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Introduction

The Inquiry Routing and Information System (IRIS) is a Web based, Internet messaging application.
While it is assumed that IRIS is a form of e-mail, technically speaking, IRIS is not e-mail. The alerts
sent to responders telling them that they have IRIS traffic is managed via e-mail, but those messages
have links to get into the IRIS server to actually see electronic message content. The messages
received by veterans saying that VA has response for them are e-mail, but those messages have
links in them to the IRIS server to see the response. Please remember that distinction. All
messages received from the public via IRIS and responses to those messages are made through
encrypted connections with a secure Internet data server. All message data and responses remain
on the server. All sensitive data is protected according to current VA standards.

This manual is intended for any VA staff member responsible for responding to messages from
anyone using the IRIS messaging application. The manual contains information about:

e accessing the IRIS

e bookmarking the IRIS URL

¢ launching the IRIS

e describes the Inquiry Console home screen that appears after logging in and the information
contained on that console including toolbars, the navigation and content panes, tabs and
subtabs and also describes:

o how to navigate the Inquiry Console Home screen

o procedures for working with inquiries, including viewing, editing, and responding to

inquiries

o using FAQs and Standard Text responses and their hotkeys

o using search features
customer entry on behalf of an inquirer/veteran
accessing other consoles/screens and features
glossary of terms
troubleshooting information

Resources for IRIS Users on the IRISInfo Intranet website:

Information about the IRIS, its background, and a host of useful documents can be found at
http://vaww.va.gov/irisinfo. There is also a direct link to this website via the IRISInfo Website Help tab
that is available on any open inquiry. Documents that all responders should utilize are:

¢ IRIS Participants Dropdown List: this document lists all mailgroups in the IRIS in order of

appearance in the dropdown listings and also provides information about service areas
and/or other special considerations

e |RIS FAQs: This document prints out the contents of all FAQs in the IRIS Knowledge Base

e Standard Text (was Standard Responses): This document prints out the folder, label, and

contents of all Standard Text Responses available to responders.

e Written instruction guide that contains screenshots, descriptions, etc. for using the IRIS.
Documents can be downloaded to responders’ machines or viewed on the Website. To do a search
of any documents, do Control+F to open a search box to help find what you are looking for; be sure
that your cursor is on text in the content and not the text in the callout boxes.

Documents are routinely updated to ensure their currency. The dates of the respective documents
can be found at the top of the first page of each document.
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Launching IRIS to get started; required browser settings

If your machine has already run the previous version, IRIS v8, you should have no problem running
the newest version; however, if you can’t successfully run the IRIS, your Internet browser must
be adjusted. Download the browser settings documents from
http://vaww.va.goviirisinfo/irisquides.asp. (VBA employees should already have the IRIS listed in the
VBA master menu with the browser settings adjusted.) In addition to the browser settings, the
following must be set.

On your Internet Explorer browser, you must have your Pop-Up blocker turned OFF, you must have
a screen resolution of 1024X768, and you must allow files greater than 1000MB. See below.

TURN OFF POP-UP BLOCKER
File Edt View Favorites Help
Mail and News Y . T . — &
v 7, \ﬂ Turn On Pop-up Blodker =L _J _3 M’ ﬁ '-Ci
) — Manage Add-ons...
Address »’Ejhtlps:mnwghmou\'- Syndronize...

Your pop-up |

Windons Upae blocker MUST be
Windows Messenger turned off for the
E;nr:i;;:ﬂ“m :5;2 screens to
Internet Options. ..

File Size Setting MUST be no less than 1000 MB; to check go to Tools>Internet
Options

3 U.S. Department of Yeterans Affairs - Microsoft Internet Explorer
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] ] 5 — i - - b
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wWindows Update
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Permissions

Click on Browsing History Settings button on the General Tab

Internet Options 4

General | Security | Privacy | Content | Connections || Programs | Advanced

Home page
/? To create home page tabs, type sach address on its own line.
(
U5 [heep o vagov] ‘

[Cusecurrent | [ usedefauk || useblank |

Browsing history

[ Delete temporary Fles, History, cookies, saved passwards,
) and web Farm information, . .
Browsing History
e i Settings button
() change search defaults. \I
&

Tabs

Change how webpages are displayed in Settings

tabs.

Appearance

oo [ ) [ ros ] [ty ]

@ Some settings are managed by your system administrator,
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Temporary Internet Files and History Settings

Temporary Inkernet Files

Internet Explorer stores copies of webpages, images, and media
for Faster wiewing laker.

“heck For newer versions of stored pages:
(&) Every time I visit the webpage
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) Mewver / Disk space to use should
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First Launch:. Enter the IRIS logon URL in your Web browser:
https://iris.custhelp.com/cqi-bin/iris.cfg/php/admin/launch.php

(NOTE: you may have to type it in rather than cut and paste to make it work. ALSO NOTE: This url
will only be used ONCE. Subsequent logins must be handled by using the Start button. See further
instructions on Subsequent Logins below.)

You will begin at the IRIS launch page. Click on the button labeled “Install RightNow CX” (standard
desktop configuration); do not use Thin Client unless you are sight impaired and require the blind
reader version of the IRIS.. Once the launch is exacted, you will get to the login screen. After the
first launch, you will access the IRIS using your Start button. See Subsequent logins section
below.

RightNow

et Righttiow Cx %J When this screen appears,
STy click on the button labeled

fast and easy aco
rees e mnd] Install RightNow CX i

Launch Accessibility Interface | Accessibility Int
If you use assistive technology, you may access your RightNow Service
application through this accessible interface.

Launch Page
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% RightMow

RightNow

The first launch url is no longer relevant. Note

RightNow Idea Lab

Share your ideas
& enhancement

requests

with us,

—
-—

© Visit the Idea Lab

Welcome to RightNow GX

password |

Site [Hips /ey

assward,

that the there is now another url to get into the
IRIS that automatically fills the Site field. The
correct url that should appear in the Site Field

is https://iris.custhelp.com/cgi-bin/iris.cfq

Login Halp  Glisk Hare

D Exit

% RighthHow

L
RightNow

Components will load

RightNow Idea Lab

® Visit the Idea Lab

Welcome to Righti

when login is successfully
in process. This load will
occur each time you log

Subsequent Log-Ins: The Windows Start Menu should be used to log into the IRIS

after initial launch. See screenshots below.

After you have launched the IRIS successfully for the first time, you should log in using your
Windows Start menu, since RightNow will now appear as an option on the menu. Components will

load every time you log in. See below.
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RightNow may appear as a menu choice above the Start
button after the initial first time load, depending on the
frequency of its use. Start button opens the menu above

| )
the button. Click on RiahtNow “~—— to open the IRIS.

—
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Minimizing the Browser Screen

It is recommended that you minimize the browser whenever you will be inactive in IRIS during
awork day rather than logging off the system. Minimizing prevents the need to reload the
temporary files every time you leave IRIS to conduct other activities. If you will be gone from the IRIS
for any extended period of time such as at the end of the workday, you should log off the system.

Access Codes

Your access codes consist of Username and Password, and are case sensitive. These are issued
by the IRIS Administrators along with the licenses to use this system. This version does not allow
multiple logins using the same access code. Individual access codes must be issued by the IRIS
administrators. Once you have a username and password, you may subsequently change your
password. DO NOT CHANGE YOUR USERNAME; only IRIS System Admins should do this. See
Personal Settings section below for instructions for changing passwords.

We do not have unlimited licenses, so please do not request more licenses than you need. If you
need more licenses for staff, contact the VA IRIS System Administrators at vairissysadmin@va.gov |If
anyone using the system ceases to use the IRIS for any reason, please notify the IRIS System
Admins so that the license can be re-issued to someone else and their names can be removed from
the IRIS Listserv announcements mailgroup and other internal records.

Alerts regarding the Receipt of IRIS Traffic

The alerts function must be set by the VA IRIS Systems AND by the responder. The System Admins
set your IRIS account to send alerts to you/your mailgroup to let you know that you have IRIS traffic.
The ability to SEND the alert is controlled by the VA IRIS System Admins. You must also adjust your
personal settings to receive alerts. See Personal Settings section to see how to set this. If you or
your mailgroup is set to receive alerts, each separate inquiry will generate an alert message. Note: if
a distribution group membership is incorrect or if the IRIS server or Exchange servers are having
problems, alerts may not be sent. You cannot rely on alerts alone to keep up with IRIS traffic alert.

It is recommended that you log into the IRIS every day to ensure that nothing is left
unattended; that is the only guarantee that inquiries will be addressed within required
turnaround times.

Alerts arrive in Outlook mail; see example:

The link embedded in the open message is to be used ONLY when you haven’t run IRIS
version 8 before. The link is https://iris.custhelp.com/cqi-bin/iris.cfg/php/admin/launch.php

This link will install the software and get you to the log in screen for the first time. Once installed, do
not use this url again.



mailto:vairissysadmin@va.gov
https://iris.custhelp.com/cgi-bin/iris.cfg/php/admin/launch.php

If you already have the software installed, go to Start> All Programs> RightNowTechnologies,
and click the RightNow entry with the RN icon (NOT RightNow online support). This will take you to
the log in screen. The site field on the login screen should say https://iris.custhelp.com/cqi-bin/iris.cfq
(NOTE: You cannot access the IRIS by typing this url in the address field of the browser. You MUST
use the pathway with Start>All Programs>RightNow Technologies, RightNow to get to the log in
screen.) Be sure to enter your access codes with the correct cased sensitivity..

1 ScanSobt PaperPork 11
All Programs |

Start — All Programs> -
RightNowTechnologies, and click the
RightNow entry with the RN icon.

I ActivIdentity
RightMows Technologies &) RightMow online supp

1) BlackBerry

T Microsoft Office Live Meeting 2007

o
\ )

" (NOT RightNow online support).

.
RightNow

[Welcome to RightNow G

RightNow Idea Lab

The Site field on the login screen should reflect
https://iris.custhelp.com/cgi-bin/iris.cfg
Be sure to enter your access codes in the correct case.

e
—

© Visittheldealab | | (‘eonnee o

Loading Gonzota...
[T ]

Each mailgroup has a specific e-mail address to which alerts are sent. In some cases, specific
individuals are listed in the IRIS as subsets to a mail group, in which case alerts can be sent directly
to those individuals. For an IRIS mail group to get alerts that there is IRIS traffic needing

attention, the mail group must have the mail group members listed on the distribution group
for the routing address in Outlook Exchange mail.

The IRIS server passes the alerts to Exchange mail for delivery. Only the Exchange mailbox owner
or your local Exchange administrator can modify the distribution list to add or to remove names on the
distribution group membership. If membership in an IRIS mail group changes, the IRIS System
Admins need to be informed to ensure the integrity of their IRIS memberships and passwords. In
addition, the local Exchange administrator or mailbox owner must be notified by the local mail group
to alter the distribution list; the IRIS System Admins cannot perform this function in Outlook. Below is
an example of a distribution group:

The example is the VA IRIS System Admin Group listed in the Global Address List in Outlook
Exchange. When you locate the routing name, you right click and choose Properties. Then the
distribution list appears. The person shown as the owner, if any, should have the ability to click on
the Modify Members and make the changes. If no name is shown, your local Exchange administrator
will have to be contacted to make changes.

S Address Book

File Edit Wiew Tools Find routing
FECTHE L | Ey name in the
Twpe Mame or Seleck From Lisk: Show Mame: GAL
wa ivis swskem GIobal Address LISt i
Mare Busineszs Phone OFFice

EE vaA IRIS System Admin Group
S| wAa IT AAC ALL STAFF

e vwa IT Administrative Rights &
| vwa IT Administrative Rights T...
| va IT Administrative Rights ¥i...
L va IT adminstrative Rights AD...

IV YT ORI

Fropertios Right click on name and
Add be Contacts choose Properties to display
Distribution group

Outlook Mail Address Properties

Distribution
Group
Membership
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VA IRIS System Admin Group Properties

1] .

. Modify
Owner. Na_me, if no owner membership button
name is displayed, the |2
Exchange administrator must

make the changes.

Required Turnaround Time for Responses:

The_required turnaround time for responses is within 5 business days of receipt of the inquiry by
VA, unless another specific policy is mandated by your business line or other line of authority that is
LESS than 5 business days. NOTE: The turnaround time requirement remains the same even if the
inquiry is reassigned. The count begins with the receipt of the inquiry or the veteran update to that
inquiry. Veterans are told that the response time is 5 business days, which begins with the date of
submission.

Since alert traffic is not always reliable, you must log in manually no less than every 2-3 days to
ensure that nothing is sitting unattended. Logging in is the only certain way to know what inquiries are
in your workspace and to respond to them within required timelines.

Life Cycle of An Inquiry

Inquiries are never closed until they are set to Solved after an action by VA. Inquirers have 31 days
from the last action on an inquiry to reopen it and add on more information. If an inquirer continues to
update the inquiry, the life cycle of an inquiry can be a very long time. If the inquirer misses the 31
day timeline, s/he has to open a new inquiry.

Inquirers can also cancel an inquiry. There is a button on their acknowledgement messages that says
“I no longer need a response to my inquiry”. If the inquirer presses this button, the inquiry will
automatically be set to Solved and moved to the Solved basket of the mailgroup with jurisdiction.

Personal Settings: Receive Alerts, Change Passwords, Change Open Item Tabs
Location on your My Group’s Inquiries screen:

From the My Group’s Inquiries Console, you can change your personal settings to:

e Receive/not receive alerts telling you that you have IRIS traffic

e Change Password

e View Options to change the location of the tabs for the open items from the top of the

screen (default) to the bottom of the screen.

e Navigation Pane Options (DO NOT USE)

e Addins (DO NOT USE)
Note: Access depends on level of permissions set by the Administrator. Password changes may be
made by the VA user and should match the strong password requirements that require no less than 8
characters long, with a mix of upper and lower case letters, numbers and control characters. DO
NOT CHANGE YOUR USERNAME; this should be done by the VA IRIS System Administrators.

