an item list page,
and navigate (forward or backward) through the available pages of items.

Rows per page Previous

/ !

Rows per page 10 = 1-10 of 18 >

T 1

[tems in List Next

The navigate_before Previous Page and navigate_next Next Page paging tools let you
browse through item list pagesto find the items you need. Click these toolsto display
the previous or next page of itemsin theitem list. The navigate_before Previous Page
tool is disabled when the first item list page is displayed; similarly, the navigate

next Next Page tool is disabled when the last item list page is displayed.

Rows per page shows the maximum number of items displayed on an item list page. You
can select a different page size from the Rows per page dropdown. Selecting a different
page size, resets the item list to show the first page again.

12 Dec 2 pm
10

11 Dec 2 pm

06 Dec 2 pm
50
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The Applicants Space Details Screen

WorkspacesBack office manual processing. | Workspaces Applicants User | 2111 This feature
was introduced in 2111

NOTE

Some of the text and images below may not match what you see in your Applic-
ant portal. Thisis because the features described are based on a default Applic-
ant portal configuration, and your Applicant portal may be configured
differently; for example, with your company's branding or with other fields.
Nevertheless, the features described work the same way in every Applicant
portal.

Overview

The Applicants space's Details screen is displayed when a user clicks an item on the
Search screen. The Details screen shows information about individual item selected on

the Search screen, and provides features for you to work with the tasks and application
associated with that item. Information is displayed in the context of a selected task,
and isreloaded whenever the user selects an item in the task list.
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¢ Back to Appncauuns (& Lastrefreshed 3 minutes ago @ 5] Logout
Application Timeline

i) ° ° '

Submitted Decision Review Funding / Rejection Completed
T S —
e o PRIMARY APPLICANT FroDUCT PP AGE emar  appsTaTus

Receipt
HB65XMQ Kylie Minogy Deposit A it Ops 9 bout 2 he 0¢ k Pl m In Prog
[ Applicants My Tasks
selected Name Email Trust Super Saver Selected Task ID Task N Status Created
q e TR
® SN EgE e . e ® H665XMQ Deposit Account Opening Completed Mar 04 202!
Applicant Details
Personal Info
Full Name Address ssn
Kylie Minogue Melbourne, Australia ##E#9#4888
Add a note
Emai Phone # Date of Birth
kylie@example.com (555) 555-1968 1968-05-28
dd 02000
[ FIS Chexsystems
DA v OFAC
VERIFIED VERIFIED & PASSED Documents Documents
Document it Date Uploaded Fille Nam Action
Qualfile
ACCEPT @
Payslips Mar 04 2022 sample-drivers-licence-au.gif s
Background Checks
N utility Bills Mar 04 2022 sample-energy-bill jpg o
Threat Metrix
DECISION RISK RATING SCORE
HARDFAIL & NEUTRAL 65
TIN Check
TIN Verification
FAIL &
@ Ter Workspaces. v21.11.0

The Details screen in the Applicants space supports many of the standard features of a

Workspaces Details screen. It displays comprehensive information about the selected

task, and provides accessto actionsthat let the applicant contribute to the applic-

ation's progression through its life cycle. Thisincludes the following features, each of

which is contained in a separate card or card section:

« Asimpletimeline display of application steps showing the status of each step.
o Thelist of tasks (My Tasks) yet to be completed from which you can select oneto

focuson.
« Keyinformation about the selected task.

« Aset of standard actions that you can perform in the Applicants space at the cur-

rent stage of the application's life cycle.

« Applicant details including a list of applicants from which you can select one to

view more information about them such as identity and contact details.

« The outcomes of pre-configured background checks which provide an assessment

of a selected applicant's suitability.
« Atimeline of notesrelatingto the application.
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« Attached documentsrelatingto the application.
« An optional display of custom information; for example, information that is not

included in the standard cards, or that is presented differently.

Generally, each information item or data field on the Details screen has a label and a
value. The label identifies the specific entity that the field relatesto, and the value isthe
application data corresponding to the label. Sometimes, there may be multiple values
for one label; for example, when datais presented in atable.

< Back to Applications— Back to Search screen

] o 2]

Submitted Decision Review

Task ID - KXSP82V Label | | Value

APP ID PRIMARY APPLICANT PRODUCT APP AGE EMAIL

KXSP82V Meil Armstrong Deposit Account Opening 4 minutes ago first.man@ex
Applicants

Labels

T : 1

Selected Name Email Trust Super Saver Standard Checking

@ INeil Armstrong first. nan@example.com Primary |

T

Values

Personal Info

Full Name Address SSN

Fields display information of various datatypes including text (name, email address,
some IDs), numbers (phone, SSN), and dates. A date may represent either a specific
point in time (date of birth) or aduration (application age).

Numbers and dates can be configured to use a variety of formats. For example:

« Phone numbers can be formatted for the current locality or to accommodate
internationalization.

« 9-digit Social Security Numbers are commonly displayed using the format "AAA-
GG- SSSS".

« Datesrepresenting a point in time can use either absolute ("1Jan 2022", "today") or

relative ("last Wednesday", "6 days ago") formats.

The Applicants Space Details Screen - 256 -


https://en.wikipedia.org/wiki/Social_Security_number#Structure
https://en.wikipedia.org/wiki/Social_Security_number#Structure

. Datesrepresenting aduration can use either specific ("7 days, 3 hours, 26
minutes”) or approximate ("about 7 days", "last week") formats.

Sometimes a value might be too long to fit in the space available for it; in this case, the
value is often truncated and an ellipsis ('...") isappended to indicate that you're not look-
ing at the full value. To see the full value, point your cursor at the truncated value and a
tool tip is displayed showing the full value.

By default, values in table columns wrap when they are wider than the column.
However, sometimes this behavior is undesirable, and it can be overridden for specific
columns via configuration.

Toreturnto the Search screen, click the Back to ...link at the top of the screen, or click
an item in the Spaces navbar.

Progress stepper

The progress stepper provides a non-interactive graphical progress display relating to
the stepsin the application life cycle of submitted applications. Current, completed and
pending steps are differentiated visually, allowing the user to see application progress
at a glance.

C Lastrefreshed half a minute ago ® sampleus 5] Logout

Application Timeline

) < Back to Applications
N

i) ° o

Submitted Decision Review Funding / Rejection Completed

1
Completed Steps Pending Steps
Task ID - KXSPB2Y
c et apP AcE emai APP STATUS
e rong minutes ago rstman@example.com n Progres

nnnnn

INFO

The progress stepper is hidden for saved applications. It is displayed once an
application has been submitted.

Key Information

The Key Information card displays important task information that's handy for Applic-
ants space usersto have at their fingertips.
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g ¢ Back to Applications & Lastrefresh
N

@ @ @ o
Submitted Decision Review Funding / Reject
Key Info
Task ID - 3RFOHHT _
T 1
AFP ID PRIMARY APPLICANT PRODUCT AFP AGE EMAIL APP STATUS
3RFOHHT Dorothy Johnson Depaosit Account Opening about 2 hours ago human.computer@exam In Progress
Applicants My Tasks
. . Selected Task ID Task Name
Selected Name Email Trust Super Saver Standard Checking
XA6NJTT Deposit Accoul
@ Dorothy Johnson human.computer@example.com Primary = = O ° M
fax  apFnuuT RNanncit Arraim

The Key Info card includes between four and six items depending on the width of your
browser window. The full width layout accommodates six key info items but asthe
width of your browser becomes smaller, items are removed progressively until only four
items are displayed. Each key info item has a label and a value.

Each key info item can only show a single value. However, additional values can be dis-
played using atooltip, indicated by the info Tooltip icon. For example, say you have an
application covering multiple products. While the Product key info item displays only
the first product, atooltip can be configured to show all of the products covered by the

application. To view the tooltip, point your mouse at the info Tooltip icon. | 22.10 This fea-
ture was introduced in 22.10.

The value displayed in the Product key info item may correspond to aform group. If this

isthe case, the specific form associated with the task is displayed as the Product. | 22.10
This feature was introduced in 22.10.

Applicant Details

When filling out an application,it's generally necessary to provide personally iden-
tifiable information ( PIIY) for each applicant that uniquely identifies them, and which is
often used to perform background checks that are critical in successfully processing

Ipersonally Identifiable Information (PIl) is information about an individual that can be
used to distinguish or trace an individual‘s identity, such as name, social security num-
ber, date and place of birth, mother‘s maiden name, or biometric records; and any other
information that is linked to an individual.
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Applicants
Selected Name
® Javier Bardem

% Penélope Cruz Sanchez

Personal Info
Full Mame

Javier Bardem

Emai
[avier@example.com

Email Trust
javier@example.com

Primary

penelope@example.com Joint

Address
Las Palmas, Canary Islands, spa...

Phone #

(555) 555-9999

the application. In the Applicants space, thisinformation is displayed in the Applicant
Details card.

