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ReadMe First
This user guide was generated from 11 fictionalized topics, which I created in
MadCap Flare 2017. This manual utilizes a modified version of Flare's "User Guide:
Advanced" template for formatting.

The topics represented here are only a small portion of the total documentation I
wrote for this product. To wit: 112 topics totaling over 50,000 words. Using Flare's
conditions, variables, and other features, I was able to efficiently reuse and remix
content to create user guides tailored to the needs of four different clients, as well
as the needs of their various user groups.
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In this chapter, you will learn how to:

Navigate the Search Screens 6

Perform a Quick Search 8

Perform a Standard Search 10



Navigate the Search Screens

To begin working on an existing task, you need to find it. Facilitator gives you two options to
find tasks:

l Quick Search: This search offers a broad variety of results using a single search field, similar
to a Google search.

l Standard Search: This search allows you to refine your results based on specific fields.

Get around
There are four major sections on each search screen: Saved Searches, Search Criteria or Filters,
Columns, and Search Results.

l Saved Searches: Displays the searches you have saved to use later. Saved searches are
unique to the search screen where you created them, so saved quick searches appear only
on the Quick Search screen and so on with the other two screens.

l Search Criteria or Filters: This is where you enter the criteria you want to use in your search.
The specific fields and filters available vary across each search screen.

l Columns: Use this section to customize your search output by adding or removing columns.
The selected search columns are marked with a dark gray color. You can click the defaults
to remove those columns from your results or you can click the other columns to add them
and display exactly the information you want to see.

l Search Results: Displays the results of your search if it returned more than one result. The
Search Results section displays the results of your search in a grid using the columns you
selected in the Columns section. You can click the column headers to filter the results, or
you can use the grid navigation buttons at the bottom of the section to scan through the res-
ults. You can also export an Excel spreadsheet of the results, including any columns you
chose to add.
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Get your results
Once you submit your search, Facilitator returns your results.

l If no tasks match your search criteria, Facilitator displays a message at the top of the search
screen: "There were no matches for the selected search criteria."

l If there was only one match, Facilitator takes you to that task's screen.
l If there were multiple matches, Facilitator displays them in the Search Results section.

To learn about the Assignee screen, see " View and Manage Assignee Information" on page 1.

Facilitator only returns the first 100 results for a given search. If your search returns more than
100 results, you will receive a message at the bottom of the search results giving the total
number of results (calculated in rows) and stating that only the first 100 have been included. If
you need to see more than the first 100 results, click Excel Export to download a spreadsheet of
up to 5,000 results.
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Perform a Quick Search

Quick Search lets you to quickly search all tasks using a single field, similar to a Google search.

Facilitator searches 13 database fields to find tasks that match your criteria. Some fields return
results that exactly match your criteria, while others return results where the beginning of the
field matches the string you entered.

Exact match fields "Begins with" fields

Tracking Number Business Name

Doc ID Last Name 1

Mail ID Last Name 2

Phone 1 First Name 1

Phone 2 First Name 2

Address 1

Address 2

Assignee Number

To perform a quick search:

1. Click Search on the main menu bar.
2. From the dropdown menu, select Quick Search.
3. In the Search Criteria field, enter at least two letters, numbers, or symbols that you want

to use in your search.
4. In the Columns section, select the columns you want to appear in the search results.

(Selected options are dark gray.)
5. Click or press Enter on your keyboard to conduct the search.

If only one task matches your search, Facilitator opens the Assignee screen.

If only one task matches your search, Facilitator opens the Mediation screen.

If there are multiple results, Facilitator returns the tasks that match your criteria in
the Search Results section.
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6. Use the grid navigation buttons to find the specific claim you want to work on.
7. Click the task you want to work on.

Facilitator opens the Assignee screen.

Facilitator opens the Mediation screen.

Click the Excel Export button to export an Excel spreadsheet of the grid.
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Perform a Standard Search

Standard Search provides a more robust search compared with Quick Search. You can search
using one or more fields that map with fields in the Task Details screen.

Enter criteria
Each search criterion is comprised of two search fields: an operator and a search field.

l Operator fields: Dropdown menus that let you choose the type of search you want to con-
duct on the associated field. For example, equal to your criteria, or not equal. To learn more
about the operator dropdown options, see the "Operators" on the facing page.

l Search criteria fields: Dropdown menus, entry fields, and date fields where you can enter
the criteria you want to use in your search.

o Dropdown menus provide a list of all possible search criteria. Choose the item that best
fits the search you want to run.

o Entry fields provide a blank space into which you can enter numbers or letters. Enter
the criteria that best fits the search you want to run.

o Date fields provide a space into which you can enter a date. You can either manually
enter dates in format mm/dd/yyyy, or you can use the button to select a date.