To make changes:

11



My Groups Inquiries - iris__upgrade - RightNow CX

Display Page Setup
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Inquiry items Subject Status Date Created [rate Last Updal
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Print . Create Mew Itern
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E Add-Im Logging [

| L& RightMoww CX Optionsl | 2 Exit RightMNow C}{I
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To change Personal Settings (receive alerts of incoming IRIS traffic and toast
messages)

| Righthow CX Options

P
&, Change Personal Settings for RightNow CX

To ensure the receipt of email alerts
regarding incoming IRIS traffic, be sure to
select these fields.

Notification Options
Send Email Matification

otify
x Display Toast Notificatio

Localizations

To ensure the receipt/display of toast
messages, be sure to select these fields.
THIS SHOULD BE CHECKED IN ALL
CASES.

Default Courtiy United States ~

Default Currencs Y usD ~

Application Behavior

[ automatically sign oLt when last console is closed

PR R

Local Data

[ Reset Local Settings
[ Rsbuild Locsl Dats Cache

Toast Notifications; pop-up messages/announcements that appear on your screen
Announcements internal to the IRIS that may be sent to specific IRIS groups or individuals are called
“toast” notifications; these messages apply ONLY to the IRIS system and are not related in any way
to regular Outlook email. Only designated persons and system administrators have permission to
send messages using this feature; however, everyone is able to receive them.

Toast messages appear as pop-ups that will display briefly on the staff members’ desktops when
they are logged into the IRIS; no external alert messages are issued. The message is displayed in
a window on the lower right section of the display for several seconds until it fades away. These
notifications also appear in your list when you double-click Notifications on the navigation pane, and
they remain in your list until you delete them.
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Alert
From: Abby Parker
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iy product literature. |
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If you have been sent a notification while you are logged in, the desktop alert appears when the
Notifications list is automatically refreshed. The default refresh interval is fifteen minutes, but your
administrator may have changed that interval. Alerts also appear if new notifications are available
when you manually refresh the list.

Inquiry ltems A || Type Wwho Motification Type Message

a M There are no items ko show in this visw,
222 My Groups Inquiries (2073 -
(23 Answers Defaul - Mews —

# [ Public Incident Wiews

(23 Public Cantact Viens Clicking on Notifications will open up
L 2 your notification message history.

BE Howard Test
97 101207000011
[ (8= Bemie Test

Sending Toast Notifications (requires specific permissions)

You must have the appropriate privileges to be able to send toast messages. When you broadcast a
toast notification to other IRIS users, they will receive that notification only on their open IRIS screens
when they are logged in; messages appear as temporary pop-ups. If a toast naotification is sent to an
individual user who is not logged into IRIS, the user will receive the toast message when they log in.
HOWEVER, toast messages sent to ALL IRIS users in the system will only be received by
users logged into the IRIS at the time the message is sent. Only the IRIS System
Administrators should send Toast Notifications to ALL IRIS users. Your profile may give you
permission to send notifications to other staff members. If so, you can select the recipients manually
or send a toast notification to all logged-in staff members.

To send a broadcast notification

1. Double-click Notifications on the navigation pane.

] Hame @ =

1. Click on
Notifications T

Matification Type Messags When

2. Click on New

2. Click the New button to open the Send Notification window.

—’ Send MHotification
To ... |

[] Sendto al

kM ezzage

[ send ) [_coneal |

3. To send a notification to all staff members in the IRIS system who are logged in, select Send To
All (only system administrators should do this. All others should select a specific person or persons.)

4. To send to selected staff members, click the To button to open the Select Names window.

13



=A<}

Select Mames

Twpe Mame or Select from List
Load Outlook Contacts
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(=]
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To = I

L =T 1 [ cancet |

a. Select one or more names from the list. To select multiple recipients, press Ctrl while making
your selections.

b. Click the To button to add the names to the field. Click the OK button to close the Select
Names window. The names you selected appear in the To field of the Send Notification
window. Note: You can also type the first few letters of the name you want to send the notifica-
tion to in the To field of the Send Notification window. If only one staff member’s name begins
with those letters, the field is automatically populated when you move to the Message field. If
multiple staff members’ names begin with the same letters, you can select the one you want
from the Check Names window that opens when you move to the Message field.

c. Type your message in the Message field of the Send Notification window.

d. Click the Send button to the message.

Change Your Password:

BRigs o €3 Options

Double Click on
Password on the left
column.

Change Location of Open Item Tabs that appear as you open items on your screen.

Default setting: The tabs for items that are opened appear horizontally across the top of the My
Group’s Inquiries screen:

14
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To change the tab display for items opened on your screen to the bottom as they were in the

prior IRIS version:

RightNow CX Options @@
P | Settings = . .
. = changeViel - Select View Options.
d
View Options
Navigation Fane Color Scheme Blue v
Add-Ins Tint 1
Content Pane View Mode
@ Full Screen
O Splitwindow

© Display Content Editors in Papup \Windows

Content Editors
[] Display Content Editors in Expanded Mods

Change Content Pane Tab
© Tor Alignment to Bottom and click
® Bottom OK

Content Pane Tab Alignment

Status Bar

[] Show server time in the status bar

Display timezone

The tabs will now appear across the bottom unless you change the default back to its original setting.
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Quick Search

Inquiry Quick Search

Fieference #°
101 202%

open across the bottom of

= Haosbase

~]| your screen as in the previous
IRIS version.

= Standard Text | A% -

Cuskomer [ Wweb

=

test

<D Anabtics

Customer Entry %, Fhone

i@ FAaQs

letter reissued to him that explain how the overpapment incurred. The Db
ank pou

“eteran is needing the notificy

¥4 configuration

izzue the letter to the Yeteral

~||iZE My Groups Inquiries (L Ifquiry Quick Search @) 101202-000011

Legged in as: Mancy Tucker Editing 2 objects

The Inquiry Console Screen: My Group’s Inquiries Home Screen

The Inquiry Console Home Screen Definitions and Terms
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The Inquiry Console is your point of access to all inquiries, and to the Answer/FAQ Knowledge Base.
All customer inquiry requests are serviced from the Inquiry. This console provides the means for:

e Searching for inquiries.

e  Editing inquiries to work on and solve inquiries.

e Sending responses— including the procedure to send a file with a response.

e Updating multiple inquiries, which is a feature you can use to take an identical action on more
than one inquiry, such as closing out duplicate inquiries from the same inquirer.
Adding inquiries on behalf of veterans.
e Getting to the Analytics/Reports feature if you have permission to use it.

Key terms
As you work with inquiries, you will want to become familiar with the following key terms.

Console—A major window/screen display in the IRIS application.

Contact—A contact is a person. A person who submits an inquiry is an inquirer and also a contact.
If the inquirer is not the veteran but inquires about a veteran, the veteran is also a contact. Under this
circumstance, a single inquiry may have two contacts: the inquirer and the veteran. If an inquiry
concerns the representative of the dependent of a veteran, there will be three contacts: one for the
inquirer, one for the veteran, and one for the dependent. The contact record is the place where the
definitive information about the person/contact is stored, and this is the place that contains the
searchable PII fields for the contact. Any inquiries from or about this person will show in the inquiry
history for this contact record.

Default response requirements—The maximum time allowed (in hours) for inquiry response and
resolution within the operating hours defined by the organization. The default response requirements
are used to measure responder performance in responding to and solving inquiries. The parameter
set in the IRIS for acceptable response time is 5 business days. If this threshold is exceeded, the
inquiry listing will turn red on the Inquiry Console.

Discussion thread—The list of all activity on an inquiry, including updates made by the inquirer,
responses entered and/or sent by responders, and notes about the inquiry made by responders
(never visible to veterans and other IRIS customers). All activity is listed chronologically and provides
a history of each inquiry in the IRIS.

Drill down—To start at a top or general level and become more specific at each lower level. The IRIS
drill-down feature enables access to additional levels of detail on consoles, views, and reports.

File attachment—A file that is attached to an inquiry by VA; NOTE: inquirers are not permitted to
append files or documents to their inquiries for security reasons. Files that are attached to an inquiry
response by VA can be accessed by veterans and other IRIS customers by viewing the answer on
their e-mail clients.

Inbox—A mail group repository for IRIS inquiries. The inbox contains all inquiries that have been
assigned to the responder/responder group.

Inquirer—A person/contact who accesses the IRIS to submit an inquiry via the web or any person
who submits an inquiry to the IRIS via a call center, walk in visit, etc.

Inquiry—Any question or request for help from a veteran or other VA Website customer through the
Ask a Question feature on the IRIS homepage. Inquiries can also be added by responders on behalf
of veterans on the Inquiry Console (most typically a feature used by a call center).

Important Notes:

e All status codes can be reset manually to another status code.

e The IRIS statistically counts any inquiries with a status code other than Solved as an
open inquiry. Only inquiries that are in Solved status are considered completed and closed
out.

Multi-edit—A feature on a number of consoles for updating more than one inquiry at a time.
Security profile—the level of access assigned to you by the IRIS System Administrators for you
based on your skill set. Your inquiry console screen will display features to which you have access
based on your security profile.

SmartAssistant—An IRIS feature that searches the FAQ Knowledge Base to match keywords and
phrases to existing FAQs and provides any of those FAQs to IRIS customers and IRIS staff as
possible answers to inquiries..

Solved—An inquiry status that is used when an inquiry has been answered and closed.

Standard Text (Also called standard response) —Any text or response prepared in advance that can
be sent to veterans and other IRIS customers when responding to IRIS inquiries. This text can be
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appended to responses manually by a responder by selecting a prepared response from the
Standard Text dropdown menu. This answer can be amended by the responder to fit the needs of
the response...

Unresolved—An inquiry status type that automatically is assigned to a newly submitted inquiry.
Updated—An inquiry status code that indicates that an inquiry has been updated by the veteran.

My Group’s Inquiries: the screen default after you log in

When you log in, you automatically go to your profile default screen from which you initiate all
activities. In all cases, your profile default screen should be My Group’s Inquiries. This workspace
will show all the inquiries that belong to your mailgroup.

The My Group’s Inquiries Screen:
y p'sinq een. . ‘Q My Group’s Inquiries should show at the top.

1
Home | Display  Page Setup

) Y [=Print - . :

o Nj (MyCreate Duplicate - This bar at the top of the screen is called the Menu Bar. The

T e most likely option that will be used is Preferences, which is
Inquiries «| My Groups nquiries used to select the settings to receive alerts and to change [
Inquiry ltems 2 A Inguiry # Subject 1

";Num.mm et e YOUT pa;sword. Only those settings that apply to your level of

BNy Groups Inguiriss [default] 101215-000002 I have a question access W|” be Usable

L22| Answers Default - New
# 7 Public Incident Views

# [ Public Contact Views

Recent ltems S

@) 10 216-000002

%Igjgﬁgf‘mm The default screen that is opened after login should be, in all cases, My Group’s
L Inquiries. My Group’s Inquiries is the view that displays the open inquiries in
B e your routing destination that need action. If any other choice is selected, you will
e need to click on My Group’s Inquiries to see your IRIS inquiries.

[B= Peter Adams

Quick Search B3

Inquity Buick Search ~

The vertical column on the left of the screen is
called the NAVIGATION PANE. What is
displayed in this column is dependent on your
level of access to the system.

Reference #°

Oj Inquiries

O AnalyticsReports

4 AnswersFAQs

Y% configuration

Buttons at the bottom of the navigation pane provide access to other features, depending
upon your level of access. In this instance, you can click on Analytics/Reports or on
Answers (FAQs). The default should be Inquiries.

This is the RightNow icon button; use this to change your Personal Settings.

Menu Bar

This bar at the top of the screen is called the Menu Bar. The
Home | Display ~ Page Setup default tab is Home. The tabs for Display and Page Setup
are available only to those users with Reports access;
otherwise they are grayed out.

|

a N dhieink - S Pralabe - M

4]

Navigation Pane: Left Side Column

Items listed in the navigation pane will depend upon your level of access to the IRIS. All levels of
access to the IRIS should show My Group’s Inquiries as the default. The other items shown in the
Inquiry ltems section are other views; do not use them unless instructed to do so.
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Recent Items comes next; this section shows the ten items you accessed most recently. When you
move on to something else, the new item will appear at the top and the oldest will be removed from
the bottom of the list.

Quick Search comes next; this section allows you to search for a particular inquiry or a particular
contact.

Buttons displayed at the bottom of the navigation pane depend on your level of access. In this

example, the IRIS user has access to Inquiries, Analytics/Reports and Answers (FAQS).
Inquiries <

Inquiry ltems x|

-, Motifications
5= Groups Inquines [defaun; o

22 Answers Default - Mew
+ [ Public: Incident Wiews
+ [ Public Contact Wiews

Recent ftems Py All levels of access to the IRIS, except for Reports Only access
@) 101216000002 should show My Group’s Inquiries as the default. Other items
= (== el . .
@7 101215000001 listed will depend on your level of access.
[B= Dawvid Martin
8z Richard b aster

@ 101214-000003
@7 101202000012
82 John Adams
8= Fred Adams
[B= Peter &dams

Everyone with access to inquiries has the Quick Search
capability to find an inquiry or a, contact. Use the dropdown
arrow to select Contacts Quick Search or Inquiry Search.
I

Quick Search

Irquiry Quick Search R
Reference §°
Items shown at the bottom are the horizontal buttons for the
[ sesch |[ Clear | & features/capabilities that are available to your user profile. When you
@7 inquiries select a feature using a button on the bottom of the nav pane, your
(D) AnawticaReports choices for that selection will be displayed at the top of the navigation
) Anmusraracs pane. See next screen shot.