Super Saver Standard Checking

Primary Primary
Joint Joint
S8N

H#H##-##-9999

Date of Birth

1969-03-01

At thetop of the card is an Applicants section listing all of the applicants associated
with the application. This section displays key applicant-related information for each
applicant including their name and email address. Select an applicant from this section
to display more information for that applicant in the other sections of this card below
the list.

Sections below the Applicants list show information about the selected applicant in a
grid layout that improves the user experience when dealing with applications that
include multiple applicants. A Personal Info section displays the selected applicant's
personal information including their full name, address, email, date of birth, and some
country-specific identity information (such as a Social Security Number in USA). This
section may be followed by other sections showing more detailed information relating
to the selected applicant; for example, amore detailed address, or more details for an
associated identity document such as the document type and number as well as when
and where it was issued. Additionally, your Applicants space may be configured to
include a section displaying the results of identity checks or verificationsrelatingto the
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selected applicant. To learn more about how these background checks are displayed,
see Background Checks.

My Tasks

An item selected on the Search screen may have multiple tasks associated with it that
the current user needsto complete. My Tasks displays this list of outstanding tasks and
provides a way to navigate between them.

C Last refreshed less than a minute ago ® Sample User 5 Logout
Review Funding / Rejection Completed

EMAIL APP STATUS .
Receipt
human.computer@exam... In Progress

My Tasks
. Selected Task ID Task Name Status Created
I Checking
O XA6NJTT Deposit Account Funding Assigned Dec 20 2021

Selected task © 3RFOHHT Deposit Account Opening Completed Dec 20 2021

The tasks displayed in this list are ordered by creation date in reverse chronological
order. Brief information is shown for each task including the task's ID, name, current
status, and when it was created. When the Details screen is displayed, the last (that is,
oldest) task in the list is selected automatically. You can select any task from the list to
reload this screen with information for that task. The currently selected task is indic-
ated visually in the list.

Notes

Throughout the life cycle of an application,there may be times when an applicant
needsto provide additional information to the bank staff processing their application.
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Both Workspaces and the Applicants space support this kind communication.

In the Applicants space, applicants manage notes in the Notes card (1). To add a note,
click the Add a note field (2) and enter your note text (3) then click Add note (4). Your
new note appears below the Add a note field (5), and a message is displayed briefly in
the bottom left corner confirming your note has been added (6).

INFO
A character count is displayed below the Add a note field and updated as you

type in your note.

All of the notes for an application entered by the applicant are displayed in alist at the
bottom of the Notes card with the newest at thetop. The text for each note isaccom-
panied by the date and time it was created and who added it.

Notes

Add a note

Duis convallis interdum mollis. Fusce id lorem vel eros facilisis varius. Aenean euismod rutrum metus ut
dapibus. Proin at felis ac urna vehicula tempor.|

Add note I'I 53/ ZOUUI
Date and time this note was added
03:23pm Monday 07 Mar 2022 —| Character count

ken— MName of user who added this note

Lorem ipsum dolor sit amet, consectetur adipiscing elit. Etiam egestas nisi ut elit convallis posuere. Aliquam sed enim non
justo facilisis ultrices.
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Both Workspaces and the Applicants space allow usersto add notesto an application.
Any notes added by the applicant appear in the Notes card, and can be viewed by bank
staff in Workspaces viathe View Notes action. However, notes added by bank staff in
Workspaces cannot be viewed in the Applicants space.

My Documents

Applicants are often required to provide third-party evidence, such as adrivers license
or an energy bill, which isuse to verify the details they entered in their application.
These documents are attached to the application, and made available to an Applicants
space user in the Documents card.

Each item in the Documents card contains the following elements.

« Document: Thisidentifiesthe kind of information in the document file, and is
assigned automatically when adocument is uploaded by the applicant while filling
inthe application.

« Date Uploaded: Atimestamp that shows when the document file was uploaded
and attached to the application.

o File name: The file name of the document when it was uploaded and attached to
the application.

« Download: On theright-hand side of each document item is a vertical_align_bot-
tom Download icon that you can click to download the document file.

Documents
Document Date Uploaded File Name Action
Utility Bills Dec 16 2021 sample-energy-bill.jpg Download — %
Employment Letter Dec 16 2021 sample-proofOfEmployment.jpg L4
Driver's License Dec 16 2021 sample-drivers-licence-au.gif L
Payslips Dec 16 2021 sample-payslip.GIF hid
Address Proof Dec 16 2021 sample-affidavitOfResidence pdf hid
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INFO

As an Applicants space user,the only document-related action you can perform
isto download it. You cannot change the way documents appear on the Docu-
ments card, nor can you upload or manage documents attached to an applic-
ation.

Custom Information

In addition to the standard information types described above, other information can
be displayed using custom formats. Two formats are supported:

« Multi-value: Datais displayed in atable, with a header row at the top followed by
one or more datarows. Each column represents a different data item (identified
by the column header), and each row is a set of related values. Each value is either
asimple text/number display, or an icon that links to additional details or func-
tionality. All values in the same column are of the same type.

« Single-value: Each dataitem in atab, card or section is displayed separately, with
alabel, avalue, and an optional icon that links to additional details or func-
tionality. The personal information section uses this format.

= t Appﬁcant Pnltta!

TASK 1D
< Back to Applications

The

(] [ s
Submitted Decision Review Information Requested Funding / Rejection Completed
. .
A B = sherl m [ Qi topening | (31 | half a minute ago Recelpt
Applicants My Tasks
el d Task | Task N: a
p— P p— . Selected ask D Task Name stat Created
o ® o armp ® SZBEEXB Deposit Account Opening 06 J

Personal Info

Full Name

Sherlock Holmes
221B Baker Street, London
##4-#4-3333

Phone #
(555) 555-2218

Ema
sherlock@example.com

Date of Birth
1854-01-01

Sent emails

Applicants Space Details Screen

Notes

Add a note

Documents

Date Uploaded

File Name Action
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1 Multi-value data
2. Single-value data

Several icon types are supported in custom information:

e link Detail Link: Indicates additional details are available to view. Click the icon to

display the additional detailsin a pop-up window.
« vertical _align_bottom Download: Indicates the additional details are available to

download. Click the icon to download the file containing the additional details.
211This feature was introduced in the 211lrelease
« Anyother icon provides access to additional functionality. Click the icon to per-

form the associated action. 22.10This feature was introduced in the 22.10 release

INFO

Custom information presents aread-only view of a predetermined data set. An
Applicants space user has no control over the way the data appears, nor can
they modify the displayed information.

No Data Scenario

Sometimes, data may not be available in the Applicants space for one or more data
items. This could be because the expected data does not exist (for example, has not
been collected) or because atechnical issue prevents the Applicants space from being
able to obtain the data. The Applicants space can be configured to indicate that expec-
ted datais not available by displaying a dash ‘- ‘ instead of the data value. The lack of
dataisreinforced by the use of gray color for Ul elementsrelatingto these data items.
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¢ Back to Applications

Task ID - B3VTLCJ

APP ID PRIMARY APPLICAMNT PRODUCT APP AGE EMAIL

B3VTLCJ John Psmith Deposit Account Opening - john.psmitt

No data

Applicants

Selected Name Email Trust Super Saver Standard Checking

No data [—Mo records found

Mo data
Personal Info I

Full Name Address S5N

Emai Phone # Date of Birth

WorkspacesThe Applicants space can also be configured to hide items with no data, so

you may not even see fields or records with no data.

Applicants Space Actions

The Applicants space includes a set of standard actions for working with applications
and tasks. However, unlike other Workspaces spaces, the Applicants space functionality

cannot be extended using custom actions asthese aren't currently supported in the

Applicants space.

The standard actionsin the Applicants space are:

New Application: Start a new application in the Applicants space.
Receipt: See aread-only view of a submitted application.
Recover: Recover an abandoned or withdrawn application so that the applicant

can continue with it.
Resume: Resume an unsubmitted application in a modal window.
Withdraw: Cancel an application that has been saved but not yet submitted.

With the exception of New Application, all of these actions are available from the
Details screen viathe Action button to the right of the Key Info card.

The
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NOTE

You can start anew application from the Search screen.

The Action button changes according to how many actions are available.

« One action:The button label isthe name of the action, and clicking the button per-

formsthe action.

ling / Rejection Completed

Action button —

sk Name Status Created

o Multiple actions:The button label is 'Actions’, and clicking the button displays a
dropdown list containing one item for each available action. Select an item to per-

form that action.

(& Lastrefreshed half a minute ago @ Sample User 5 Logout

Action button

resume
Action items
Withdraw

ask Name Status Created

Different actions may be available for each task because the actionsthat can be per-
formed on atask at any time depend on several factorsincluding the task's current
state. For example, the Recover action will be available only for an application that has

been abandoned.
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NOTE

Button labels and hints (where available) are configurable and may not be the

same as the standard action types in your Applicants space.

