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General Inquiry

User Services responds to user request for data specific information

Summary of steps performed by User Services:
* Receive request

Route Request to Data Specialist

Open Event in User Contact Log

Receive Reply from Data Specialist

Reply to User

Close Event in Log
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General Inquiry

Scenario Assumptions
» User is specific about the information needed
» Data Specialist required for response

 Moderate amount of time (at least 1 day) required to get reply from Data
Specialist

Heritage
« USWG Scenario #8 (Tracking of General User Inquiries)
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General Inquiry
Functional Flow

User Services
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General Inquiry
Event Flow

*Receives and reads e-mail

*Receives notification of e-mail
eInvokes e-mail application
*Selects and reads e-mail
*Selects Forward mail

*Enters message describing
information needed by user

*Addresses e-mail to On-site Data
Specialist

*Sends mail

*Selects User Contact Log Tool
*Selects Create New Log Entry
*Enters log entry to note receipt of
inquiry and inquiry details. Enters

status of In-Progress

*Submits log entry

*Receives e-mail

*Notifies User Services
*Opens e-mail

<Displays selected messages
*Accepts input

*Accepts input

*Accepts input

*Receives e-mail

*Notifies Data Specialist of e-mail
arrival

eLaunches application
*Accepts input

*Accepts input

*Enters entry into Database

EniRer

*E-mails User Services with
questions concerning the
limitations of data for a
specific search
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General Inquiry
Event Flow
ialist User Srvices
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*E-mails User Services the
response to the user’s
query *Invokes e-mail application

*Selects and reads e-mail from
On-site Data Specialist

«Creates e-mail message to reply
to user and appends On-site Data
Specialist’s response

*Sends e-mail to user

*Invokes the User Contact Log
*Selects Search and enters Entryld
*Submits search

*Reviews original entry

*Updates entry and statuses as
Closed

*Submits entry

*Closes User Contact Log

*E-mails user notice of request
receipt

*Receives e-mail
*Notifies User Services of e-mail

*Displays selected messages

*Accepts input

*Notifies user of e-mail arrival
*Changes active application
*Accepts input

*Queries database

*Retrieves entry from database

*Accepts input

*Enters entry into database
*E-mails user follow-up message

*Terminates application
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*Receives and reads
request receipt

*Receives and reads e-mail
reply to his inquiry

*Receives and reads
follow-up e-mail
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General Inquiry
Workflow (User Services)

Invoke Mail
Application ¢
Send
fg'R\
. S !
Read Mail Create Message
Invoke User
Contact Log Tool
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Read Mail from —(EOR—
User 4
Search Contact Create New Log
N Logs Entry
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Reply Forward Delete Mail |
Message &
[ | Enter Textual
Description of
\ 4 Referral
Address Message
to On-site Data l
Specialist
Enter ID of User
Requesting Help

v

Enter description of
Problem
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General Inquiry
Workflow (User Services cont.)
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Status = In Status =Closed
Progress

Submit as In
Progress
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Close User Contac
Log Tool
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General Inquiry
Workflow (Data Specialist)

Invoke Mail
Application
E~d)
\ 20 EOR) K
Read Mail

Create Message
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Read Mail from
User Services

|
=

EO

Reply

Forward
Message
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Exit Mail Tool

Delete Mail

v

Enter Reply to
Inquiry
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General Inquiry
Workflow (User Services cont.)

Invoke Mail
Application

Send
ngE

v N *

Read Mail

Create Message

v

Read Mail from
Data Specialist

Invoke User
Contact Log Tool
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Search Contact

Logs

Create New Log

Entry

v A 4
Reply Forward Delete Mail #
Message Enter Operator
Name and Data for
[ 7 Search Parameters
¥ v
Forward Message -
" to User J Submit Search

v

Enter Textual
Summary of
Disposition
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General Inquiry
Workflow (User Services cont.)

Read Original l
Description of Close User Contact
Problem Log Tool

v

Enter Textual
Description of

Solution
s \/EJ(_DB v
Status = In Progress Status =Closed

!

Submit as Closed
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General Inquiry
Data Activity

Operator Function

Data Element

Operator Interaction

Access E-mail

Messageld
MessageText
AttachedObiject
ReplyText
Addressee
Originator

Display
Input
Input
Input
Input
Display

User Contact Log

Userld*
LogEntryld
LogEntyryStatus
TextDescription
Notes

Date/Time
Operatorld

* User profile data items can be retrieved based on User ID

Input
Input
Input
Input
Input
Input
Input
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