Buttons at the bottom of the Navigation Pane allow access to other features/functions for which
you have access permission; everyone has the button for Answers/FAQs.

Inquity Quick Search v

Fieference #°

[ | o 1 % The buttons on the bottom depend on your level of access. Everyone has
QY nauries access to the Answers/FAQs.
() nratpicameports

Navigating to another function
Selecting another item may change other items on the navigation pane. For example, if you want to

navigate to Analytics/Reports, click on that horizontal button on the bottom left and different choices
will appear at the top of the column.

Analytics/IReports

Analytics Items

1. If you have access to the Reports function, click
n Analytics/Reports button.

Images Explorer
A | Tewt Fields Explorer

Recent Items =
9 101216-000002
8= TestVet
15-000001

2. Explorers section will appear at the top of the column. Click on
Reports Explorer to get to the Reports capability.
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To return to your open inquiries screen, click on the Inquiries button on the bottom of the
navigation pane and then select My Group’s Inquiries (default) if it is not already selected.

Inquiries «
Inquiry tems P

& Notifications
(2] My Groups Inquiries (defaull] ~
L5 Arswers Default - New
# [ Public Incident Views
® [ Public Cantact Views

1. To return to your open inquiries screen,
click on the Inquiries button on the bottom
of the navigation pane

Recent ltems E

paif 101 216-000002
[B= TestVelt

@ 101216000001
[B= David Martin

= Richard Master .
& 10750000 2. Select My Group’s Inquiries (default)

@Y 101202000012

5 donécams if it is not already selected.

8= Fred Adams
B Peter Adams

Quick Search E

Inquiry Bick Search v

Reference *

Qj Inquiries Vv

O Analytics Reports

{4 AnswersFAQs

Quick Search Options: Search by Contact & SSN or by Inquiry Number

When Contact & SSN Quick Search is chosen, you can do a search using Last Name, First Name,
Middle Initial, E-mail Address, Claim Number, Service Number and/or SSN. You can search
using any of those fields alone or in combination. You can also use a wildcard search, which is the
percent sign % replacing part of the search string (for example, %223 in the claim number field would
look for all claim numbers ending in 223). See additional information in the Wildcard Search section
of this manual.

Cortact arnd SSH Quick Sean

-~

Last Mame

First Mame

riddlle Initisl

EMail Sddress

Zip Code

Clairn Mumber

When Inquiry Search is chosen as the search method, the search display will change and the
Inquiry # field will show. You MUST enter the entire inquiry number or use the wildcard percent sign
(%) to search for a partial string (for example, 101005% would look for all inquiries that came in on
October 5, 2010). See additional information in the Wildcard Search section of this manual.

Quick Search =
Inguine Search -~

| iy <
|

Search Results will display in the content pane. In this example, a search was conducted using a
specific inquiry number. The inquiry opened in the content pane.

e i i s e | 2 O |
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My Group’s Inquiries Home Console Workspace Tabs and Buttons

Upper Screen Tabs: Tabs on the upper screen are Home, Report, Display and Data:

e Home tab is the default and is the tab used by everyone. This is the tab that is the inquiry
console screen. It should always display the My Group’s Inquiries console screen.

e Report tab will only be used by IRIS staff with Analytics/Reports capability
Do not use the Display or Data tabs.

e The Ribbon: The horizontal row of buttons is known as the ribbon; the buttons are for
functions that IRIS users will utilize all the time and include New, Open, Create Duplicate,
Print, Assign, Search, Refresh and Reset.

| Z Display and Page Setup tabs are available -
Home | Display  Page Setup @ -y

for people with reports access and are used
to adjust reports printouts.

hd B

S
Search  Refresh  Reset A o Bport

Home tab is the default and is the tab used by everyone. This is the tab that
is the inquiry console screen.

The Ribbon for the Home tab

My Groups Inquiries - iris_upgrade - RightNow CX
[ .

Home | Display Page Setup The hOFIZOﬂta| rOW Of the

W {=Print - K Delete ~ M o _Y  #Find 7 Alsont | 3 Do Not Use
j _erEateDupI\cate + (g Forward Inquiry % I‘\* 1“ "’; ;:Ro\lups - Lq' T"Dev’at.llts;ettu'\gs v bUttons across the top Of
Open  New . Search Refresh  Reset :ijttn ;Esl Export j_"D i your screen Is known as

= S4Assign ~ ilter ice - - =] Definition - .
Record Data Set Analyze Report the r b b on.

Top (or Bottom) Screen Tabs: tabs will appear as you open inquiries, screens, or contact
records. The default is to open across the top; you can change to the bottom if you choose in the
Personal Settings options.

Tabs, similar to those on an Excel spreadsheet, will appear across the top as you navigate through
the application. As you open more items, more tabs will appear across the top, when you open an
inquiry, a tab with that specific inquiry number will appear at the top.

The tab on the far left should be My Group’s Inquiries. Clicking on this tab will take you back to the
initial Inquiry console screen.

Tabs, similar to those on an Excel spreadsheet, will appear across the top as you
SO HEE& navigate through the application. The tab on the far left should be My Group’s
i | Inquiries. Clicking on this tab will take you back to the initial Inquiry console screen.
N H BH e A
New Save Sca‘:;& Print E;"D:[:i Expand Delete Infg
Commands
|nquiries ¢ | 2dMy Groups Inquiries OJIDIZBSVDDDDDD lemzls—nnnnnz 4 b
auyiems A 2 Contact Details N 1
&} Moifications Form of Address™ | Ms. Reference # |101215-000002 Subject || have a question
iy Groups Inguines [defau
(25 Answers Default - New First Name™ | mg] ) ) . . . . ¥
2 5 bk Cotantiows ares | When you open an inquiry, a tab with the inquiry number will | -
o E appear at the top. As you open more items, more tabs will

@ 101215000002 Last Mame*  |Rd v

.| appear across the top. e

€7 101 208-000000 P

Commands

EEEEs < | i Grouss Inaurie: (@Y ze1205 200000 @ 10121 To close a tab, right click on it and

Open in Mew Window

auey e % Contast Dotail = open the dropdown list to close it,

Close

Form of Address* | Ms. 3
sz Al Thi BN\l close all tabs but this one, or all tabs.

Fitst Mame™  |maya Close all

F = Bkl Contact Views

To close a tab, right click on it and open the dropdown list to: close that specific tab, close all other
tabs but the selected tab, or close all tabs.
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Ribbon Buttons and Their Functions

The ribbon runs across the top of the display on the Home tab and has buttons that permit particular
activities to occur when using the My Group’s Inquiries screen. Each button is discussed below.

My Cr Incu i —iric narade - BinhiNow m

@" Lo Home tab is default. ThIS tab contains your workspace.
[E=Print -
j J[r’Eate DUPTCate ~ st otward Inguy. — TG et E=RoNIps ~ T DETaUTt SEmngs ~

Open  New L Sear cfrash  Reset Auto o Export N
- o fassion - Email Centact Filter Bifslice ~ - | Definition ~

ecord ata Se . . .
— This part of the screen is known as the Ribbon and

Inquiry Items &~ Inquiry # Subject Status

contains the buttons used to perform numerous
functions.

Open Button: Use to Open an inquiry or the Contact Record that belongs to the
highlighted inquiry in your inquiries list

Double click on the Open button to open the inquiry highlighted in your open inquiry list; the top item
is the default highlighted inquiry. You can also double click on the line item itself to open the
inquiry.

Open Button: To open a contact record, select contact record from the button’s dropdown and
enter the contact information to search for and retrieve the contact record.

: ~ neme | Pislar Paa=S1 The Open button is used to open up the highlighted inquiry in your listings. The
=) ] oo default highlight is the first item in your listings unless you click one time on

S another listing. You can double click on the Open button, or select inquiry from
—— the dropdown or just click on the line iten.

Open

Be®

The Contact selection button is used to retrieve the contact record
that belongs to the highlighted inquiry.

New Button: Use to Create a New Inquiry

My Groups Inquiries - iris_upgrade - RightNow CX - o x
()
_,,-’ Home | Display Page Setup

Y Eprint - Double click on the New button to enter a new inquiry. You
[ jreate Duplicate ~
open New o e ’ do not have to use the dropdown box.
Recard TaTESET Ty REpTT
&My Groups Inquiries |@101208-000000 q40b

Inquiry tems 2~ ‘ Inquiry # Subject Status Date Created Date Last Updated | Initial Response Due Inquirer Last Group

Print Button

Tome | Display Pageseup The Print button allows you to print the highlighted inquiry or
o the contact record associated with the highlighted inquiry.

bp nt -
@) iy NI
(B Contact Em:

The Print function will print the information currently saved. You first see a print preview of the inquiry
and must click on File>Print to actually get a paper copy. Paper copies may not display all the PII
fields if those fields were not completed. For example, if no Service Number was entered in the
Service Number field, that field will not display on the print out at all.

The Print button opens a print preview. You must click on
File>Print to obtain a paper copy.

21



Create Duplicate Button

" Home Display Page S=tup R
i - ! Create Duplicate Button
([ Creats Duplicats

1 Mewvw

S Assign -

Create Duplicate button creates a duplicate copy of an existing inquiry that is highlighted in
the inquiry listings, giving the duplicate a new number and allowing additional input and/or allowing
that duplicate to be routed to another mailgroup for response. This function is used when a single
inquiry concerns multiple issues and more than one mailgroup is needed to resolve each issue. See
manual section describing this process and when it is used. Note: Do NOT create duplicate contact
records. If you do by mistake, contact the VA IRIS System Admins to correct it immediately.

Assign Button
Boprint - A
fj&eate Duplicate ~ (ZF

To assign/reassign a inquiry highlighted in your inquiry listings, click on the

Assign button and then select the correct routing destination and a subset of that
location from the dropdown list of all IRIS mail groups. See notes and warnings in
section below.

New
ﬁAsswgn v

‘:ﬂ Inquiry

es \BZ Contact

Do NOT ASSIGN CONTACT records.

EMS

Assign button is used to assign/reassign a highlighted but not opened inquiry. Click on the Assign
button and then select the correct routing destination from the dropdown list of all IRIS mail groups.
Also pick a subset of that mailgroup. The mailgroups appear in alphabetical order, with all NCA
groups with “NCA”, VA groups starting with “VA”, VBA with “VBA”, VHA with “VHA”, etc. To
reassign, select the correct mailgroup and its subset and then Save to move it. Find the subset by
clicking on the + sign to the left of the mailgroup name to open up the subsets. Note: You may need
to open the inquiry to add a Private Note before you reassign it to provide any necessary information
to the receiving group if the receiving group needs additional information from you.

Date cre
ks Linresol Ived 12/05/20

The selected Inquiry will be assigned to the account
selected below

s, Drebt bl anagement -~
M Cé_ Burial Benel
— M T b arksrsiH sadstones. PrestdemCerts
P T FMOD [First Maotice of Death]

A Corsumer Affairs & OFA WaCO

-8, E -faathentication

ade IFIS S taff

s i by Weterans_Folicy & Programs
-5, Canter for wwWomen Weterans
A GOV el Ops Team
feerafeb Ops Resp Grp
-s/BA 206 2 ~r

ind B &l

Click on the + sign next to the desired
mailgroup and pick a subset as well.

B I T ey

[ =13 ] [ camnca |

Warnings:

1. Do NOT reassign inquiries to Call Center mail groups. They do not receive inquires for response;
their traffic is outbound only for assignment to mail groups who are designated as responder groups.
2. Do NOT ever re-assign an inquiry in Solved status.

If you are not sure what group has jurisdiction (issue, geographic location, etc., please utilize the IRIS
Participants Dropdown Listings document. When an inquiry is open, click on the IRISInfo Website
Help tab; it will link directly to the instruction guides. Mailgroups are listed in alphabetic order, service
area information, etc. You can easily access all IRIS background documents by using the IRISInfo
tab on the console screen when you open an inquiry. When you open the document, use Control+F
function and put your cursor somewhere in the text of the document (not a call out box), and enter
your search term and find it.

Delete Button: NOT available to the field.
tup
F Delete -

ke - =L MNn naotll=a

Delete button is not available to the field. Contacts and inquiries can only be deleted by the IRIS
System Administrators.
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» & Do not Use
DO NOT USE:

Search button: search using selectable parameters. Search allows you to search the IRIS
database by using the same or more search parameters than the Quick Search function which only
allows searches using contact name or inquiry number. Full search allows you to search using claim
numbers, phone numbers, etc. You can search only your own mailgroup’s items, selected mailgroups’
items, or the whole system.

Search the IRIS database, using more parameters than Quick Search,
o such as claim number, inquirer last name, veteran last name, phone
Search number to find inquiries.

Search

From Groups box, you can select what

Fiters .
S—J . mailgroups to search. Logged In refers to
Sk B (B v S your own mailgroup.
Additn Info Provided Logged In
1 Selved HCA, Burial Berefits I
Unresolved MCA, Markers & Headstones » . . .
L1 Wanng Do Mot lss LS > You can search using any one of the fillable fields on the Search
Summany/Thread Contacts Phone Number Wl ndOW'
ontects Emel Hlein Hubst Contact Last Name, Contact First Name, Phone Number
Conlact Fis Name Cortzot Last ame Email Address, Claim Number, Inquiry Number
Inquiy Number J
Link and D Once you have filled in
o et Page the search parameter,
Drder by Inouiy #-Deso CliCk Search
Riestore Defaults T Tarcal |
o )  Record Search results, if any, will manifest on your
T i e umm | SCreen as line items.
090930-000000  This is a test message to see where phone numbers popu Uan TPerzon RIS SEaT
090928-000028 Test Mot Bya.. Unresalved 09, 19 02:40 PM 09/29/2009 One: V& IRIS Staff
: Record Data Set
oy x| ubpr Status eeecess|d |f there are no results, there will be a message
here o kems o show i ths vew. saying “There are no items to show in this view.”
|
print - Apelete - Q @ [ B Click the Reset button to restore
__]CreatEDuphcate' & Forward Inquiry % lt — . .
ot a— Sorh dcficeh e your original screen.