Some actions display a brief message in the bottom right corner of the screen con-
firming that your desired action was successful or notifying you that something went

wrong.

¢ Back to Applications

Task ID - 4BL4ALTC

APP ID PRIMARY APPLICANT
4EL4LTC Michael Collins
EMAIL APP STATUS
Saved
Applicants
Selected Name Email Trust

Confirmation message

Task recovered

Personal Info

Resume an Application

Super
Saver

C Last refreshed less than 5 seconds ago

PRODUCT

Deposit Account Opening

Standard
Checking

APP AGE

My Tasks

Selected

@®

@ Ken Munzenberger

Task ID

4BLALTC

Task
Name
Deposit
Account
Opening

5 Logout

Status Created

Dec 13

Saved
2021

After you start an application, you may find that you don't have all the information you

need at hand to complete the application, so you save it for now while you go and find

what you need. Once you have all the information for your application, you can resume

your saved application to complete it and submit it.

INFO

To view the information for an application that has been submitted, use the

Receipt action.
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View Form i X

Reference Code: 6PDZ9YJ
Save and Close o Gancel / Exit 0 Open Saved Form

OK, Lets Get Started!

We make it easy to apply online and it won't take long, so let's get going...

Primary Applicant Primary applicant details
details First Name * Last Name *

This section captures Neymar da Silva Santos Junior
information about the
Z:gz!uzzphca”' in this Middle Name (Qptional) Email Address

football-4@example.com

SSN * Phone Number

st 4044 (442) 4444444

Date of Birth * Type =

05 Fah 1392

When you resume an application, the information previously entered is displayed in the
same form that was used to capture that information. While resuming an application
and viewing a receipt both show you the application form, these two actions differ in
one key way. When you view a receipt, the application form is displayed read-only.
However, when you resume an application, you can enter or update information in the
application form and then submit it.

NOTE

Any Personally Identifiable Information (PIl) in arecovered application is not
available if the dataretention period has expired.

For more information about resuming applications, see Resume — Resume a Saved
Application.

View a Receipt

When you're working on atask or application, you often need to see the information
that the applicant has submitted; for example, to inform the decision making process.
You can use the Receipt action to view the information for a submitted application.
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INFO

To view the information in an application that has been saved but not yet sub-
mitted, use the View Form action.

e 22.10
e 22.04 and earlier

Receipt

recerr
B e Deposit Account Opening

Receipts

. TEMENOS

Primary Applicant

Welcome to the form

Primary

Applicant

details FistName *  LastName *  Emall Address *
Karthik Parameswaran  kparameswaran@t
Middile Name [Cptional)

SSH* Phone Number *

ane08-394 (303) 840.9354

Date of Birth *

1 Modal window
Expand to full screen
Pop out to new tab
Close modal window
Receipt selector

o~ ow
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Recert
B Receipts  peposit Account Opening

Reference Code: 79V3QN7
OK, Lets Get Started!

We make it easy to apply on! d 't take long, 5o let's get going.

Primary
Applicant
details ristiano naldo football-2@example

This section captures
information abou
primary applicant in
this application

Areceipt isaread-only view of information submitted by an applicant or other Work-
spaces user, and displayed in the same form used to capture that information. You can
view areceipt from any space, and for any item (application or task) even if it's not
assigned to you. Each task associated with an application may have areceipt. If there
are multiple receipts for an application, you can view a specific receipt usingthe
Receipt selector at the top of the modal window. Note that viewing a receipt does not
allow you to change the application in any way.

When you select the Receipt action, the receipt for the selected task is displayed unless
thereisn’t areceipt associated with the task, in which case the most recent receipt is
shown by default. However, if you're using Workspaces 22.04 or earlier,the most recent
receipt is always displayed by default. | 22.10This feature was updated in 22.10.

For more information about viewing receipts, see Receipt — View a Receipt.

Recover an Application

Let's say you start an application but your browser crashes before you can save or sub-
mit it. Maybe you give up on the application for now, and so it becomes abandoned. A
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short time later, you decide to complete the application after all. Rest assured, you
haven't lost all the information you entered because you can recover your application,

then complete and submit it.

NOTE

Any Personally Identifiable Information (PIl) in arecovered application is not

available if the dataretention period has expired.

It's easy to recover an application. Go to the Search screen, locate the application to be
recovered, then select it to view its Details screen and recover the application from

Allform states 1 Submitted Saved
Helpdesk
App ID Primary applicant

Neymar da Silva Santos

6PDZOYJ
Junior

Updated 2 few seconds ago (}) settings @) Logout 5]
rm / Product type Created date
A 29.Jun 2020 -27 Jul 2020 [5] All »  6pdzoyj Q Filter =
App . Current Last
mail Phone # Product o App status S e
(444) 444- Deposit Account ~ i o
4@example.com 4444 Opening ol Recover from List Page g

< Back to Helpdesk

TASK 1D

6PDZ9YJ
Primary applicant App 1D
2 Neymar dasilva santos. 6PDZIYJ

Applicants

Name

Neymar da Silva Santos Junior
Personal Info

FULL NAME
Neymar da Silva Santos Junior

ADDRESS
Maai das Cnuzes. Rrazil

Updated a few seconds ago () settings € Logout 3]

Assigned to Current queue Proguct
@ imunzenbergeraaveka.. P - 23 | peposit Account Opening

Application Timeline

Trust Application Started
15 JUL 2620 09:42 A | NO RESULT

Primary

@D  venosit Account Opening - Abandoned . =
neensecenenoacon 5 oo v | RECOVEF from Details Page L

In addition to abandoned applications, an application that has been withdrawn can also

be recovered.

For more information about recovering applications, see Recover an Abandoned Applic-

ation.

Withdraw an Application

Now, let's say you start an application but, before submitting it, you decide not to
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proceed with the application after all. You could contact the support helpdesk and ask
for the application to be canceled, but you also have the option to withdraw the applic-
ation yourself.

Just like recovering an application, it's easy to withdraw an application. Go to the
Search screen and locate the application to be withdrawn, select it to view its Details
screen and withdraw the application from there.

All form states |1 Submitted Saved Abandoned Updated a minute ago (}) Settings € Logeut 3]
Helpdesk
Form / Product type Created date
All X 29 Jun 2020 -27 Jul 2020 [F] All v 6pdzyj Q Filter =
Date of App . App Current Last
App ID Primary applicant B SSN Email Phone # Product o e Step T
Neymar da Silva Santos 1992-02- £ football- (444) 442- Deposit Account . . .
oDz Junior 05 ##-4444 4@example.com 4444 Opening Withdraw from List Page E ]
Rowsperpage 10~  1-10f1
< Back to Helpdesk Updated a few seconds ago () settings €Y Logout 3]
TASK 1D
6PDZ9YJ
Primary applicant App ID SLA Expiry Assigned to Current queue Product
o No actions available
& Neymar da Silva Santos. 6PDZ9YJ @ - @ kmunzenberger@avoka R C] Deposit Account Gpening @ o actions avalladle
Applicants Application Timeline
Name Email Trust Application Started
15 JUL 2020 09:62 AM | NO RESULT
Neymar da Silva Santos Junior football-4@example.com Primary

D peposit Account 0pening- Saved | \Wiithdraw from Details Page H =)
KAMUNZENBERGER@AVOKA COM | 15 JUL 207

Personal Info

FULL NAME
Neymar da Silva Santos Junior

ADDRESS
Moai das Cruzes. Brazil

An application that has been withdrawn can subsequently be recovered should you
have a change of heart.

For more information about withdrawing applications, see Withdraw — Withdraw an

Unsubmitted Application.
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Workspaces release compatibility

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic
was introduced with the 18.11release | 22.10Thistopic was updated for the 22.10 release

Each Temenos Journey Manager (TJM) release includes compatible versions of Journey
Workspacesl, Journey Manager? (JM), and the Workspaces REST API3. For example, the
Temenos Journey Manager 22.10 release includes Journey Workspaces 22.10, Journey
Manager 22.10, and the Workspaces REST API packaged with Journey Manager 22.10.

By default, Workspaces is designed to be both forward- and backward-compatible with
Journey Manager and the Workspaces REST API in all TIM product suite releases. Never-
theless, some incompatibilities may arise; where known, these are identified below.

NOTE

To avoid any incompatibility issues, we strongly recommend using Workspaces,
Journey Manager, and the Workspaces REST API from a single release of the
TJM product suite.

CAUTION

If you have a specific need that requires deployment of Workspaces from one
release with Journey Manager or Workspaces REST API from a different release,
we strongly recommend not mixing Journey Manager and Workspaces REST
APl releases. This is because, it is highly likely that incompatibilities exist
between Journey Manager and Workspaces REST API from different releases.