Note:When you choose an operator related to the field's state rather than a
specific value, the criteria field deactivates. For example, the operators "Is null"
and "Is not empty" do not use entries in the search criteria field.
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Operator fields
Operator Drop-
down Type Operators Search Fields Using

This Operator Type

Equals / Null /
Empty / Exists

l Equals: Select if you want to search for all
tasks where the field you are searching
against exactly matches the search criterion
you specify.

l Does not equal: Select if you want to search
for all tasks where the field you are searching
against doesn't match your search criterion.

l Is null: Select if you want to search for all
tasks where the field you are searching
against is null.

l Is not null: Select if you want to search for all
tasks where the field you are searching
against is not null.

l Is empty: Select if you want to search for all
tasks where the field you are searching
against is empty but not null.

l Is not empty: Select if you want to search for
all tasks excluding those where the field you
are searching against is empty but not null.

l Exists and Not Equals: Select if you want to
search for all tasks where the field you are
searching against is not empty, and does not
match the search criterion you specify.

l Assignee Status
l Customer Status
l SSN / EIN
l Customer Group
l CA Indicator
l Document Type
l Document Status
l Call Type
l Disposition Type

Begins with /
Includes /
Equals / Null /
Empty

The same as above (Equals / Null / Empty) but
with the addition of Begins with.

l Begins with: Select if you want to search for
all tasks where the field you are searching
against begins with the search criterion you
specify.

l Includes: Select if you want to search for all
tasks where the field you are searching
against includes the search criterion you spe-
cify anywhere in the word or name.

l Business Name
l First Name
l Last Name
l Address 1 / 2
l City
l State
l Zip
l Phone
l Email
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Operator Drop-
down Type Operators Search Fields Using

This Operator Type

Mathematical
plus null

l =: Select if you want to search for all tasks
where the field you are searching against
exactly matches your search criterion.

l >: Select if you want to search for all tasks
where the field you are searching against is
greater than your search criterion (or later in
the case of dates).

l <: Select if you want to search for all tasks
where the field you are searching against is
less than your search criterion (or earlier in
the case of dates).

l <>: Select if you want to search for all tasks
where the field you are searching against
doesn't match your search criterion.

l >=: Select if you want to search for all tasks
where the field you are searching against is
greater than or equal to your search criterion
(or later or equal to in the case of dates).

l <=: Select if you want to search for all tasks
where the field you are searching against is
less than or equal to your search criterion (or
earlier or equal to in the case of dates).

l Is null: Select if you want to search for all
tasks where the field you are searching
against is null.

l Is not null: Select if you want to search for all
tasks excluding those where the field you are
searching against is null.

l Exists and Not Equals: Select if you want to
search for all tasks where the field you are
searching against is not empty, and does not
match the search criterion you specify.

l Assignee Number
l Tracking #
l Mail ID
l Doc ID
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Combine criteria
You can enter criteria in as many fields as you want to combine searches. For example, if you
want to find all tasks with a customer status of "Review" that originated in a specific zip code,
enter criteria in both the Customer Status and Zip Code fields.

Conduct your search
To perform a standard search:

1. Click Search on the main menu bar.
2. From the dropdown menu, select Standard Search.
3. Enter your search criteria. In entry fields, enter at least two characters.
4. Select operators as needed from the dropdown menu.
5. In the Columns section, select the columns you want to appear in the search results.

(Selected options are dark gray.)
6. Click Submit Query or press Enter on your keyboard.

If only one task matches your search, Facilitator opens the Assignee screen.

If only one task matches your search, Facilitator opens the Mediation screen.

If there are multiple results, Facilitator returns the tasks that match your criteria in
the Search Results section.

7. Use the grid navigation buttons to find the specific task you want to work on.
8. Click the task you want to work on.

Facilitator opens the Assignee screen.

Facilitator opens the Mediation screen.

Click the Excel Export button to export an Excel spreadsheet of the grid.
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Understand the Workflow

The workflow in Facilitator helps you process tasks in an orderly manner and tracks that each
task gets all the work it needs during its life cycle.

There are 14 steps in the workflow: two handled by Tier 1, 10 handled by Tier 2, and one handled
by Tier 3. The workflow begins with Tier 1 sending the task to potential assignees, moves
through the research and response steps, and ends after the task has been resolved.

Each workflow step describes the specific work that needs to be done on the task during that
step. Although a majority of steps require work in Facilitator, some indicate the beginning of an
8Man internal process, such as performing the Tier 2 tertiary review.
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The specific actions required at each step in the workflow are described in the table below, as
well as which screens in Facilitator are used for that step (if any).

Note: Based on your specific permissions, you may not have any tasks to per-
form at every step in the process.