Record Data Set

Wildcard Searches: Using % and * Symbols
Q

Search

% Search: using either the full search function or

Quick Search S

Inquiry Quick Search -

Feference #°

the Quick Search function | [rozorx

You can search for an inquiry with only a partial name, partial claim number, partial summary string,
etc. by using the percent (%) character in the search field in either the main search function or in the
Quick Search function. Once you have clicked on the Search button, do the following: The steps are:
1. Set the parameters for status codes that you want to search (Solved only, All Status Codes,
etc.)
2. Set your parameters for the mailgroup(s) that you want to search. Logged In refers to the
mailgroup that you are logged into.
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3. Select the search field you want to use, fill the search field with the search string preceded by
the % sign. For example, if you want to find all the inquiries with the word “test”, you would
enter %test in the Summary field or you can search using the % at the end of the string. For
example, you could enter in the Last Name field Smith% so that you will get a return of every
contact record where the last name begins with Smith. See screen shots below.

4. Click Search.

To find all the inquiries in your mailgroup with the word “test” in the subject line using the full search
function, you would do this:

x oy =N ] il i _]
Se h b4
o 1. Set your )
E parameters 2. Set your parameters for the mailgroup(s) that
— for status - you want to search. Logged In refers to the
7 codes you L?EL?ZL”.;"‘ mailgroup that you are logged into.
q Additn Info Prd  \want to Logged In
[ Solved [ MCA, Burial Betefits
Unresolved SearCh- [1 MNCA, Markers & Headstones et F
[ warning! Do < >
4 Summarny/Thread Contacts Phone Mumber F
Fhest r
s Contacts Emal Clairn Mumber
= L
1 Contact First Marng 4
: : 3. Enter % first followed by the data you're looking for in i
Inquir Mumber ) - the search boxes. In this case, you are looking for the i
« ] word “test” in the inquiry threads of all inquiries S
Limit and Order| - @SSIgNed to your mailgroup.
1 FerEaae 4. Click Search.
Order by lnguirg #-Desc J
Restare Defaults [ Sealch/ﬁ Cancel ]

Search results for this example come back as line items on a new screen. All results are inquiries in
this mail group that have the word “test” in them.

=5 My Group's Inquiries -
Home = Report Display Data @

BN D e =& &£ o Q&=

New Open CreateDuplicate Delete Print Do NotUse Assign Do Not Use Search Refresh Reset H
o - o A Search results for this example come
T AT St Date Croated elmeaed | PDack as line items on a new screen. All
090930-000001  Test ko see address fisld Unresolved 09/30/2009 11:25 AM 09/30/2009 11:25 Amj . .. . . .
090330000000 This is & test message ta see where phone numbers popu  Unresolved 019/30/2008 07:41 AM results are inquiries in this mail group
090928-000028  Test Mot BYA. Unresal hved 09/28/2003 02:40 PM
MON9ZR-NNNNZ>  Tesk CMT lirrrsrl e N9IZRIZNNG NRIRN AM NQIZRITS that have the WOI’d “test” |n them

To find all the inquiries in your mailgroup whose last name begins with Nord using the Quick Search
function, you would enter Nord%:

Inquiries < || 22My Groups Ingu
Inquiry tems P
h‘f Last Mame

%
=8 nord:

# [ Public Incident Wiews
# [ Public Contact Views

Answers Default

Last Name 4 | Firsl

Mord Zarl
Recent tems 3 Mord Zarl
LEFP=ter Adams MORD STA
8= John Adams Mordahl Rick
Lﬂ 101216-000002 Mordan sSha
[BE Testett Hardan Sha
99 101215-000001
[B= Diavid Martin mordby catl
(8= Richard Master Mordeen Flor
lﬂ 101214-000003 Mordeen Gler
lﬂ 101202-00001 2 Mordeen Rob
(8= Fred Adams Morderno Eria s H H™ H H
e = [ o To find all the inquiries in your mailgroup
MNORDEN CAR i I
Cortoct ord 5N uik sen e || NORCE o whose last name begins with Nord, you
Last Name would enter Nord%
nord? TNORGEN o j
First Mame w | | NORDEMEBROCE D&M
""""" Mordeng Keit
C)j Inquiries Mordeoff Corl
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To find all the inquiries that your mailgroup received on a given date, you would enter the date into
the inquiry number field in Quick Search, i.e. 101201% to find everything in the system dated October
11, 2010.

59 161 206 o0n00 e
_m=somven | To find all the inquiries in your mailgroup
. - 101201-200050 on a given date, you would enter the date
e — i followed by % (XXXXXX%0).
101207 -32 1O =0 - j

[ seareh ][ Clear ]

* Search (Star/Asterisk) Search for Phone Numbers

You can conduct a search for an inquiry or contact record using phone numbers by using partial
number strings with the star/asterisk symbol rather than the entire phone number.

If you want to find a record using the last four digits of a phone number, you can enter *xxxx..
You can search using area code and or prefix only using Xxx* or XXxxxx*.

Search

Filters

In this example, the search is
for a phone number that ends
in 9999 using *9999 in the

Contact Phone Number field.

I3
=
@

roups
[Select All ~ (Select Al -
it Info Fequested [] Mo¥alue
Additn Info Provided Logged In
Unresolved [] %4 Debt Management

af

[ Sokved [] NEC&, Burial Benefits
[ Solved - Duplicate ¥ |

Summany./Thread Contacts Phor

Contacts Email Claim Mumber

Contact First Name: Contact Last Name

Inguiry Mumber

Any results will be listed as line items on the search return.

Refresh button
When you are done with the Search function, Refresh will update your screen with any new inquiries
that have come in since the home screen was last viewed.

% 1.:\!? {:’_ Refresh will update your screen with any new inquiries that

=

zarch |Refresh | A= m\l have come in since the screen was opened.

Reset button
Reset allows you to return to the Search default screen after you have completed a search for which

you changed the default parameters.

g |

Reset allows you to return to the Search default
after you have completed a search for which you
changed the default parameters.

Reports buttons on the Right End of the Ribbon

Only IRIS users with Reports access will have access to the buttons on the right end of the
ribbon. All of these buttons are material to pulling reports and arranging/utilizing the information
found on the reports results. The buttons are: Find, Auto Filter, Sort, Rollups, Slice, Export,
Default Settings, and Definition. See screenshot.

wps Inquiries - iris__upgrade - RightMMow CXx
24 Find 7. Alsort [ = Do Mot Use Reports buttons are on
i ZF  s=roiues - = Gy perau Settingt the right end of the
=t }S!Utn:i ==} . Export T L .
Filter By slice - = k=] Definition - rlbbon
Analyze FReport
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A Find
Find ' Find Mext

You can search for specific text, numeric values, or special characters in the content displayed in a
report using the Find feature. Cells in the report page currently being viewed that contain the values
you searched for are highlighted. Content on other pages or drill-down levels in the report must be
searched separately.

To Find content in reports

1. Open the report you in which you wish to Find content.

2. Click the Home tab.

3. Click the Find button on the ribbon to open the Find window.

Find text ||
[ Match case

[] Match entire cell contents

[ FindMewt | [ Find&l | [ Cancel |

4. Type the search value you want to Find in the report in the Find Text field. To highlight cells in the
report only if the content matches the exact case you use in the search value, select the Match Case
check box.

5. Click the Find Next button to close the Find window and highlight the first cell in the report.

6. To highlight cells in the report only if the cell content exactly matches the search value you enter in
the Find Text field, select the Match Entire Cell Contents check box.

7. Click the Find Next button to close the Find window and highlight the first cell in the report that
matches the search value you entered OR Click the Find button to close the window and highlight all
the cells in the report that match the search value that you entered.

8. To find the next instance of the search value without opening the Find window, click the Find
button on the ribbon’s Home tab.

9. To clear the search value you entered without opening the Find window, click the Clear button on
the ribbon’s Home tab.

i
Aoubo
Filter

Auto Filter =&
This button allows access to filter on any column in the report that you have pulled. Once this is
enabled, click the down arrow in any column heading.

Other Report Buttons:

Sort, Rollups, Slice, Export, Default Settings, Definition buttons
B S Sort |

F=ErRollups - l_ﬁ‘d _-JII-_-JDeFault Settings -
|- EH':_‘.E'SIice - EXEDr—t E]Definitichn -

Snaly=e Report

- = Do MNot Us=

Sort is used to select what columns to sort by and the sort method.

Rollups This button allows you to define rollups to group and organize the rows in the report.
Rollups appear as expandable/collapsible sections in the report where the records in each section are
grouped by the rolled-up column. You can roll up the report by one or more report columns. Right-
click a column and select Edit Calculations from each grouping level. A window opens where you
can edit section calculations.

Slice This button allows you to slice the report group and organize the data. You can group the
data set in buckets based on your slice definition. You can view the entire data set or each slice
individually. Each slice may be displayed as a tree or as links at the top of the report. Multiple
columns can be used as slice criteria to further separate data in each bucket.

Export This button allows you to report data in an alternate file format and provides a snapshot of
the current data set in the selected file format. The formats allow easy use for analysis or viewing in
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other commonly used applications. Several of the formats preserve the current settings for the
generated data file. You can also export using a delimited format. NOTE: To export a report to
Excel, you must be running Excel 2003 or later versions. The export functionality is designed
to utilize XML parsing that is available in Excel 2003. No earlier Excel versions are supported.
Default Settings This button allows you to save personalized display and data settings for later use
or remove them and restore to the default.

Definition: This button allows you to view or export the definition of the report.

Choose View to view detailed descriptions of all the tables, filters, variables, columns and levels
associated with the report. Choose Export to export the report definition to an xml file.

The Inquiry Console/My Group’s Inquiries Home Screen (default screen)

; __ Upper Tabs: Home tab is default. Display and Page Setup tabs
RightNow icon: Gets you to are for use when performing Reports/Analytics functions if you
Personal Settings. have Reports permission.

My Groups IRGUINES — THE_Upgrade - RIghtNow C — 5 %

Home |~TTePlay Page Setup

S D I, Q@ R M B Rm L gmme | Ribbonarea Specific Buttons
DT - e 5 N B pmses | TR mpmen es are enabled for field use
— — T accordlng to Profile permissions.
O e B | /\\ R N e T

__;Anseree Sl 101215-000002 a guestion Additn Info Provided 00%:10P  12§22/2010 08:00 PM Rao WA IRIS 5
e Tabs open up across The Content Pane is the section of the home

g the top as you work on screen that lists a mailgroup’s open inquiries. It is set

gl 10 oo different things. You up to display the following columns from left to right:

g can move tabs to open Inquiry #, Subject, Status, Date Created, Date Last

& \oraon ooones across the bottom if Updated, Initial Response Due, Inquirer Last
desired by changing Name, and Group.

your personal settings.

(D i - —

TR This area is the Navigation Pane. See next screenshot
PMLEETA for explanation.

#7 connguration

Left Navigation Pane

Hecord

Default is My Group’s Inquiries. If you choose to use another
function using a horizontal button at the bottom of this pane, you will
have pick something else from the top. See screenshots below.

Inquiries <<

Inquiry Items &~

# 0= Public

== pubhc% Recent Iltems displays the last 10 items you worked on, with the most recent on top.

& oo Quick Search using either Contact Info and/or SSN or select
8= Richard Master
) 101214000003 Inquiry Quick Search to search by specific inquiry number or
101 209-000004 . . . .
5 o Tomter inquiry wildcard string
= Tina Tester P,
}E 1071 208-000000 Quick Search 2 Quick Search =
% 131 gg;:gggggg Inquirs: Quick Search -
Quick Search Contact and 55N Guick Sean v [t
Contact and S5HM Quick Sean Last Mame [ Search ][ Clear ] ==
Last Mare

FirstMams = These are horizontal buttons that let you change to the
D7 inquiries Analytics/Reports function or the Answers/FAQs function. Buttons
D Ananticsmeports displayed depend on your user profile. NOTE: If you select a different
1§ Anewersraas horizontal button, you must move up to the top of the Navigation Pane

to adjust the Inquiry Items to be compatible with the function choice.
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To Navigate to another function:
If you pick a button other than Inquiries on the bottom of the left navigation pane, you will
need to also pick a corresponding item from the top of the nav pane.

1. Select
Analytics/Reports, on the
bottom of the nav pane,

2. Select Reports
Explorer, on the top of the
nav pane,

Column Sorting: By clicking on a column header, you can reverse the order of the inquiry
numbers, alphabetize the inquirer name column, etc.

= My G :
oms Click on Column header to reverse the inquiry numbers, sort by date, inquirer's name, etc.

=

e
j 1 =R W Ew
Mew Open CreatsDupli T=ign Do NotUse Search Refresh Reset
Record Data Set
Inquiry # Subject Status Date Created Date Last Updated itighResponse Due | Inquirer Last Mame Group

0910z/4000015 I would like to Iy for benefits, how do I Test Scenario resalved 10j/pjz009 10:42 AM
09y 000003 Anather ingui solved 1 /2009 02:15 PM
[ 00002 Ancother ing the same vete: 1 12009 02:21 PM

- ; Status S
Inquiry Subject ) Response
number; displays d|splay_s one Date Date Duepdisplays
year, the first 50 | Of multiple Created Last the initial due
month, day | characters status codes. displ Updated date, based Inquirer
and of the All status ISplays displays
: the date on the 5 Last

assigned inquiry codes display and time the date ) \qiness day | Name
number content. ggrtefzi the inquiry aned time response
oxcepitor | VeSSt | aury | e e
arrival in Solved SUbmied. | was business
the system which appear updated. days old and
on any on another no response
given day. Screen. sent, the line

item turns

red.