Generally, more recent Workspaces releases haven't been tested with older TIM
product suite releases; in particular, recent Workspaces releases haven't been tested

Lourney Workspaces is a business portal designed to support resolution and customer
service activities related to account opening and onboarding.

2Journey Manager is a server application, deployed in the cloud or on-premise, that
hosts forms, controls interaction with customers, calls on specialized services like iden-
tity verification or risk analysis and exchanges data with back office systems of record.
3The Workspaces REST API provides the integration with Journey Manager that Journey
Workspaces needs.
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with TIM product suite releases that have reached end- of-life. While any combination
of Workspaces, Journey Manager, and the Workspaces REST API from supported TIM
product suite releases may be compatible, we recommend that you test any critical fea-
tures when deploying a Workspaces release with Journey Manager or Workspaces REST
API from adifferent TIJM product suite release.

Supported releases

To learn about supported releases, see Temenos Journey Manager End-of- Life Policy.

INFO
Workspaces was not updated in the TIM 20.11and TJM 2105 releases.

Compatibility

The table below summarizes compatibility between supported Workspaces releases

and Journey Manager and the Workspaces REST APl included in supported TIM

product suite releases. It isassumed that Journey Manager and Workspaces REST API
are always from the same TJM product suite release. For example, if considering com-
patibility between Workspaces 2111and TJM 22.04, this is equivalent to considering com-
patibility between Workspaces 2111, Journey Manager 22.04, and Workspaces REST API
22.04.

The table also identifies when the following release-related incompatibility issues are
applicable. Additional detail about these incompatibility issues is available below.

o CSRF token issue: A TJM 2105 or earlier environment upgraded to TIM 2111 or
later may be affected by a CSRF token implementation. For more information, see
CSRF token issue.

« New 22.10 features: Some new features introduced in Workspaces 22.10 require
Workspaces REST API 22.10. For more information, see Features that require Work-
spaces REST API 22.10.

« TIM 2111 breaking changes: The Workspaces REST API packaged with Journey
Manager 211lintroduced changesincompatible with Workspaces 20.05 and earlier.

For more information, see Breaking changesin TJM 2111

Workspaces o Incompatibility
TJM release compatibility _
release issues
22.10 Compatible with all supported TIJM product o CSRF token
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Workspaces S Incompatibility
TJIM release compatibility

release issues
issue
suite releases.! « New 22.10 fea-
tures
99 04 Compatible with all supported TIJM product « CSRF token
suite releases.! issue
« Compatible with all supported TIM o CSRF token
2111 product suite releases. issue
« Compatible with Workspaces REST API o« TIJM 2111 break-
2111and earlier. ing changes
« Compatible with all supported TIM o CSRF token
20.05 product suite releases. issue
« Compatible with Workspaces REST API e« TIJM 2111 break-
211 and earlier. ing changes

1 Assumes Journey Manager and Workspaces REST API are from
the same TIJM product suite release.

CSRF token issue

After upgrading a TIM 2105 or earlier environment to TIJM 2111or later, you may be
presented with an HTTP 4e3 Forbidden Sstatus code when you attempt to access Work-
spaces. Thisisdue to a CSRF token implementation. To learn more about thisissue,
including how to address it, see HTTP 403 Forbidden Status code when attemptingto

access Workspaces after upgrading from 2105 or earlier.

Features that require Workspaces REST API 22.10

The following features introduced in Workspaces 22.10 require the Workspaces REST
API 22.10 or later.

« Bulk actions
o Support for invoking fluent functions

Breaking changesin TIM 2111

Changesto the Workspaces REST APl introduced in TIM 2111 (and retained in later
releases) are incompatible with earlier Workspaces releases. Consequently, the
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Workspaces 19.11application can no longer be used in a TJM 2111or later environment,
and you must upgrade your Workspaces application to an Open UX form. For inform-
ation about developing and deploying a Workspaces Open UX form, see Journey Work-

spaces form development and Form deployment and security.

Unsupported releases

Workspaces 19.11and earlier releases have reached end- of-life and are officially unsup-
ported. For more information about TIJM product support, see Temenos Journey Man-

ager End-of- Life Policy.

Compatibility

Workspaces 19.11and earlier releases are only compatible with Journey Manager and
the Workspaces REST APl included in the TIM 2105 and earlier releases. Thisis due to
breaking changesin the JM security model and WAR file structure introduced in TIM
211

A TJIJM 19.110r earlier environment upgraded to TJM 2111or later may be affected by the
CSRF token issue mentioned above.

Open UX form

Workspaces 20.05 replaced the Workspaces client application with an Open UX form.
So,when upgrading a TIJM 19.11or earlier environment to TJM 20.05 or later, we recom-
mend you migrate your Workspaces client application to an Open UXform. To learn
more about developing and deploying a Workspaces Open UX form, see Journey Work-

spaces form development and Form deployment and security.

While we don't recommend a mixed-release deployment using a non-Open UX Work-
spaces client application in a TIM 20.05 or later environment, you can make this work if
you really need to keep using a non-Open UX Workspaces client application. However,
there are afew things you should know before proceeding down this path.

« Toinstall anon-Open UXWorkspaces client application, you need to download
and import the Workspaces 19.11WAR fileinto a TIM 20.05 or later instance.

« Importing the Workspaces 19.11WAR file will also install the 19.11version of the
Workspaces REST API into your TIJM instance, replacing any existing later version
of this API.
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. Consequently, you won't have access to any improvements introduced in later ver-
sions of the Workspaces REST API unless the Workspaces 19.11WAR file is installed
with a different name and context path .
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Journey Workspaces FAQ

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic
was introduced with the 18.11release | 22.04Thistopic was updated for the 22.04 release
Compatibility

o IsWorkspaces available for my browser version?
e Isthere acompatible version of Workspaces for my Journey Manager envir-

onment?

Deployment

« How do I promote Workspaces from lower to higher Journey Manager envir-
onments?
« How do Il import the Workspaces WAR file through the Journey Manager admin-

istration console?

« How do | deploy two Workspaces portals in one Journey Manager environment?

o Can Workspaces 19.05/19.11and Workspaces 20.05 be deployed to the same Jour-
ney Manager instance?

o Can | have multiple Workspaces 20.05 Open UXformsin a single Journey Manager

instance?

« Canldeploythe Workspaces 19.11portal in a TIJIM 20.05, 20.11, or 21.05 envir-
onment?

o Can | deploythe Workspaces 19.11portal in a TJM 21110or later environment?

Fresh installation of Workspaces

« When | login to Workspaces for the first time, | just see a progress bar con-

tinuously loading
« What Journey Manager roles and permissions are required to access Workspaces?
« What resources are required by Workspaces after a fresh installation?

Logging in to Workspaces

o Loggingin to Workspaces while already logged in displays the login screen without

any styling applied
« When | login to Workspaces again after logging out, an error page is displayed
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« Canlloginto Workspaces from two different browsers (multiple sessions) at the
sametime?

« HTTP 403 Forbidden status code

« HTTP 403 Forbidden status code when attempting to access Workspaces after

upgrading from 2105 or earlier
« HTTP 403 Forbidden status code after logging in to Workspaces

Configuration

o Can the Applicant card or Background Check card be removed from the Work-
spaces UlI?

o« Canthe Timeline card or Documents card be removed from the Workspaces UI?

« How do | configure the views and table columnsin the Workspaces List screen?

« How do | configure the Keyinfo card in the Workspaces Details screen?

« How do | configure the actionsto be displayed for each Workspaces space?

« How do | hide astep from the application timeline?

« How do I restrict a Workspaces user to view only certain spacesin the Workspaces

application?
o Arejob properties supported in the Workspaces configuration?
o Spaceiconsin Workspaces 20.05 and later don't have labels

Workspaces Features

« When ltryto change or reset my password, | can't enter my old password

e« There'saduplicate form nameinthe Form / Product Type selector

o« Can | hidethe Search bar on the Workspaces list page?

o« Does Workspaces support partial searches?

e Searching for atransaction is very slow when there is a huge volume of trans-

actions in Journey Manager
o Isit possibleto retain search and filter values throughout a user's Workspaces ses-

sion?

o Filteringon more than two submission properties at once does not return the

expected results

« |l can't filter on an application's metadata after the application is completed

« | can't view certain transactions in Workspaces

« I can't view the PDF receipts - isthisdue to access restrictions?

« Does Workspaces 20.05 support role-based access to view custom cards?
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e Isthere alimit on the number of notesthat can be added to atask or application

in Workspaces?

o« The Decision action button is still visible after the application is approved or rejec-
ted

« How do | passthe Workspaces localeto aform rendered in the Workspaces modal

window (for example, the decision form)?
« How do | close the Workspaces modal window from aform rendered inside it (for

example, the decision form)?
o IfIstart aform in the Workspaces Assisted Channel, can | hand it over to the cus-

tomer / applicant to continue the journey?