Step name Step activity Responsible
party Related screen

Task Received Task request arrives in the dedicated email
box.

Tier 1 n/a

Initial Review Review the task and determine the correct
Tier 2 person to perform it.

Tier 1 n/a

Assignment Assign the task to the Tier 2 person best
suited to complete the task.

Tier 1 Workflow
Activity

Intake Task arrives in the Tier 2 assignee's inbox. Tier 2 n/a

Research Complete task-related research and mark it
in Facilitator.

Tier 2 Task Details,
Task Research
Details,
Communication

Primary
Review

Review task to confirm suitability of action
you want to take, based on research.

Tier 2 Task Details,
Task Research
Details

Outreach Reach out to person who originated the task
and confirm that the resolution is
appropriate. You can also gather additional
details at this time, if the originator has any.

Tier 2 Communication

Determination Determine whether the action is
appropriate, based on the originator's
feedback, and mark it on the task log.

Tier 2 Task Details,
Task Research
Details

Secondary
Review

Tier 2 determines whether the action is
appropriate and provides feedback and
guidance if necessary.

Tier 3 n/a

Task
Completion

Perform the action appropriate to complete
the task.

Tier 2 n/a

Initial
Response

Reach out to the originator and confirm that
the action was sufficient to complete the
task, bearing in mind any recommendations
from Tier 3.

Tier 2 Communication
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Step name Step activity Responsible
party Related screen

Final Review /
Resolution

Complete any required cleanup work to
finalize the task.

Tier 2 Outcome

Final
Response

Respond to originator to confirm that you
have completed the task successfully.

Tier 2 Communication

Complete After you have successfully completed the
task, mark the task complete.

Tier 2 n/a
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Find Tasks in the Workflow

The Queue screen gives you two views of the tasks: all tasks in a specific workflow step and all
tasks assigned to you.

When you find the task you want to work on, click it to go to the task's Workflow screen. To
learn more about the Workflow screen, see "Move a Task Through the Workflow" on the next
page.

See all tasks assigned to you
To see all the tasks assigned to you, regardless of workflow step:

1. ClickWorkflow Activity on the main menu bar.
2. From the dropdown menu, select Queue.
3. Click Show My Reviews.

Facilitator displays a list of all tasks assigned to you.

4. Click the task you want to work on.

Facilitator opens the task on the Workflow screen.

See tasks in a specific workflow step
1. ClickWorkflow Activity on the main menu bar.
2. From the dropdown menu, select Queue.
3. Click Show All.
4. From the Please Select a Workflow dropdown menu, select the workflow step for which

you want to see tasks.

Facilitator loads the tasks that are currently in the selected workflow step.

5. Click the task you want to work on.

Facilitator opens the task on the Workflow screen.
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Move a Task Through the Workflow

The Workflow screen captures information about how the task has progressed through the
workflow during its life cycle. It also lets you move the task through the workflow as needed.

There are two sections on the Workflow screen:

l Workflow History: Displays all the workflow changes the task has undergone in its lifetime,
newest to oldest. For each step, Facilitator displays the task's "disposition," or whether
moved forward or backward through the workflow. It also displays a short version of the
notes that were added to the claim when it was moved to that step. Click the toggle to view
all notes in the section, or click the short version of the notes to view them in a pop-up win-
dow.

l Update Workflow: Lets you update the task's workflow information. Leave notes on the cur-
rent workflow step or move the task forward or backward through the workflow.

Find a task toworkwith
There are two ways to begin working on a task in the workflow: search for a specific task or
select a task from the workflow queue.

Search for a task
1. ClickWorkflow Activity on the main menu bar.
2. From the dropdown menu, selectWorkflow.

Facilitator opens the workflow information for the task listed in the information
bar.

Select a task from theworkflow queue
1. ClickWorkflow Activity on the main menu bar.
2. From the dropdown menu, select Queue. To learn more about the Queue screen, see

"Find Tasks in the Workflow" on the previous page.
3. From the Please Select a Workflow dropdown menu, select the specific workflow step

you want to work with.
4. Click the task you want to work with.

Facilitator opens the workflow information for the claim you selected.
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Move tasks through the workflow
Once you have navigated to the Workflow screen for the task you want to work with, move the
task through the workflow.

To move a task to a new workflow step:

1. From the Disposition dropdown menu, select the direction and step to which you want to
move the task. You can choose any workflow step forward or backward of the task's cur-
rent position.

2. In the Notes field, enter information about why you are moving the task to the selected
step. For example, if you are sending a task backward in the workflow, you can enter a
note requesting additional information.

3. Click Save & Proceed.

Facilitator moves the claim to the selected workflow step and adds your note to the
task record.
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