Scroll to next page of inquiry listings

If you have more inquiries than can be displayed on one screen, you can scroll through additional
display screens to see the others. Click on the page scroll numbers at the top of the screen right
above the inquiry listings. The page scroll capability will only appear if there are multiple pages.

displays
the mail
group to

which the
inquiry is
assigned.

|<<12345678910111213141516171819202122232425262728293031323334353637383940414243444546@ pages

Scroll to following

B TR Civek i Crnnil MAdurer Fienarin=kiar, bara T
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Responding to Inquiries
Navigation and Basics

Opening an Inquiry: Double click on the line item or click on the open button to open the
highlighted inquiry. NOTE: The first inquiry listed is the default for the highlight. The highlight is very
pale. If you single click on another listing and highlight it, then click the Open button to open that one.

’ My Groups Inguiries - irj uparade - RightMow CX —_
— A Eup't = | To open an inquiry, you can: — <@
B Peeaeounicne - | 1) DoOuble-click on the line item OR D efouitsetiings -
OD.E SaAssign ~ [Definition ~
Record Gta Set Analyze Report

Inquiri « || =AMy Groups d4b
Inquiry Ites & ™ Inquiry & Subject Status Date Created Date Last Updated  Initial Respanse Due Inquirer Last Group

ﬁ‘: Motific 101205-000000 question about benefits Unresalved 12006/2010 11:08 AWM 12/15/2010 08:33 P 12/15/2010 11:08 AM Wett YAIRIS S

Sl L=Mululuu ek 1h b Additn Info Provided 12/15/201008:40 PM  12/15/2010 09:10P  12§22{2010 08:00 PM Rao YA IRIS S

2) Click on the Open button and the
first listed inquiry will open.

When you open an inquiry, it opens up and occupies the entire screen to the right of navigation panel.
A new tab opens on the bottom of the screen that shows the inquiry number.

New Save Saved Print Spel Expand Delet= Info
lose Check

Commands
Inquiries « || zzAMy Groups Inquiries | @] 101229-000011 S
Inquiry ftems 2~

Contact Details Inquiry Details

&) Natifizations Form of Address™ | M Refersnce # | 101223-000011 Subject” | Test message for dropdovn fields on w
=4 My Groups Inqiries [default]
= jﬁ:m;;:g:lﬂth;:’esw Fiist Hame® 4ohn Inquin 7" [ves v Assigned | mis graf v
# 7 Public Contact Yiews Viddie Iniial |8 as&‘Salev
i : o et Fa
Rgoj":;mm e e Note that when you open an inquiry, a new tab S
;TR e appears at the top of the screen that is labeled with —
@ 1maxs o000 bapimeProne (2] 100777545 the inquiry number. If you wish to close the inquiry 3
Mesees | oo | memasin] WithoUt taking any action, right click on the tab to
(B John Adams nd on Save martassistant (), Sea i = undod
ot Lsndonsme | & sramssn: (5] ClOSE T, See next screenshot. tindock
iﬂ 101004-000827 Add ~ cending
G ECDED & Customer 5] Web Yo Vekerar, TIETE010 02:22 FM
Inguity Quick Search - Test message for dropdown fields on workspace:

Close an inquiry without taking any action, right click on the tab at the top and select

Close.
JHE®
Home b @ = {

0000 - iris_upgrade - RightNow CX -ax

To close an
inquiry without

lhqu) changing res @)101208-000000 b
nquinf @nN yth i ng, I'Ig ht Gz i bt 2
d F“Ck_ on tab with b= Reference  |101208000000 et | eston about benes
= inquiry number Close Al Buk This
5 0 PR S e helrad? (1o - RSOy g st v
# [ Public Contact ¥i - -
1 Pl Contcttens Middle Iniial Type" Dueston | Topic/Subtopic® | Pension [nonrservice dsahiity ben) R,
Recent ftems Py Filing for penion bengfits
@9 10208000000 LastHame" |Vel Stalus” | Urresolved | Type of Respomse® | EMal v
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Save/Save and Close buttons

Save button will save all your work but leave the inquiry open on your screen. This is useful if
you want to print the inquiry with everything that you have done and Save since opening the inquiry or
work on it for some other reason.

Save and Close button: To close an inquiry after taking an action, click on Save and Close
button which saves everything and also closes the inquiry.

il 101208-000000 - iris_upgrade - RightNow CX
[

N H B % To close an inquiry after taking an action,

Ssves Pimt Spsl Expand 3 click on Save and Close.

Close

New  Sa|

Commands

<« ||:==My Groups Inquiries |7 101208-000000

Inquiryllem El Contact Details Inquiry Details
™ Reference # |101208-000000
To save your work and leave the Vetis Inquiver on This Ineui7* | es 3
. inquiry open on your screen, click o
Ppe i -
s on Save. Hustion
Open Inquiry Screen
Home be = x
i
jw ‘j The Contact Details provides information
about the inquirer such as name and address.
Inquiries
Ll =8 S Inquiry Details The Inquiry Details provides information about the
1 Moifications = M 3 . . . . . . .
= My Groups ncuires (st Fom dfess” (M inquiry itself such as type of inquiry, topic/subtopic, etc..
24 Answers Defaul - New First Hame®  |John Wet is Inquirer on This Ing)
= JFubI!clncldentV.\ews
@ (= Public Contact Yiews Middle sl |8 L 3 - -
Recert foms > Upper screen of open inquiry
\ﬂ1ﬂ1225t|ﬂﬂ[m LastName* | Weteran Status” | Unresolved

contains PII contact record
information (name, address, phone,
email address if any, etc.) and
information relevant specifically to
the inquiry information (assigned to

dj 1072254 Dnumu Address” |34 E Orange Edit |@
@7 101208000000

Daytime Fhone [ ] 0007774545

E [ send on Save | Assistant (L, Search Knowledgebase = Standard Text | AT~
@ 101 202-000012

(i] 101004-000827 Add ~

Quickc Search 2 which mailgroup, topic/subtopic,
ok bk g Testmey ehaEtEEe requested method of response, etc.

101223000011

[ Seach | |

O e Tab section that accesses additional information. Lower screen of open inquiry displays the
message, any message updates, private

Tabs are Message, Contacts, Internal
notes attached to the inquiry, etc.

/D AnalyticsRepart

® comuion | FOrm, Audit Log, IRISInfo Website Help.

L meweerne | Attachments, Info Submitted via Web Entry
|

Upper Screen of open inquiry: Upper screen contains two sections: Inquirer Details on the left
and Inquiry Details on the right. Note that the Personal Identifying Information (PII) that fills the
fields on the upper screen contain information found in the Contact Record for this inquirer. If
information is edited on the upper screen or in the Contacts tab, the changes will be made
automatically in both places.

4] 091013-000003
£ MNew el Save Ly Save and Close | b | ws Do Nok Lse | 559

&P ab el

081013 000003 Sublect” | Another nauig

RONTRIE

el 1ritial Type

Laaet M ta
Edii |&€2 Oftios Phone (=]
56| _inemal Auschments | Audi Log | _(RiGinfa \website Help | _Pravious Version 55

Addre:

M o apon
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Inquirer Details Fields in the left section:

Form of Address: Mr, Mrs, Ms, etc.

First Name of Inquirer

Middle Initial of Inquirer

Last Name of Inquirer

Address displays part of the address data which has been combined in one field. To see all of the
address data, you must click on the Edit link in the Address field for the box to open up and show all
of the combined address data that has been entered. NOTE: If no address data has been entered,
you must enter something in the address box to assign/reassign or otherwise deal with an inquiry
and no address data has been supplied by the inquirer, you can get past this field by selecting
only country and/or state and country as you are able to determine from the rest of the content.
Not all fields in the address box need to be completed.

Address | 27 Notmain Shest Edt The Address field displays part of the address
data that has been entered, if any. Click on Edit
to see all the address data.

Address 27 Motmain Street

Messages
Street

The see all of the address data that has been
entered, click on the Edit link in the Address

Entering 5 ttakb and « fleld'

State/FProv | Colorado ~

[ send on Saw

Add - City  |Derwer

Inquirer Entr

Postal Cods | 99993-0000

Inguiry Details in the right section:

Reference Number: This is the inquiry number which is the year/month/day hyphen and six digit
number assigned by the system in order of receipt.

Vet is Inquirer on this Inquiry? Yes or No

Type: Type of inquiry as selected by the inquirer (codes may be added or removed by IRIS System
Admins): The types visible to the public are:

Question

Status of Claim

Service Complaint (lack of courtesy or service received from VA)

Compliment, Suggestion

Status of Appeal at a Local VA Office

Status of Appeal at BVA in Washington DC

Combat Call Initiative Inquiry

There are more types available to VA users; those not visible to the public were created for and are
used almost exclusively by VBA staff. The inclusive list is:
- [Juestion

- Status of Claim

- Service Complaint

- Compliment

- Suggestion

------ Statuz of Appeal at a Local VA Office
------ Statuz of Appeals at BVA Wash DT
------ eBenefits Portal

------ Combat Call Initiative Inguiry

------ [Care Management [nitiative Inquiry
------ B4 Internal

------ ‘WAl FNOD

------ {leveland CC WAl

------ Columbia CCal

------ tugkogee CC WAl

------ MNashvile CCal

------ Philadelphia CC il

------ Philadelphia PMC CCWal

------ Phoenis CC Wal

------ Salt Lake CCal

b5t Louis CC VAl

IR Refena
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Status: Gives the status of an inquiry; most often will be Unresolved. NOTE: If the inquirer updates
his inquiry, the system will automatically set the Status field to Additional Info Provided. Status
codes are:

Addit Info Requested

Additn Info Provided

Unresohwed

Selved

Solved - Duplicate
Shed-Too Litte Info
Waiting for contact
Pending File Review
Meedinfo MonlRISuser
Rewviewed
Assigned/Unresclved

Pendinglnvestigation

Status Code Definitions in order of appearance:

e Additional Info Requested—If a responder needs more information from the inquirer to be
able to respond, s/he may wish to manually put the inquiry into this status until the necessary
information is obtained, at which time the response can be sent and the status manually set to
Solved. This status code leaves the inquiry on the open inquiry screen and does NOT move it to
another console.

e Additional Info Provided—This status is set automatically when an inquirer updates an
existing inquiry. Inquirers may update the same inquiry for 31 days after the last action taken on that
inquiry by the inquirer OR by VA. If the inquirer continues to update the same inquiry, the life cycle of
the inquiry can be considerably prolonged. If more than 32 days transpire from the last action, the
veteran must submit a new inquiry. Note: this does not change its status within VA. If 32 days have
passed without a response or other action from VA, the inquiry stays open until there is a disposition
by VA. Inquiries do not expire.

e Solved— This status is set automatically when you send a response and save the inquiry; it
may be overridden manually if you reset it to another status code prior to Save. (NOTE: if the inquirer
did not provide an e-mail address, the IRIS cannot send an electronic response and an alternate
means must be used. If an alternate method is used, a Private Note should be entered and the
status manually set to Solved.) Solved inquiries are moved to another console to which you must
navigate using the Search feature. Once in Solved status for 6 months with no activity of any kind,
inquiries are archived and no longer are displayed on the Solved console. After they have been in
Solved status for 19 months with no activity of any kind, they are purged from the system. DO NOT
EVER REASSIGN AN INQUIRY IN SOLVED STATUS; if you do, the receiving location will never
know they have it because Solved inquiries go into another basket and are never seen unless
searched for.

e Pending File Review—Used by VBA when a claims file needs to be reviewed prior to
responding.

e Need Info from Non-IRIS User—Used when a VA employee/organization not in the IRIS
must be consulted before a response can be sent.

e Solved Duplicate—Set manually when duplicates are received. Duplicates are created
when inquirers repeatedly click the submit button at the bottom of the IRIS customer entry form
despite being told to click the button only one time. Every time the button is clicked, a duplicate with
a new number is generated. If a responder receives duplicate inquiries, s’fhe must respond to one of
them and then set the status of the duplicates to Solved Duplicate in the status field.

e Reviewed—Set manually by a supervisor or other designated employee who is required to
review a response before it can be sent. Changing to this status code informs the responder that
s/he can now send the response.

e Assigned/Unresolved—Set manually in VBA call centers when inquiries are assigned to
designated staff and still require responses.

e Pending Investigation—Set manually when a response cannot be sent until an official
determination can be made that a response can be sent to the inquirer (i.e., an entity responsible for
more than one veteran, such as a custodian, whose status must be verified before information can be
released.)

e Waiting for Contact—Responder is making attempts to contact by phone to resolve.
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e Awaiting Guidance—Set manually by call centers when supervisory review is necessary
before response can be sent.
Daytime Phone: This field is for the daytime phone number.
Subject: Repeats first fifty characters of the beginning of the inquiry message if submitted through
the VA Web site. If the inquiry is created from inside VA, the subject line may not match the first fifty
characters of the inquiry.
Assigned: The Assigned dropdown box shows the mailgroup to which the inquiry is assigned and is
also the place where you can reassign an inquiry to another mailgroup.
Topic/Subtopic: Lists the Topics and subtopics selected by the inquirer on the IRIS customer entry
form. (List is subject to change.) To see the subtopics, open the Topic by clicking on its + sign to the
left of the topic name. Topics are:

- Compenzation [Service-Connected Benefits
~Penzion [Mon-Service-Connected Benefitz)
S urvivors

FAppealz of Denied Claims

H-Benefits lssues Outzide the LS

-Debt Collection Questions [non-medical)
-E conomic Recovery Payments
F-Committes on ‘Waivers & Compromizes

=W ocational Fehab & Employment [WRE]

FE ducation/Gl Bill "8 E

Al Health & Medical lssues & Services
~-Homeloan Guaranty/all Y Mortgage |szues
FLife Insurance

F-Bunal & Memorial Benefits [MCA)

B nduring/lrag Yeteranz & Families
F~Conzumer and Public Affairs

+E-Benefitz Portal

M ational Weterans Emplayment Program
F-binonty Yeterans—Folicy & Programs

WA, Chr for ‘Women Wets, Policies & Progs
-8l Technical, Password and Access Prabs

-4l E-futhentication Project

ot & WA lzsue [Anather Federal Agency]

~{Cl Project

Type of Response: The inquirer selects the method for response: email, US Mail or telephone. If
s/he wants a response other than email, the email field will most often be blank.