Maestro Form

« The Decision form cannot read the SystemProfile property
« The Add documents button doesn't appear for applications that are not yet sub-

mitted
o Can | configure Workspaces so that Helpdesk users view saved formsin aread-

only state?
« How do | configure Workspaces so that Assisted Channel users can fill out a Maes-

tro form?
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Journey Workspaces FAQ - Compatibility

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic
was introduced with the 18.11release | 20.05Thistopic was updated for the 20.05 release

Is Workspaces available for my browser version?

Journey Workspaces has been designed for and tested against the following web
browsers.

« Google Chrome
o Mozilla Firefox
« Microsoft Edge

NOTE

Journey Workspaces support for Internet Explorer is discontinued. For details,
see Update on TJM Support for IEIL

For the best experience, we recommend that you use the latest version of Chrome, Fire-
fox, or Edge, and that you keep your browser updated, especially through the applic-
ation of security patches.

While you may be able to access Journey Workspaces using other browsers, there's no
guarantee that everything will work, and you may not enjoy the great user experience
available when using a supported browser. We strongly recommend that you use a sup-
ported browser for the best Journey Workspaces experience.

Is there a compatible version of Workspaces for my Jour-
ney Manager environment?

Starting with Transact Manager 18.11, a compatible Workspaces release is available for
every Journey Manager / Transact Manager release. For example, Workspaces 18.11.0 is
compatible with Transact Manager 18.11.0.

Check the release notes for your Workspaces version Workspaces 19.11Lx , Workspaces
19.05.x_or Workspaces 18.11.x to identify the correct version of Workspaces to use with

your Journey Manager platform.
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Starting with Workspaces 19.05, Workspaces is forward and backward compatible with
supported Journey Manager versions. You can pick the build that is compatible with
your platform in the downloads area.

Starting with Workspaces 20.05, the Workspaces client application is deployed as an
Open UX application and the Workspaces API (form space) WAR file comes packaged
with the Journey Manager installer. For more information, see the Workspaces tech-

nical guide .
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Journey Workspaces FAQ - Deployment

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic

was introduced with the 18.11release | 22.04Thistopic was updated for the 22.04 release

How do | promote Workspaces from lower to higher Jour-
ney Manager environments?

Promoting Workspaces between environments is achieved by exporting the Workspaces
archive from one environment and importing it into another environment. This trans-
fersthe definitions, pages, properties, resources and submission forms associated with
the portal.

NOTE

Before importing the Workspaces archive to your environment, make sure you
have already had a fresh installation of Workspaces in that environment.

There is an issue in Workspaces 18.11.3 and earlier releases that prevents you from
exporting your Workspaces archive. In this case, to promote your Workspaces portal,
install Workspaces in your environment then manually copy the Workspaces assets like
properties, pages and resources which are to be replaced.

Starting with Workspaces 20.05, the Workspaces client application is deployed as an
Open UXform in Journey Manager. To promote the Workspaces client application from
alower environment to a higher one, export the Workspaces Open UXform (which
includes all Workspaces configuration details) and import it into the target envir-
onment. No further configuration isrequired in the target environment.

How do | import the Workspaces WAR file through the
Journey Manager administration console?

The Workspaces WARfile isinstalled using the Journey Manager administration con-
sole. Login to Manager then select Forms > Form Spaces and click Import WAR. For
more information about importing WAR files, see Import a Form Space as a WAR

archive.
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NOTE

The Import WAR button is disabled in multi-node Journey Manager envir-
onments. To install the WAR file, contact cloud hosting support or your infra sup-
port to manually deploy the WAR file from the Journey server.

Starting with Workspaces 20.05, the Workspaces API (form space) WAR file comes pack-
aged with the Journey Manager installer.

How do | deploy two Workspaces portals in one Journey
Manager environment?

To install multiple copies of Workspaces in one Journey Manager environment, you
need to change the name of the Workspaces application.

For example,to change the name from workspaces t0 Temenos, you would need to make the
following changesto the contents of the Workspaces WAR file.

e \WEB-INF\jboss-web.xml: Change the context root.

<jboss-web>

<context-root>temenos</context-root>

</jboss-web>

e \Index.htm: Change the content URL.

<html>
<head>

<meta http-equiv="Refresh" content="0;URL=/temenos/secure/index.html">
</head>
</html>

o \WEB-INF\classes\db-configl.xml: Change the portal name, context path and WAR file
name.
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<portal name="Temenos">
<context-path>http://localhost:9080/temenos/</context-path>

<description><![CDATA[Temenos Workspaces]]></description>
<version>19.5.0</version>

<war-file-name>tm-temenos.war</war-file-name>

e \META-INF\maven\com.avoka.tm\tm-workspaces-war\pom.xml

<artifactId>tm-temenos-war</artifactId>
<name>TM: Temenos WAR</name>

<packaging>war</packaging>

<properties>
<portal>temenos</portal>
<portal.project.name>Temenos Workspaces</portal.project.name>
<portal.project.description>Temenos Workspaces</portal.project.description>
<portal.war.file.name>tm-temenos.war</portal.war.file.name>
<project.context>temenos</project.context>

</properties>

<build>

<finalName>tm-temenos</finalName>

e \META-INF\maven\com.avoka.tm\tm-workspaces-war\pom.properties

groupId=com.avoka.tn

artifactId=tm-temenos-war

e \META-INF\MANIFEST.MF

Specification-Title: TM: Temenos WAR

Implementation-Title: TM: Temenos WAR

NOTE

Rename the WAR file as well astm-temenos.war.
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Oncethe above changes are done, deploy the new WAR file in the Journey Manager
environment.

Can Workspaces 19.05/19.11 and Workspaces 20.05 be
deployed to the same Journey Manager instance?

Yes, you can have multiple different versions of Workspaces in the same instance of
Journey Manager. When setting up Workspaces 19.05/19.11, make sure you select the
Workspaces WAR file compatible with your Journey Manager version.

Can | have multiple Workspaces 20.05 Open UX forms in
a single Journey Manager instance?

Yes, you can have multiple Workspaces 20.05 Open UXforms in a single Journey Man-
ager instance.

To deploy Workspaces with a different name / version, edit the transact-config.json file.

"buildDir": "build",
"domainModelFile": "transact-schema.json",
"appDef": {
"name": "WorkspacesX",
"formCode": "workspacesx",
"clientCode": "workspaces",

"transactInsights": false,

"formVersion": {

"versionNumber": "20.05"
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Can | deploy the Workspaces 19.11portal ina TJM 20.05,
20.11, or 2105 environment?

CAUTION

The 19.11release reached end- of-life in late 2022 at which time official support
for thisrelease ended.

The short answer is "yes". However,we don't recommend this mixed-release deploy-
ment, and there are afew things you should know before proceeding down this path.

« Akeystep in any Workspaces deployment isimporting a Workspaces WAR file into
your TIJM instance. Prior to the 20.05 release, the Workspaces WAR file contained
both the Workspaces REST API, which provides necessary integration with Journey
Manager, and the Workspaces client application. The 20.05 release removed the cli-
ent application from the Workspaces WAR file, instead deploying the client applic-
ation as an Open UXform using acommand-line interface tool, and leaving just the
Workspaces REST API in the Workspaces WAR file.

« When upgradinga TJM 19.11instance to a 20.05 or later release, we recommend
you migrate your Workspaces application to an Open UX form. However, if you
want to continue to use a non-Open UXWorkspaces application, you can down-
load and import the Workspaces 19.11WAR file into a TIM 20.05 or later instance. If
you do this,the 19.11version of the Workspaces REST APl isinstalled into your TIM
instance, replacing any existing later version of this API. Of course, this means you

won't have access to any improvementsintroduced in alater version of the Work-
spaces REST API.

o This mixed-release deployment has not been tested for production deployment,
so thereis no guarantee it will work seamlessly.

Can | deploy the Workspaces 19.11 portal ina TJM 2111
or later environment?

No. TJM 211lintroduces changes to the Workspaces REST APl that are incompatible
with earlier Workspaces releases. To learn more, see Workspaces release compatibility
> Breaking changes in TJM 2111
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Journey Workspaces FAQ - Fresh Install-

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic
was introduced with the 18.11release | 20.05Thistopic was updated for the 20.05 release

When | login to Workspaces for the first time, | just see a
progress bar continuously loading

This happensin the fresh installation of Workspaces 18.11.x due to the missing space
property after the deployment. Add the default space property that comes with the
installation package to Forms > Form Spaces > Work Spaces > Properties and con-
figure it for your needs.

NOTE

Starting from Workspaces 19.05,the space property isrefactored into a Global
property and a set of Space properties, with one Space property for each of the
supported spaces such as “Process”, “Helpdesk”, etc. A configuration with
default template properties (for Global and spaces) isincluded with the WAR file
in Workspaces 19.05 release.

What Journey Manager roles and permissions are
required to access Workspaces?

From Workspaces 18.11.3, there is a strict permission check enabled in Workspaces as
part of the security enhancement.

In Workspaces 18.11x releases, make sure the “Work Spaces Staff” role has the Col-
laboration Job Completed View, Collaboration Job View and Help Desk View per-
missions. Assign the “Work Spaces Staff” role to each Workspaces user that needsto
accesstransactions from Journey Manager.
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Work Spaces Staff

Home Dashboard » Roles » Role

Role | Permissions | Members

Spaces & Modules = Work Spaces ¥
Available Assigned
Help Desk Authenticated Edit Collaboration Job Completed View

Collaboraticn Job View
Help Desk View

From Workspaces 19.05, you can assign any Journey Manager role to a spacein the
Workspaces “Global” property in order to restrict accessto the spacesto just certain
users. Ensure therole hasthe Collaboration Job Completed View, Collaboration Job
View and Help Desk View permissions.

What resources are required by Workspaces after a
fresh installation?

The following resources must be added to the Workspaces after a fresh installation.

« 20.05
« 19.11/ 19.05
« 18.11

Starting from Workspaces 20.05, all required resources are included and changed from
the IDE. For details refer to the Workspaces technical guide .

company-logo.png
en.json

favicon.png
workspaces-logo.png
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Work Spaces

Home Dashboard » Form Spaces ¢ Module

search

Type

Space | Properties Edit Properties | Pages | Resources | Forms | Organizations | Status |

Resource Path Size KB Base Content Date Merged Last Modified Action
lresourcesicompany-logo.png 3.02 15 Jun 2019 by kparameswaran@avoka.com @ ﬁ @D
lrescurcesicss/bootsirap-responsive-revised.css 14.93 12 Cct 2018 12 Oct 2013 by system @ E a
fresources/css/bootstrap min.css 107.32 12 Oct 2018 12 Oct 2013 by system @ ﬁ @D
lresources/css/layout css 6.45 12 Oct 2018 12 Oct 2013 by system @ ﬁ @
fresources/cesistyle.cas 25.52 12 Oct 2013 12 Oct 2015 by system &
lresources/en json 073 12 Jul 2019 by kparameswaran@avoka.com @ ﬁ @
frescurcesifavicon.png 1.94 15 Jun 2019 by kparameswaran{@avoka.com @ E a
lresources/images/favicon ico 2189 12 Oct 2018 12 Oct 2013 by system @ ﬁ @
fresources/js/bootstrap.min js 27.99 12 Oct 2013 12 Oct 2015 by system &
fresources/jsfouery-1.12 1.min js 89512 12 Oct 2018 12 Oct 2013 by system @ ﬁ @
fresources/js/jquery-1.8.3.min js 91.44 12 Oct 2013 12 Oct 2015 by system &
lresources/js/respond min js 397 12 Oct 2018 12 Oct 2013 by system @ ﬁ @
lresources/js/xfsv2 js 0.16 12 Oct 2018 12 Oct 2013 by system @ ﬁ @D
frescurcesiworkspaces-logo.png 5.67 12 Jul 2019 by kparameswaran@avoka.com @ E a
m Restore Base Content Close
NOTE
Sample resources are supplied for each version in the Workspaces download
folder.
« company-logo.png
e en.son
. favicon.png
« workspace-logo.png
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Work Spaces

Home Dashboard » Form Spaces » Module

search

Resource Path

Type

Space | Properties Edit Properties | Pages | Resources | Forms | Organizations | Status |

frescurcesicompany-lego.png 22

Iresourcesices/bootsirap-responsive-revised css 14 .93 23 Jul 2019
frescurcesicss/bootsirap min.css 107.32 23 Jul 2018
lrescurcesicss/layout.css 5.45 23 Jul 2019
fresourcesices/style ces 2552 23 Jul 2019
lrescurcesien json 3.51

fresourcesifavicon.png 0.2

frescurcesiimages/favicon.ico 219 23 Jul 2019
Iresourcesijs/bootstrap.min_js 27949 23 Jul 2019
frescurcesijs/jguery-1.12.1.min.js 95.12 23 Jul 2019
fresourcesijs/jgquery-1.8.3.min js 91 44 23 Jul 2019
frescurcesijs/respond.min.js 3.97 23 Jul 2019
frescurcesijs/xfsvd js 0.1a 23 Jul 2018
Iresourcesiworkspace-logo.png 3.95

m Restore Base Content Cloze

vr‘

23 Jul

22 Jul

22 Jul.

22 Jul.

22 Jul.

23 Jul.

23 Jul.

22 Jul

22 Jul

22 Jul.

22 Jul.

22 Jul.

22 Jul.

23 Jul.

Size KB Base Content Date Merged Last Modified

. 2019 by administrator
. 2019 by
2019 by
2019 by
2019 by
2019 by administrator
2019 by administrator
. 2019 by
. 2019 by
2019 by
2019 by
2019 by
2019 by

2019 by administrator

Action

PO
PO
PO
PO
PO
PO
PO
PO
PO
PO
PO
PO
PO
PO

NOTE

Sample resources are supplied for each version in the Workspaces download

folder.
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Journey Workspaces FAQ - Configuration

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic

was introduced with the 18.11release | 22.04Thistopic was updated for the 22.04 release

Can the Applicant card or Background Check card be
removed from the Workspaces UI?

Yes, the Applicant card and Background checks card can be removed from the Work-
spaces Ul.

« Toremove the Applicant card: Add an empty applicants property inside the space
JSON:

"applicants": [ ],

« Toremove the Background checks card: Add an emptyintegrations property
inside the space JSON:

"integrations": [ 1],

From Workspaces 19.11, these cards are integrated into custom cards. More information
is available to help you understand how to configure custom cards.

Can the Timeline card or Documents card be removed
from the Workspaces Ul?

No, it’s not possibleto remove the Timeline card or Documents card from the Work-
spaces Ul.
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How do | configure the views and table columns in the
Workspaces List screen?

Click one of the links below for more information about how to configure views and
table columnsin the WorkspacesList screen.

Supported releases Unsupported releases
Configure views in Workspaces 22.10 Configure views in Workspaces 19.11

Configure views in Workspaces 22.04 Configure views in Workspaces 19.05

Configure views in Workspaces 2111

Configure views in Workspaces 20.05

How do | configure the Key info card in the Workspaces
Details screen?

This feature was introduced in Workspaces 19.05. Click one of the links below for more
information about how to configure the Key Info card in the WorkspacesDetails screen.

Supported releases Unsupported releases
Configure key info in Workspaces 22.10 Configure key info in Workspaces 19.11
Configure key info in Workspaces 22.04 Configure key info in Workspaces 19.05

Configure key info in Workspaces 2111

Configure key info in Workspaces 20.05

How do | configure the actions to be displayed for each
Workspaces space?

This feature was introduced in Workspaces 19.05. Click one of the links below for more
information about how to configure the actions available for each space.

Supported releases Unsupported releases

Configure actions in Workspaces 22.10 Configure actions in Workspaces 19.11

Configure actions in Workspaces 22.04 Configure actions in Workspaces 19.05

Configure actions in Workspaces 2111

Configure actions in Workspaces 20.05

Journey Workspaces FAQ - Configuration - 293 -



How do | hide a step from the application timeline?

This feature was introduced in Workspace 19.05.

To hide a step, configure the Global JSON property to include the hidesteps attribute
with the list of stepsto be hidden. For example:

"hideSteps": ["Helpdesk View"]

For more information, refer to the Global configuration in the Workspaces technical
documentation.

How do | restrict a Workspaces user to view only certain
spaces in the Workspaces application?

Controlling user access to spaces using Journey Manager roles or groups was intro-
duced in Workspaces 19.05.

To restrict a Workspaces user’s access to certain spaces, configure the spaces attribute
in the Global JSON property with alist of roles and/or groups that are configured with
the appropriate permissions.

« Workspaces 20.05: Accessto spacesis controlled in TypeScript configuration. For
details, see Migration from v19.11to v20.05 > spaces in the Workspaces technical
guide.

« Workspaces 19.11: Configure the permissions attribute.
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"spaces": [
{
"label": "Process",
"icon": "BallotOutlined",
"value": "Process",
"permissions”: {

"type": "role",

"value": ["Processing Staff", "Work Spaces Staff"]

"label": "Helpdesk",
"icon": "HeadsetOutlined",
"value": "Helpdesk",
"permissions”: {
"type": "role",
"value": ["Helpdesk Staff", "Work Spaces Staff"]

More information is available to help you understand how to configure per-
missions in the Global configuration.