Email: Email address of the inquirer. If there is no email address, you cannot send an electronic
response. The inquirer will have requested another Type of Response. NOTE: If more than one
individual is referenced on an inquiry and persons listed other than the inquirer also have emalil
addresses, each of them will receive the responses.

Inquiry Tab Section:

The opened inquiry tab section displays tabs for Messages (default), Contacts, Internal
Attachments (attachments added for internal use only), Info Submitted via Web Entry Form, Audit
Log, IRISInfo Website Help, The tabs available to everyone are described below. Note: Additional
tabs may be added for specific groups or purposes.

K Hessages[ Contacts [ Infemal Attachmerts | Info Submited via Web Entry Fam ( Byt Log ( (RIS Info Wetsie Help
n

Serd fin Save | Smarthesictant (| Searchnrwdednehace = Shandard Tevk | A7« ek

Inquiry tab section

Messages Tab is the automatic default when you open in inquiry. This displays the message from
the inquirer and also provides access to additional features needed when responding to an inquiry. It
also displays on the blue strip how the inquiry entered the system, either by the inquirer coming
through the web on VA’s Internet website, or if it was entered by a VA employee on behalf of the
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inquirer, which is almost always by phone contact via the VA call centers. Other methods of contact

are selectable by using the dropdown capability. ——— : —
ot e (3] [F077758 — The blue strip will indicate if the inquiry came through
/M—mﬁ%_,_m_/r_;”j Default is the s || e VA website or if the inquiry was input by a VA
[ sendonsave | o s CLsemenioniisene] M€SSAQES tab [ —— IRIS user on behalf of the inquirer, which is almost
e always by phone. If other than Web Form, the default
Cusaer E]web is phone, but this can be changed by using the
Test message for dropdown fields on workspace. dropdown bOX

Inquirer By Web Form =

Inquirer Entry By Phone Qa

Dropdown arrow
to select method

Message content is displayed here.

Inquirer Entry | By Phone Q: -

Mo Cha g, prone] of receipt of
By Phone inquiry. Default is
e Phone.

By Post

Fs Midah Form

Contacts Tab provides information using subtabs relevant to the contact record (personal)
information. PIl is initially recorded and edited using the Contacts tabs and forms; the fields on the
upper screen of the inquiry were auto-filled based on the information from the Contacts function.
After the information is initially recorded using the Contacts function, fields that appear on the
inquiry upper screen can be altered and will change the data in the corresponding contact
record.

The Contacts subtab displays the “official record” of the full name, email address, and phone
numbers, if provided during the customer entry process. If the inquirer is the veteran, and/or is
inquiring only for him/herself, there will be a single line item with inquirer data and the Contacts
subtab will show (1) after its label. This means that this inquiry only concerns one person. The radio
button that is checked means this person is the inquirer.

o ey Coes [tssteten L1 o acts subtab shows the name of the inquirer and indicates
Contacs i Lmwtswmsin || that the inquirer is the only person/contact involved with this inquiry;
i o freem B heemni 3 note the (1) displayed on the subtab label. The checked radio
x ® Tester e button means that the person whose name is shown is the inquirer.
8

If the inquirer is not the veteran but is asking for/about a veteran or represents the dependent of a
veteran and supplies information regarding that other person, the Contacts tab label will display (2) or
(3) since the inquiry involves two or three persons: the inquirer and the veteran OR the representative
(inquirer), the veteran and the dependent. That second (and third if applicable) person’s name will
also display. The person whose data has a checked radio button is the inquirer. The unchecked
radio button provides information about the veteran who is not the inquirer. DO NOT CHANGE THE
RADIO BUTTON SETTINGS.

{5 warktow - | estg e msnozn] 1 NE Contacts subtab shows the name of the inquirer, indicated by the checked
radio button and also shows the name of the veteran. Since this inquiry pertains
to two persons, the (2) is displayed on the subtab label. The checked radio
button means that the person whose name is shown is the inquirer; the
unchecked radio button belongs to the veteran who is other than the veteran.

L2z Adrin View

Recent tems 3

[BZ Twertieth Yeteran
@) D30929-000007
) 03081 7-000000

ﬂndd ~ [Fopen _j
) 030521000000 Primary | Full Ny

%gggg;;gggg?ﬁ ® E— T o Valuz o alue 000-000-5538 Open_Print.
G2 thidpeson
To access more information about the person(s) listed on the Contacts subtab, double-click on the
person’s name or on the open link to the far right of the person’s name on the same item line. Do

NOT click on the radio buttons.

O Twentieth Yeteran Mo value Mo value Qpen  Print
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1. To open more information about the person(s)

| R wies (%9190 |isted on the Contacts subtab, double-click on the v
_;_:jAm\nV\Ew Conta person's name OR

Recent tems

»

g | 2. Click on the open link to the

far right of the person’s name on
: the same item line

Primary | Full Name /| Emall Address Home Phone Mabile Phone

® Tenth Caller tenthealler@invalid. com Mo Yalue: Mo Valug 000-000-8583 Open,
O Twentieth Yeteran Mo Yalue Mo Yalue Open_ Print

E-Mail Address Data and No E-Mail Address Data

l:nntark[?][ Inquiry Histary far Ingy

B2 Twentigth Veteran
@Y pase3-000007
Y 0301 7000000
DY paoa1-00000
Y 09091 4000008
) 090928000010
B third person

[<)acd ~ (B open [ Create Dupy

Inquiry has an e-mail address

The e-mail address, if any, is shown on the upper screen and also on the Contact tab and; not all
inquirers have or supply their own e-mail, so this field may be blank. If the inquirer has no email
address, you cannot send an IRIS response electronically.

You must check the Type of Response field to determine by what means the inquirer wants VA to

reﬂ)ond, which will be email, telephone or US Mail.
H B B v i A O

New Save Saved Print  Spel Expand Delete Info

Close Check
Commands
Configuration « | 9] 101229-000011 ar
°°g="""‘°" 22 Contact Details On upper screen, the E-mail
Admiristration Start Pags Form of Aedchess® | ML . . . Subject’ | age for dropdown fields on workspace:
5 (5 Sta Management address for inquirer, if any,
= (= Application Appearance FistHame® | John . . L Assigned |y g giaf v
& orkapares will display here.
e Client Workflow Images Middie Initial B K Topic/Sublopic® | AllHealkth & Medical lssuss & Servi
ecical Care Issuss at Specifc Fan
2] Lastbame" | Vetetan Staus” | U - Type of Response” | EMail ~
3 Inlerfaces
i;ﬁ Mailboses Addiess® |34 E Drange Edit | Email E] jnhrvet@address.com 4 VE| On the ContaCtS tabS the E'mall
1

5] Distribution Lists

% Rules

5 Settings
53] Message Bases Massage,

Daytime Phone (=] (0007774645

address for inquirer, if any, will also
Contacts | _Intemsl sttschmsrts | Into Submittsd vis Wb Entry Form_| it Log | IRISInka websits Hslp

Fic Honeger display here.
g Addin Manager Contacts (1) |_ Inquiy History for Ineuirer | /|

Logs
: j :;te’“at'ma“za“”” [£]add + ¥ open (= print ([ Create Duplicate %] Remove 3 Options
= [ Sevice
# £ Knowledge Base Primary | Full Hame ¢ |Email Daytime Phane Action

# [ Service Level Agreements ® Johin Veteran Johnvet@address,com 000-777-4545 Open, Print

NOTE: if more than one person/contact is cited on a specific inquiry and both parties have
email addresses and an email response is requested, BOTH persons will get the response.

No E-Mail Address on Upper Screen or Contacts Tabs: The IRIS cannot respond via e-mail
without an e-mail address. The absence of an e-mail address is an indicator that the inquirer
requested a response via telephone or surface mail rather than by email. The preferred method for
response is shown in the upper inquiry section in the Type of Response field.

lapic/oubtapic” | BEMETS 153UES LUSITE e U3, K. T_he type of response requested is
Canada specific displayed here. The choices are:

v

¥ | Type of Response | Telephane *| Type of Response. |E-Mail v

e arsien Infn 115 Mal

Edit an E-Mail Address or other personal information

If you need to edit an existing email address or any other information pertaining to an inquirer, you
can 1) edit from the fields in the upper screen or 2) you can click on the person’s name on the
Contacts tabs to access the personal information and edit any of the information recorded there.

If you need to edit the information about the veteran or other party mentioned in the inquiry but who

is NOT the inquirer, you must use the Contacts subtabs by clicking on that person’s name and then
editing his/her information from there.
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To edit an email address or to edit any personal data
fields, click on the person’s name to open the contact
T R ' record screens for editing. Click OK when changes are
DEde | e bk penere _W/M made to return to the inquiry screen. When you Save or
® b Veteran Save and Close, those changes will be recorded.

]

Person’s name will appear at the top of the Contact Record so
that you know whose contact record is being edited.

Duplicate E-Mail Address Error:

If you enter an email address for a contact and then click Save, but get a Duplicate E-Mail Address
message, you must reconcile the problem and determine if the same email address is in use by
another person, or if you are duplicating an existing contact record, or determine there is another
issue concerning the email address. You may need to delete an email address to resolve the
problem.

Inquiry History Subtabs under Contacts Tab

Inquiry History for Inquirer tab
This tab will list all inquiries still in the system (closed inquiries are purged at 24 months) that came
from this inquirer. The tab label shows in parenthesis the number of inquiries in the system that have
yet to be purged due to age. All of the inquiries from this inquirer will be listed; you can click on any
of them to open them up..

@] 1631301 G057 Messages” Comtacts | _intcimal tachmerts | CustEniy Data Subried wf Thi K K . R -

&) Yorana-toonoe __ , The Inquiry History in this example shows 1

&Y 101209 000004 Contacts (17 Inquiry History for Inquier (1) | . . .. . . . . .

£ Paul Tose inquiry from this inquirer, which is the inquiry
that you have opened on your screen.

8= Tina Tester Fopen ~ [JNew - (iFrint = [[Create Duplicate ~ 3 Assign ~ X Delete +
@7 101207-000005 Status Response Interval Resolution Interval

Quick Search ES Unresolved Ch om oh om

In the following example, the inquirer has a history of inquiries. The tab shows 40 prior inquiries from
this inquirer. You an open and/or print any of the others. This list is long enough that a scroll bar

appears at the right so that you can scroll through them.4I

Contacts (17 Inquirg History for |nouies

Inquiry History for Inquirer in this example

W open - [ Creats Duplicate ~ € Delete ~ (541 Print ~ wé cc Non-IRIS User 43 Assian

Respore rkerval| Resouenmercel e e e |- ShOWS 40 inquiries from this inquirer
oo When there are more inquiries that can display on the screen at
oo the same time, a scrollbar appears at the right.

oh om OhOm Ask A Question  0909ZB-000013  Test Women Yets Policy... Spen

"l Ob O Ob oo A isston =) Cpen

Spen . Prink %

You can open and/or print any of the other inquires by clicking on the link on the right
end of the line item or clicking on the line item to open the inquiry.

Inquiry History Secondary Contact tab

The secondary contact pertains to the other person(s) involved with this inquiry. If the inquirer (the
primary) is asking about a veteran (the secondary party), this tab will display information about that
other person. If the inquirer represents the dependent of a veteran, there will be more than one
secondary contact listed. There will be an entry for the dependent and another for the veteran.

In this example, there is no secondary contact information on that tab because the inquirer was the
veteran or did not provide any information on a veteran other than himself/herself.

Conltacts (1) | Inquiy Histary for Inquirer (40} Inguirg History-Secondary Contact |

) Mew ~ ¥ open - [ Creats Duplicate ~ (= Print ~
Inquiry # Subject Date Created Status

I There are no ikems to show in this view.
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In this example, an inquiry was submitted on behalf of a veteran (the secondary contact) who is other
than the inquirer, but we have no other inquiries from or pertaining to this veteran in the system other
than the one we are working on, so only one item is shown.

Cortacts (21 | ity History fer Inuireg” Inquiry History-Secondary Contact |

ew ~ [ open - [ Create Duplicate = ¢ Delete = (=5 Print = cc Man-| ser 3 Assign | Do Mok Use il
L o Create Duplicate Delete = (=4 Prink = i cc Mon-IRIS User 3 4 4@ DO Mok L opt

Inquiry # Subject Date Created Status
090525-000007 Inquiry on bshalf of a veteran 09/23/2009 03:37 PM Unresolved

Inquiry History on a Contact Record (Primary and Secondary)

On a contact record, the inquiry history will display all the inquiries submitted by this individual
and/or will show any inquiries on which this person was cited as a secondary contact. If the latter, it
means that someone sent in an inquiry about or on behalf of this person. If a third party is involved, a
second item will display in the Secondary history. For example, if the representative of a dependent of
a veteran submitted an inquiry, the primary contact history will show inquiries submitted by the
representative and the secondary history will have inquiries cross-referenced for the veteran and for
the dependent. See screenshot below.