« Workspaces 19.05 — configure the roles and groups attributes
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"spaces": [
{
"label": "Process",
"icon": "BallotOutlined",

"value": "Process",

"roles": ["Processing Staff", "Work Spaces Staff"],

"groups": ["Manual Review", "Fraud Review", "Error Review"]

"label": "Helpdesk",
"icon": "HeadsetOutlined",
"value": "Helpdesk",
"roles": ["Helpdesk Staff", "Work Spaces Staff"]

More information is available to help you understand how to configure per-
missions in the Global configuration.

Are job properties supported in the Workspaces con-
figuration?

Starting with Workspaces 2111, job properties are supported in the Global con-
figuration. To learn more, see Mappings > Job Properties.

Prior to Workspaces 2111, job properties were not supported.

Space icons in Workspaces 20.05 and later don't have
labels

Workspaces 20.05 introduced some new design elements, including a change to the nav-
igation rail and space icons. The nav rail isnow slimmer, allowing more screen width for
space content. As a consequence, space icons no longer include labels, so if you have
spaces using the same icon that you previously differentiated by icon label, we recom-
mend using different icons for your spaces instead.
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Journey Workspaces FAQ - Logging in

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic

was introduced with the 18.11release | 211iThistopic was updated for the 2111release

Logging in to Workspaces while already logged in dis-
plays the login screen without any styling applied

This issue was fixed in Workspaces 19.11

This issue affected Workspaces 19.05 and earlier.

When | login to Workspaces again after logging out, an
error page is displayed
This issue was fixed in Workspaces 18.11.4.

This issue affected Workspaces 18.11and earlier.

Can | login to Workspaces from two different browsers
(multiple sessions) at the same time?

Journey Manager allows only one active Workspaces session. You can login to Work-
spaces on multiple browsers, but only the first browser in which you perform an action
will be successful. The second and subsequent browsersin which you attempt an
action will report an HTTP 403 Forbidden Status code.

HTTP 403 Forbidden status code

There are several reasons why you may encounter an HTTP 4e3 Forbidden Status code
when logging in to Workspaces. Some common scenarios are listed below. If none of
these match your circumstances, try searching the Q&A forum. If you don't find what
you're looking for, you can ask a question there. Alternatively, contact your Temenos
representative for assistance.
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o If you'verecently upgraded a 2105 or earlier environment to 2111or later, see
HTTP 403 Forbidden status code when attempting to access Workspaces after

upgrading from 2105 or earlier.
. If you've recently changed a Workspaces configuration, HTTP 403 Forbidden

status code after logging in to Workspaces may help you.

HTTP 403 Forbidden status code when attempting to
access Workspaces after upgrading from 2105 or earlier

After upgrading a Journey Manager 2105 or earlier environment to 2111or later, you
may be presented with an HTTP 4e3 Forbidden Status code when you attempt to access
Workspaces. To fix this, you need to add the CSRFltoken to the following Workspaces

portal pages:

« Login

o Change Password

« Forgotten Password

o Two Factor Authentication Setup

Failure to add the CSRF token to these pages prevents users with valid credentials from
passing login authentication.

To add the CSRF token to a Workspaces portal page:

1 Login to Manager
2. Select Forms > Form Spaces and click work spaces. For more information about

form spaces, see View Form Spaces.

3. Select the Pagestab, locate the page to update, and click El Edit. For more inform-

ation about form space pages, see View Form Space Pages.

Icross-site request forgery (CSRF), also known as one-click attack or session riding, is a
type of malicious exploit of a website where unauthorized commands are transmitted

from auser that the web application trusts.
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4. Addthefollowing codeto the page's content inside the HTML <form> element.

#if ( $csrfParamter )

<input type="hidden" name="${csrfParamter}" value="${csrfToken}"/>

#end

5. Click Save.

Repeat this process for each page that needsto be updated.

HTTP 403 Forbidden status code after logging in to Work-
spaces

If you encounter an HTTP 403 Forbidden Status code when logging in to Workspaces, it
could berelated to an SSO setup using SAML-based authentication.

Unlike OAuth-based requests, a SAML authentication request does a post on the Work-
spaces form URL which is configured in the Journey Manager console viathe Work
Spaces form space. Any posT request on Workspaces is redirected to secure/index.htm
which needsto be configured with the Workspaces application URL.

To address thisissue, ensure that secure/index.htmin the Work Spaces form space is con-
figured to open your Workspaces form. Follow these steps.

1 In Journey Manager, select Forms > Form Spaces. The list of available form spaces
is displayed.

2. Inthelist of form spaces, click Work Spaces, and switch to the Pages tab.

3. Inthelist of pages, click Index Secure, and select the Portal Page tab.

4. Ensurethe codein the Page Content box is configured to open your Workspaces
page; something like this:

<html>
<head>
<meta http-equiv="Refresh" content="0;URL=/workspaces/app/FORM_CODE/FORM_

VERSION" />
</head>
</html>

If you make any changes, click Save.
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5. Click Close.

NOTE

If the Work Spaces form space property CSRF Protection is enabled (which it is
by default), a CSRF token is generated on initial authentication with the security
manager, and any subsequent post requests on the Workspaces application need
to passthis CSRF token in the request header. However, if you're unable to
retrieve the CSRF token to include it in the subsequent posT requests and it's
deemed secure for your environment to not send it, you can disable CSRF Pro-

tection for the Work Spaces form space.
If you modify the CSRF Protection property, you must restart the portal for the

change to take effect.
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Journey Workspaces FAQ - Features

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic
was introduced with the 18.11release | 20.05Thistopic was updated for the 20.05 release

When | try to change or reset my password, | can't enter
my old password

This issue was fixed in Workspaces 19.11.7 / 19.05.9. if the feature does not work even
after upgrading Workspaces, click Restore base content on the Pages tab of the Work-
spaces form space in Journey Manager.

oo0o000:¢

o n.
ation Secur secureiconfirmation htm
I Restore Base Conient I Close

There's a duplicate form name in the Form / Product
Type selector

The Form / Product Type selector displays the names of all forms in all organizations
that you have accessto. If the same form name exists in more than one of these organ-
izations, you'll see that form name repeated.
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Workspaces .

JOURNEY MANAGER

Helpdesk
Proces
G—B CREATED DATE
B Al |
Helpdesk 13 Aug 2019 -10 Sep 2019
_i__ DAO 1905 Application Main Form
Assisted Channel DE’DOS” Account Opening
, le® instead of "Appl
Deposit Account Opening

Generally, thisoccurs only in edge cases such as training scenarios.

Can | hide the Search bar on the Workspaces list page?

No, it’s not possible to hide or suppress the Search bar in the Workspaces list screen.
However, starting from Workspaces 20.05, it is possible to specify the search scope in
Workspaces by adding the following attribute to the current space configuration:

search: [<field name 1>, <field name 2> ..],

Does Workspaces support partial searches?

No, partial search is not supported in Workspaces. This is because searches are applied
against stored data which isencrypted before being stored.

An alternative to partial search isto break acompound data field apart into separate
fields that can be searched individually. For example, if your solution is configured with
a Full name field composed of first and last names, configure it with searchable First
name and Last name fields instead.
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Searching for a transaction is very slow when there is a
huge volume of transactions in Journey Manager

Enhanced search performance is available starting with Workspaces 19.05.8 and Work-
spaces 19.116, and in all later versions. To improve search performance, add the
“Enhanced PIl Search” portal property and set it to true. For details, see Configure
Workspaces Properties in the Workspaces technical guide.

Is it possible to retain search and filter values through-
out a user's Workspaces session?

Yes, thisis supported starting from Workspaces 20.05.