My Groups Inquiries |82 Peter Adams |5k Contact and $5N Quick Search | £4Products/Categories/Dispasi.. q4p
Fom of ddress” | v
First Name" | Peter
Middls Initial
Last Mame™ | Adams

Daytime Fhone [+

Address® |15 Mot St Edit .Q
Email (=]
Lagin
Date Last Updated |12/02/2010 11.51 &M
NOTE: Login field is only viewable to Administrators
7 eteran It Inquiries(1) |_SSH | Mates ' Audt Log I
o o s contctwho Wi oo e Pimer. < If this contact submitted an inquiry on his/her own behalf, the
[Jadd new [ open (=)Print ([ Create Duplicate ¢ Delete [ Do Nat Use . .. . . . .
e  eecmapere inquiries would be listed here since the veteran is the primary
Unresalved 101004-000827 Cleveland CC val |nd |V|d u al
Inquiries for this contact where this contact is the Secondary.
Fopen - | Inew + (=ZiPrint ~ ([ Creats Duplicate ~ {3 Assign ~ € Delete - b Do Mot Use Options =
Status Reference # W | Category Level 1 . R | R . |
Unrescled 101202000012 Questian Test sl If this contact had an inquiry submitted that cited him/her as a
secondary party, the inquiries would be listed here.

Adding Attachments; attach to response or for internal use

There are two different functions for adding attachments to an inquiry:

1. To send an attachment to the veteran, use a feature that appears on the left side of the response
box. See instruction a below.

2. To attach a document for internal use only use the Internal Attachments tab. See Internal
Attachments section b below.

a. Attach a File/Document to A Response (Attach and Send to the Inquirer with
Response).
To attach a document to a response, you must use the response box in the Message tab. Open
the inquiry and click on Add on the Message tab. Select Response and type in response.

Messages Contac

brd Text r

———— On the Message tab, click
[ eaa o] <| Add and then Response.

Cusko

[ Response o=

Private MNoke |
Trauirer Enkry By Phons .

This is another test to see if there is information about CHAR Fhué,
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When the response box is open, a dotted blue vertical bar appears on the left border of the box with
a marked space between two arrows. Type in your response, and click on the dotted blue bar to

open the attachment box.

[] Send ©n Save | &y Smart Ass) . i
| ad - Z Response field is open view [ a0
Response

= Undock.

* |Sort Date - Descending |+

Delete #

% Type response in response field.

3 % »

bar appears on the left border of the response box.

Note that when Response is open, this dotted blue vertical

= P | —_—

[ S = Tt

T hi= i= khkn r FoNE 1

To add an attachment that will be sent to the
inquirer with a response, click between the
L—— — arrows on the blue side bar.

7 Illlllklll 7

When the attachment box opens up, you will find your response typed into the response field

of the attachments box and can still edit it inside this field.

Messages | Cortacts

o miomssn Lo Y OUT FESPONSE appears in the response field of

— | the Attachments box and can be edited in this

| field if necessaryv.
Attach [

Sign

this is the respo% !

Do not use the cc or bcc buttons because encryption is not available using these buttons.

Messages |_Conts]

Do Not Use the cc or bcc buttons.

Send On Save | o 5

anach. —H | Click on Attach

Sign

this is the respanse. |
You can still edit you response message in this box.

If you decide NOT to send an attachment, click on the vertical dotted bar to close to the

Attachment box

Messages |_Contacts

v =memsere | ooned |f YOU decide NOT to send an attachment,
click on the vertical dotted bar to close to
the Attachment box.

Sign \
this is the response

1

If you decide to continue with the attachments, click on Add Files and find the attachments.
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Attachments o x

Click on Add Files, Browse (your
Response Fles [ add Fles - | own machine) or Search (beyond

B o your own machine), select the
{\ Search how in tis view, attaChment(S).

You can open, download and/or delete the selected document(s) using the links on the
document’s item line or clicking on the buttons above the line items. Click OK when you are
satisfied with your selections.

The selected document(s) will be listed here as line items.

Bacuments for = Add Files = (% cpen  £5% Cownlaad T Properties

rame Size | Creat | Updat | Descript

vAaLatEarhe 2053

TRan. Download . el

You can open, download and/or delete the
selected document using the links on the
document’s item line or clicking on the buttons
above the line items.

[ o1 L

Click OK when you are satisfied with your
selections.

Once you click OK, the Attachment box shows the name of the inquirer to whom the attachment is
being sent. Send on Save is automatically checked.

o | Gt Send on Save is automatically selected for
essages | Contacts

Send On & you.

! Send To third persan [third personiEinvalid person) Add ~ Yigw
Ce. ‘ Entry By Phone 2,
Bec | \Cﬁe\ between contact tab and detalls tab

[t ] fitoniedicce Shows the name of the inquirer to

£ whom the reply and attachment will
Here is the response that is typed into be sent.
the respanse field.

When you are satisfied with the response and the attached documents, click Save or Save and

Close.

cT Send on Save is automatically checked when you .
T8 i T add an attachment to your response. This means
0 =i i

s‘ﬁ& F’f si Expﬂd Zi Info that when you Save or Save and Close, the

message will be sent with the attachment, and the
inquiry will be set to Solved.

4 b

Contact Details
don Start Page Form of Address® | Mr. pdovin fields on workspace,
sgemert
1Appeaiance First Mame | Jahn
paces
wiorkflow Images

f

= Hancy Tucker ¥
Topic/Subtopic” | AllHealh & Medical lssues & Servin

stion Sete Middle Initial |B
pizable Menus
. ’ H
wsion L If you're done, click on the Save and Close button and the
Address” |34 E Edit 1 1 1 1
- advess @ | message will be sent with the attachment, and the inquiry
Davtime Phone -
will be set to Solved and closed.
¢
e Bases % Comacts | Inkeral sttachments | Info Subnited . .
’Eﬂzw [ Send on Save |  Smartdssistant (), Search knowledgebase = Standard Text | A~ £ Undack
) Response ™ Email Add - View | All | Sort Date - Descending v
alzation Send To John Veteran [chnvet@addiess.com] —
Customer iWEb John Yeteran, 12/29/2010 02:22 PM

=dge Base
e porseman Ce. [ Test message for dropdann fields on workspace.
sts/Categories/Disp B
ad Text | 1
les “ Atach.. | |
....... . :

4
teports
‘AQs
ion
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2. Attach A File for Internal Use Only; will NOT be sent to inquirer
To attach a document for internal use only (will not be sent to inquirer), click on the Internal
Attachment tab when the inquiry is open on the screen.

I L =
@ 02N ==

(B2 Toster Vst Messages | Cortacy” Internal Aliachmerts | custEnuyDataSub:n;:; lnternal Attachments tab is where any
o i P - i — files/documents can be attached for internal use.
B mava Ran

To attach documents for internal use, do the following:

1. Click on the Internal Attachments tab

2. Click on Add Files.

3. Find and select the documents (Browse looks at your machine only; Search goes outside your
machine)

4. When the documents are successfully attached, the paper clip symbol < will appear on the
Internal Attachments tab label and the document will be listed on the tab screen. You can
open, download or delete the document that has been attached by using those respective links
at the right end of the line item or by choosing buttons for those functions (functions will be
applied to the highlighted document in the attached document listings.

1. Click on Internal Attachments tab. ; Internal Aiachments | Audit Log | IRISInfo WebsizHelp |

| Add Files ! . .
.—1 2. Click on the Add Files button.
Marne Size | Cheared 8 aiats a sin)
] Add Files ~ 3. Browse your own machine or Search beyond your own
G| Browse[ machine to find the file/document(s) and select the items to attach.
- :5_ Search—

Add.eﬂzm _ W 4. When the documents are successfully attached, the
Messages Contack / Intemnal T

paper clip symbol will appear on the Internal Attachments

|+ Add Files ~ (¥ Open 5 Download (27 Fropertiss 2 Delste
tab label.
Web Browser software recommendation.doc 23.00KB 11/10£2010 07:27 AM
; & Internal Attachments
Adtiess” | 22F 5t Edt | @ Daptine: Phare E] 2420 Emal E] testervett@nonhers.com ¥
Messages ( Contacty” ¢/ Internal Attach [ Cust Entry Data Submitted w/ This Inguir [ Audit Log [ |RI5Info Website Help 1

[ addFies « [0pen {5 Donnload £ Popeties K Delte The document(s) will be listed on the

e | Ceated M%‘ Internal Attachments tab screen.
) (2010 07:27 & T1Z010 07:27 &M Open Download  Delete |

Name
Web Browser soft ammendatio

You can You can
Open the The Download D_eIeFe the You can also open, download
A button allows you to highlighted
highlighted PN . and/or delete the attachment(s) on
. save the highlighted document if L ;
document if . . that line item using these
file/document to your you wish. . . .
you want to machine in another selections instead of using the
irp:ltfesure location. If desired. buttons on the too of the tab

Viewing attached files:

To view a file attachment that was appended to the inquiry by a VA employee for internal use, click on
the Internal Attachments tab to see and open all the files that have been attached to the inquiry.

esapes | (e’ ¢ Inemalétectoents | | Attachments listed are all files attached for internal use. List
Raries - Poen 80wkt st X does NOT include files sent only to the inquirer.

Hame Sz ted Description Private Action
Web Browser software recommendation. doc - 1/10/2010 07:27 AW 11{10/2010 07:27 &M Open, Download |, Delete
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Info Submitted via Web Entry Form Tab

achrments T

Info Submitted wia “web Entry Form ]- Auadit Log

These tabs are read only and reflect the specific information that was input via the customer
entry form on the VA website. If the inquiry was constructed by a VA employee from inside the
system, no information will fill these tabs.

These tabs provide historical information only and information in the fields in these tabs is not
searchable. You may need to copy information in these fields into the contact record to make it part
of the contact record and make the information searchable.

Subtabs contain information about the inquirer (who may or not be the veteran), the veteran, and
information about a dependent of the veteran, depending on what the inquiry scenario is. For

example:

If the inquirer is the veteran, the vet info will pertain to the inquirer.

If the inquirer is not the veteran and is inquiring about or on behalf of a veteran, the vet info pertains
only to the veteran.
If the inquirer represents the dependent of a veteran, there will be information about the inquirer, the

veteran, and the dependent.

NOTE: The only SSN that we ask for is the SSN of the veteran. If you copy an SSN

into a contact record, be sure it is copied to the veteran’s contact record and not to
the contact record of the inquirer or the dependent if other than the veteran.

Inquirer’s Info subtab:

Messages | Cortscts | Intemsl sttschmeny

Information must be updated under “Contacts™ tab

InquirerInfo. | VeleranInfo | DependentInfo

Info Submitted via Wb Enty Form | _Audt Lon | IRISInts wsbsits Help

Fom of Addiess | M.
First Name | John
Middle Initial B
Last Mame | Vateran
Suffir |1
Email Entered w/ Inquiny  iohnvet@addrsss.com

“Your Relationship to Veteran | [-]

Daytime Phone | 000-777-4545

Street |34 E Orange

City |Qrange
State |Florida

Zipcode | 35467

Country |United States

We ask for the relationship between the
inquirer and the veteran if inquirer is not the

\| veteran.

Veteran Info Subtab: If the veteran is also the inquirer, the information here will pertain to the
inquirer. If the veteran is NOT the inquirer, this information belongs to the veteran.

Messages | Contacts | Intemal Attachmen;

Information must be updated under “Contacts™ tah

et Fom of Addiess
Vateran First Nams
Veteran Middie Iritial
Yeteran Last Mame
Vateran Suffix
Yeteran Stieet
Veteran City

Weteran State

Yeteian Country

it Infpe” WiatatanInfo | _Deperndant nfo

Info Submitted viaWeb Entiy Form | AuditLog | IRISInio Websie Help |

M.
John

B

\eteran

o

34 Drange
Drarge
Florida

United States

Veteran S ocial Securiy Number
Veteran Claim Number

Veteran Date of Bitth

Veteran Service Number
Branch of Service

Date Entered Active Duty

Date Released fom Active Duty
PO&

Name of POA

-

- HH-HEH
4523478
Air Foice
HH-HE-HEEH
- HH-HEH

[

il The only SSN we ask for belongs

to the veteran. Be sure it appears
on the correct contact record and is
not attributed to anyone other than
the veteran.

Vateran Zipcade

|5 the Veteran Deceased?

Dependent Info Subtab:

35467

3]

Inquirer Info | _Veteran Infs”  DependentInfo |

Diependent Form of Address
Diependent First Name
Diependent Middle Iritiial
Dependent Last Name
Dependent Sulfix

Dependent Relation to Veteran

[ . .
We ask if the veteran is deceased.

[Select from Items Below]

[Select from Items Below]

~ | Dependent Diaytime Phone

Dependent Email Address

Dependent Strest
Dependent City
Dependent State | [Select from Items Belo

DependentZTpemne

Dependent Courtry | [Select from liems BeloulT
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Audit Log tab

The Audit Log tab displays the entire history of the inquiry opened on your screen from the moment
it was first submitted; the most recent action at the top of the list.

Meszages ]’ Contacts and S5H ]’& Internal Attachment;

when o who what Description
08/13/2009 02:19 PM  Administrator  Edited From Public XML API

Audit Log ]’ IFISInfo wWebsite Help ]’ Previous Version S5 ]’ Previous Yersion Info

Audit Log displays the entire history of an
opened inquiry from the moment it was first

08/13/2009 02:19 PM  Administrator  Edited  Fram Public XML Apl\l submitted

IRISInfo Website Help tab

The IRISInfo Website Help tab goes directly to the IRISInfo Intranet website at
http://vaww.gov/irisinfol/irisqguides.asp  There are links to IRIS documents, including the instruction
manual, the IRIS Participants Dropdown Listings, a list of all Answers/FAQs in the IRIS FAQ

Knowledge Base, a list of all Standard Text Answers, links to recorded training, documents that
address Internet browser settings, etc.