Filtering on more than two submission properties at
once does not return the expected results

Thisis now supported in Workspaces 19.11 This issue affected Workspaces 19.05 and
earlier.

| can't filter on an application's metadata after the
application is completed

Make sure PIl Search Purge Mode is set to Pll Purge Time for the Data Retention Man-
agement service in Journey Manager under Services > All Services.
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Data Retention Management - v1.0.0

Home Dashboard k All Services ¢ Service Definition

Service Definition I Parameters Edit I Parameaters |

Enforce Global Threshold =]
Log To Evernt Log @
Max Audit Log Age Days | 1 year w @

Max Collaboration Job Age Days ap @
Max Delivered Submission Data Age Days ap @
hax Email Queus Age Days | 30 days W o
Max Ermor Log Age Days | 230 days W 7]
Mazx Event Log Age Days | 30 days W o
Max Groovy Service Log Age Days | 30 days W o
Max Offline Sync Log Age Days | 30 days W 7]
Max Saved Submission Age Days an @
Max Scheduled Job History Age Days | 20 days W o
Max Security Manager Log Age Days | 30 days w @
Max Submission Log Age Days go0 | @
Max Transaction History Age Days | 30 days  w 7]

Max User Auth Event Age Days | 20 days W o

é Pii Search Purge Mode | Pl Purge Time w o
3 o

NOTE

Filtering on an application’s metadata will work until the PIl Purge Time is
elapsed

| can't view certain transactions in Workspaces

Make sure the form related to the transaction islinked to the “Work Spaces” form
space in Journey Manager.
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Deposit Account Opening

Heme Dashboard » Forms » Form

Daghboard I Details I Flow Config | Email Verification Form Versions Abandonment Page Tracking Spaces Group Access Deployment Schedule

Form Details Form Versions

Form Display Mame : Deposit Account Opening Version Current Version Last Modified
Fi Code : dao2
orm = =0 1 ' 19 Jul 201% Functions  Services Properlies
Organizafion : Workspaces
Delivery Channel: Default - Trash can delivery process
Created - 23 Mov 2017 - 16:30 by kparameswaran@aveka.com

Last Modified : 19 Jul 2019 - 15:56 by kparameswaran@iemenos.com

Hew Form Version Expert Current Form Version

Latest Transactions

Form Spaces X )
[n] Tracking Code Time Space
Spaces Anon. Auth. Direct Friendly Landing Form QR 945 FEKL3D4 2% Jul 19 10:33 Wark Spaces
Web Plug-in v @ o @ @ [ 941 JOKLEZ3 32 Jul 19 15:27 Work Spaces
Wark Space J o @ @ @ @ W 939 Y2560R2 22 Jul 19 15:26 Work Spaces
\Wark Spaces v Q 938 DWIW3ST 22 Jul 19 15:25 Work Spaces
934 2T8YWS9 22 Jul 19 13:30 Work Spaces

Receipt Test Hamess

Form Reguests

Close

| can't view the PDF receipts - is this due to access
restrictions?

This can happen when you click the Receipt button in the Process view and the message
"You are not authorized to access thisresource." is displayed.

Make sure Show PDF receipts is selected for the form associated with the transaction.
This option is available on the form’s Flow Configtab. Form more information about
this option, see Configure Receipts Delivery Mode.
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Deposit Account Opening

Home Dashboard » Forms » Form

Dashboard Details | Flow Config | Email Verification Form Versions | Abandenment | Page Tracking Spaces Group Access Deployment Schedule

Configure the User Flow opfions for the form

Submission Coenfirmation Options

Send Confirmation Email to User | Confirmation v @

Show PDF Receipts |+ @

Custom Page Flow Options

Saved Page URL | e.g. https:/mydomain.com/portalisaved him?submitKey=5{submission.submitkey} @

o

Confirmation Page URL | e.g_ hitps:fmydomain.com/portaliconfirmation.him?submitkey=3{submission.submitKey}

Cancelled Page URL | e.g. https:imydomain_com/portal/submission-cancelled.him?submitkey=5{submission.submitkey} 7]

m Form Page Close

In addition, if you are running Workspaces 18.11.x, make sure the receipturl propertyis
present in the transaction’s submission property and the context path is pointing to /work-

spaces/.

Transaction Details
Home Dashboard » Collaboration Jobs » Job Details » Transaction Defails

Transaction Details | Transaction Stalus | Task | Form Sessions | Histoy | FormXMLDala | Form DataExtract | AMachmenis | Evenis | Properies | Commen ts | Transact tion Timeline
Name Value Length Action
ApplicationType Individual 0 @
DecisionUr hitps: . md avoka-t t : rm_htmi?submitiey=0feg0 i 135 @
Depositamount 24000 5 @
DocumentUrl hitps: . md avola-h t ’ m_himi?submitkey=0feg0 ATT059¢55: 135 @
EmailList [ "name - "ADT00.1KYC_1", “dateAttempted": "05/30/2018 15:12:10", "emailSent” “true”, “emailContent™ “PCFETONUWVEFIGhObWw+DO0SaHRL. 88,101 @
Fislda PrimaryApplicant verify Status VERIFIED & Q
Fisldv PrimaryApplicant himiReport <himi=</DOCTYPE HTML PUBLIC "/W3CHDTD HTML 4.01 Transitional/EN"> <HTML > <META htip-equiv="Content-Type" content="text/html; charset=iso-8859-1"= <HEAD> =slyle lype="text/css™> BODY [FO_. 14810 O
Fislav PrimaryApplicant idvVerifyStatus FAILED 6 Q
Fislav PrimaryApplicant ofacStatus PASSED -
FisQualiFile Primary Appiicant accountAcceptanceTst  APPROVE 7 Q
FisQualiFile Primary Appiicant htmIReport <html=</DOCTYPE HTML PUBLIC "/W3CHDTD HTML 4.01 Transitional/EN"> <HTML > <META http-squiv="Content-Type" content="text/htrl; charset=iso-3859-1"> <HEAD= <style type="text/css™> BODY {FO.. 14310

Does Workspaces 20.05 support role-based access to
view custom cards?

Yes, Workspaces 20.05 supportsrole-based access control to view custom cards. For
details, see Custom Cards in the Workspaces technical guide.

Isthere alimit on the number of notes that can be
added to a task or application in Workspaces?

Thereisno limit on the number of notesthat can be added to atask or application in
Workspaces. However, each note's message must not exceed 2000 charactersin length.
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The Decision action button is still visible after the applic-
ation is approved or rejected

If you are using a custom decision form that needsto communicate with Workspaces,
you need to call the browser's POST message APl to pass messages back to Work-
spaces. Add the following code to the Submit button's click event.

« Ifthere arejustification commentsto passto Workspaces:

window.parent.postMessage({ submit: data.typeANote }, '*');

. Ifthere aren't any justification commentsto pass to Workspaces:

window.parent.postMessage({ submitDecision: true }, "*")

How do | pass the Workspaces locale to a form rendered
in the Workspaces modal window (for example, the
decision form)?

This feature is supported starting from Workspaces 19.11.7. To retrieve the locale from
the browser's event, use the following JavaScript code.

window.addEventListener('message', function(event) {
console.log(event);
locale = event.data.locale;

}, false)

How do | close the Workspaces modal window from a
form rendered inside it (for example, the decision form)?

This feature is supported starting from Workspaces 19.11.7. To close the modal window
from the form, use the following code in the form.

window.parent.postMessage({close: true}, '*');
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If | start aform in the Workspaces Assisted Channel, can
| hand it over to the customer / applicant to continue the
journey?

No, this workflow is not possible in Workspaces due to reasons relating to security.

However, this can be achieved by breaking the application form into sectionsthat are
bundled with a collaboration job to manage the workflow.
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Journey Workspaces FAQ - Maestro Form

WorkspacesThis topic relates to Journey Workspaces | Platform Developer | 18.11This topic
was introduced with the 18.11release | 22.04Thistopic was updated for the 22.04 release

The Decision form cannot read the SystemProfile prop-
erty

Make sure Unified App Data is selected for the review form.

DAQ - Manual Review - Version 1.0

Home Dashboard » Forms ¢ Form » Form Version

Form Version | Functions | Senvices | Properties | Attachment Rules Form Categories Form Design Info
Version Number® 1.0 @
Form Type® | Maestro Form vy @

Uses Transact Functions @
| Unified App Data v/ & ||

Strict Header Security |+ @)

Form Data Encryption |« /&

Motes
A
Form Template
Upload Form or FAR File Choose File | Mo file chosen 7]
Receipt Template
Upload Receipt File Choose File | Mo file chosen @

Upload Signature File Choose File | Mo file chosen @

Receipt XML Mapping Choose File | Mo file chosen @

Use Delivery Receipt =)
Receipt Process Timeout vy @
Form XML Data

Form XML Data File Choose File | Mo file chosen @

m Edit Form Data Config Update from Maestro Close
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The Add documents button doesn't appear for applic-
ations that are not yet submitted

The Add documents button is visible only during the review stages for those who are
assigned to review the application. For inflight applications (prior to submission), you
can use the View Form button to render the form which may allow you to upload doc-
uments.

Starting with Workspaces 19.11, Workspaces supports controlling the Add documents
button through configuration. More information is available to help you understand
how to configure attachments such as documents.

Can | configure Workspaces so that Helpdesk users view
saved forms in aread-only state?

Saved forms can be rendered in aread-only state by clicking View Form, aslong asthe
form is designed to activate the contentsin aread-only state upon receiving the &pageld-
d=view parameter in the URL while rendering the form.

Workspaces 19.11now supports passing messages using the postMessage API. For
details, see Actions in the Workspaces in the technical guide.

How do | configure Workspaces so that Assisted Channel
users can fill out a Maestro form?

This feature was introduced in Workspaces 19.05.

For information about how to configure Workspacesto allow Assisted Channel users
to fill out a Maestro form, click one of the links below.

o Configure this feature in Workspaces 22.04
o Configure this feature in Workspaces 2111
o Configure this feature in Workspaces 20.05
o Configure this feature in Workspaces 19.11
o Configure this feature in Workspaces 19.05
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