Messsges | Contasts | Intemsl Attschments | Info Submittsd via wsb Enty Form | Audt Lo IRISInfowebsie Help |

UnNrTED STATES é//VTIPA/Vt-r g

-]
DEPARTMENT OF VETERANS AFFAIRS

= Open Advanced Search
VA Intranet Home

About VA ‘Organizations Locations Employee Resources

IRIS INFORMATION

IRIS Instruction Guides

IRIS Information
Home

IRIS Instruction
Guides & Other User
Information

IRIS Monthly Call First Launch and Subsequent Logins to IRIS v8
Minutes

Tabs across the top (or the bottom) of the screen; tab for each open item

When you open more than one item/screen at the same time, each item has a tab that appears at the

bottom of the screen showing the name of the contact if a contact record is open or an inquiry numb
if an inquiry is open on your screen, On the following screenshot, there is the My Group’s Inquiries
tab (default screen), an open inquiry for which the reference number displays on the tab, and a
second open inquiry that shows its reference number.

My Groups Inquiries - iris_upgrade - RightMow CX
(o € I
-~ | Home

W j
Open  New

Display ~ Page Setup

[=Print -
[[ycreate Duplicate - ,;Furwardlnqu\ry

K Delete - _9

Ebe

Reset

ALsort = Do NotUse

Q &

Search  Refresh

|
45

Export

4
Auto
Filter

#AFind
Find Next E=Rollups -
gfislice -

Analyze

3 Default Settings ~
k5] Definition =
Report

Sassign +
Record

Configuration « || ZMy Groups Inquiries

|| iy # Subject

Data Set

BzPeteradams (ol Contact and SSK Quick Search | = Products/Categories/Disposi.. (B2 David Martin

% Rules Status Date Created S \Inquirer Last | Graup

To utilize the tabs and take an action on a speC|f|c item, right click on the tab as follows.

Spen in MNews windows

Close
Close all Buk This

Close all

Li-oaoces.- | @) o014

When you have a contact record or an inquiry displayed on your screen and you open something
else without closing the first item, the new item will overlay the first and will display a tab on the
bottom of the screen. All open screens will have tabs that display at the bottom of the screen in the
same way Excel spreadsheets have tabs for multiple sheets in a spreadsheet. To get descriptive
information about the content of a tab that that belongs to the item, move your cursor over the tab
that has an inquiry number and the mouseover will display basic information about the inquiry.

Mouseover Capability with bottom tabs

Put your cursor over the tab for the item that you opened but did not close when you opened
somethmg else and the mouseover will display basic information about the item.

#=Rollups yDefault Settings +
Re;at Auh:u Expﬂrt

er

gifslice ~

Analyze

Filter _]Deﬂmtmn -

ita Set Report

The mouseover will display basic

Centact and SSN Quick Search | E2Products/Categories/Disposi.., (82 David Martin

Status Date Created Dorvid Martin Inguirer Last
Unresolved
CentactID:

G
Email Address: test VAIRIS & ]
Phone;

cursor on the tab.

Additn Info Provided  12/15/2010 0140 PM 12/1

information about the item when you put the

Dat
12{06/2010 11:05 AM 12/1
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http://vaww.gov/irisinfo/irisguides.asp

Handling IRIS Inquiries: The Steps

1. Open the IRIS. The screen default if My Group’s Inquiries. If anything else is displayed, click on

My Group’s Inquiries to get to your workspace.

ris_upgrade - RightNow CX
() =N 1

' Mome | Display  Page Setup
i print « - % ‘ i B4 sor : 5
2 = Print K Delete \__‘)\5 Y j\_j- @ Find 3 $dsort [l w4 Do Not Use
J IS Cruata Duplcate’=" (h Forward Inquiry & # I i3 Default Settings -
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clicking on it.

Select an inquiry by double-

New Save Save® Print Spell Expand Delete Info
Chedk

When an inquiry is opened, a tab with the
reference number displays on the bottom.
You can close the inquiry it by right-clicking
on the tab and choosing the close option.
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3. The Messages tab is the default tab when you open an inquiry. Read the message and
determine if it needs to be re-assigned to another mailgroup. If you determine that inquiry does
not belong to your mailgroup and thus needs to be reassigned, do the following:

Topic/Subtopic™

Type of Response

Reassign an Inquiry if it doesn’t belong to your mailgroup
To reassign an inquiry to another IRIS mail group: Click on the Assigned field dropdown arrow
and choose the correct mail group and its subset to which the inquiry will be assigned. Mail
groups are listed alphabetically: all VA program offices start with VA, all NCA entries begin with
NCA, all VBA entries begin with VBA,; all VHA entries begin with VHA. VHA facilities are listed
by state; VISNs are at the bottom of the VHA listings and are shown as VHA-VISN X. NOTE:
You must pick a subset of a selected mailgroup. If you pick a subset, that particular person will
get an alert. If that person belongs to a corporate mailbox, everyone in the group will receive the
alert.

See full listing of all mail groups in the IRIS, the order in which they appear, service area
information, etc., at http://vaww.va.gov/irisinfo/irisquides.asp on the IRIS Participants

Dropdown List document. Please create a direct link to this document or you can click on the

IRISInfo tab on the opened inquiry. s | Audtlog | IRl WebsieHeb \\/hen needed, open up the IRIS
Participants Dropdown List document, place your cursor in any text, and do a control+F to
open a search box. Enter your search term for a location or program office. All occurrences of
this term will be found so that you can find the correct one.

You may wish to Add a Private Note before transferring if it would be helpful to the receiving
location. Once the receiving group is chosen and the Private Note is entered, click on Save
and Close to save any changes/additions and move the inquiry to the new group.

DO NOT EVER REASSIGN AN INQUIRY IN SOLVED STATUS; if you do, the receiving
location will never know they have it because Solved inquiries go into another basket and are
never seen unless searched for.

als

039101 3-000003 Subject® | Another inguirw

Mo -

Assigred

1. Click on Assigned dropdown arrow to see all mail
groups in IRIS. See full listing of all mail groups in the
IRIS, the order in which they appear, service area

VRIS Stalt v 2. Select the correct routing destination and a subset.

Augzigned

If it is a VBA Comp and Pen destination, pick the
subset that says PCT

- VBA Anchorage RO-CRP ~
+ YBA Anchorage RO-VR
= e )
i - PCT Atlanta
H f Traim Loikhi
1

Er WHIL M Eayerrevile
+ WHa AR Litkle Rock warac
gHo A7 Phoenizx WarC
i PHO Resp Grp

= WHA AF Prescokt WARMC (Mo, Arizona HCS),

If you re-assign to another mailgroup, you may also need to change the Topic/Subtopic field
to be compatible with the context of the inquiry. If the Topic and Subtopic pertain to a
Regional Office or a Specific Medical Facility, you may need to select or change the
appropriate location field when you change the topic and subtopic.

Contact Details

Dy

Inquiry Details

Form of Address™ | M. v Beference # | 1001223-000011 Subject” | age for dropdown fields on workspace.

First Mame®  |John Tes hd Wa RIS Staff

Mancy Tucker

“et is Inquirer on This Inquin Assigned 3

-~ Topic/Subtopic™ f\dl\ Health & Medical lssues & Servin

edical Care Issues at Specific Far

You may need to select or change the
Topic/Subtopic field to be compatible with the
context of the inquiry when you reassign.

-

—
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Lo e e St [Tremed 3. You can enter a Private Note before you
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Dayine Phove. (=] [000-777-3545 Note if additional information will be helpful to
Messages | Contacts | Intemal Attachments | Info Submitted viaweb Enty Forn | AuditLog | IBISW—— the ma”gl’oup to whom juriSdiCtiOﬂ is being
[ Send On Save | 3 Smarthssistant (), Search knowledgebase = Standard Text transferred.
Iohn Yeteran, 12/29/2010 02;22 PM
nts
]
Home “) Q -
= -
New Save Saved 4. Click Save and Close at the top of the
Close .
Commands screen to save the changes/additions and
Inguiries. _« == transfer jurisdiction. —
= Contact De! ~
& Moifications FW:D,L;,; [Nl [c.1cstio about benefits
ups Inquities [default)
. jpﬁfjig:::?l\tne’:zw First Name* | Tester “etis Inquirer on This Inquie? | Yes hd Assioned |y RIS Staff 3

View More Contact Information from the Customer Entry data

The upper inquiry screen displays some, but not all, of the information entered by or on behalf the
inquirer. To access additional customer entry Information, click on the Contact tab and then click on
the person’s name. Note: if two names are listed, it means that the inquirer submitted an inquiry on
behalf of a veteran. The name with the clicked radio button is the inquirer and the other is the
veteran. If three people are involved in the inquiry, three names should appear. DO NOT CHANGE
THE RADIO BUTTON. When you click on the name, you will see the additional information submitted
about that person/contact.

Click on the Contact tab for more customer entry info, if any.

———= |f two names are listed, the (2) will appear on the tab; it means that the inquirer
submitted an inquiry on material to or on behalf of a veteran. The name with the
clicked radio button is the inquirer and the other is the veteran. When you click on
the name, you will see the additional information submitted about that
person/contact.

[]add - ¥ open [ Create Duplicate () Frint
Primary | Full Mame
@) Hundredth Persan
® Tenth Inquirer

Messages Conlacts |_Irtemal Attachments

Contacts @ |_Inquiy History for Inquier

[#]add ~ [ Open (=Print [T create Duplicate

If three names are listed, it means that the inquirer submitted an inquiry material to or
on behalf of the dependent of a veteran. The name with the clicked radio button is
the inquirer; the other names would be the veteran and the dependent. When you

O = click on the name, you will see the additional information submitted about that
@ Joim fces person/contact. The contacts tab will show (3).

e} Peter Adams

In this example, the name clicked on is the veteran for whom the inquiry was submitted by another
person/contact. The contact record will open up.

New v spail  Expand  Info
Chade
s mricl

Additional information is displayed when
the name is clicked. The name of the
contact (inquirer and/or veteran) appears
= on the top of the information box.

Datime Ph (=) [eoa 6882323

Acche 22 Em st

Email [=]

Vateron i | _inadiies (21 | Hotws | Atachmenis | At Log

Diate of Bith (MM-004 ) S

E b Active Duly (MDD

Flolessed Active Dty (MM-DO *rrive) -

45



4. Determine by what means the inquirer wants a response. The requested Type of Response field
is on the upper right of the inquiry screen. There are three choices: E-mail, US Mail and Telephone.
NOTE: If the inquirer wants other than an e-mail response, s/he probably did not enter an email

address o reply can be sent electronically via the IRIS without an email address.
i aw w: e e =7 | Hueston N T | Medical Care lssuss ot Speciic Fa
= JSI:‘E Configuration _— Last Name* | Weteran Status* | Unresolved ~ Type of Resporize” | E-Mail v
p IM.‘alll;nxes Addiess” | 34 E Diange Edit | @ Email E] johnvet@address.com d VEA RO Locationlif applicable) [T}
ég:jlanfutmn\.\sls Daytime Phone [ [000-777-4545 '7/ AME Location(if applicable]
;%fﬁ::f;aases Messages | Contacts | Intemal Attackments | Infi Submiltsd vis wsb Entry Fom | Audt Log Jrebsits Heip_|
zird_'ﬂ:aa:iga' [] send onSave | o Smarthssistant () Sesrch knowledgebase = Standard Text | A7~ £ Undock
ﬂLugs Add ~ View | all Date - Descending %
# [ Intemnationalization
= [ Sevice Customer (=] Web
: ﬁEZTﬂde:ifiZ.eememf T b G The requested Type of Response
5 Prachels Tategures/Die . field is on the upper right of the
et ) No reply can be sent electronically inqui
1.6 S = | . ) X quiry screen.
o p—— i via the IRIS without an email address.
—— No email address means you must yoe o fesparse [TNE'E\'jh|°”T b/
3 anyticsReports e
Sy— respond by the other response Enal () [EMai
& Comauraien preference and enter a Private Note .
- saying what you did to resolve the vious Version Info (L5 Ma
inquiry.

If the preferred Type of Response is:

Telephone: You must call the inquirer at the phone number provided to resolve the inquiry. You
must then enter a Private Note describing your resolution and manually change the
status code to Solved. See Private Note instruction below.

US Mail: You must prepare and send a written communication through the mail and then you must
then enter a Private Note describing your resolution and manually change the status code
to Solved. See Private Note instruction below.

E-Mail: Send Response via Inquirer E-mail Address

Click the Add button on the Messages tab. This function is used to enter a Response, add an
additional request from the inquirer to an existing inquiry using Customer Entry and/or enter a
Private Note.

Private Notes are never sent to the inquirer and are for internal use only. However, full printouts
include private notes. If a FOIA request requires the disclosure of IRIS inquiries that are printed
out, the inquirer will see them. Choose your words carefully when entering Private Notes.
Whichever function you choose from the dropdown selections of the Add button will drive what you
do next. Your selection is displayed over the empty entry box.

See next screenshots for directions about each function. Also see Tools for Responders section for
help tools.

On Messages tab, click on Add
button.

Click on Response. You will only use this option if the
Customsr Entry inquirer has an email address and requests an email

SRS response. You can also add a Private Note for internal use
Private Mote .
—\| if needed.

5. Add a Response, Additional Customer Entry information, Add a Private Note
If the inquirer has supplied an email address and asks for an electronic response, select Response
and type your response in the box. YOU WILL ONLY SELECT RESPONSE WHEN YOU ARE
SENDING A RESPONSE TO THE INQUIRER’S EMAIL ADDRESS. Be sure to comply with Privacy

46



rules about response content and do not use acronyms. Spell everything out. If you don’t like your
response and wish to remove all of it, click on the delete button on the upper right of the response
box to erase the response and start all over again.

VR

The spellchecker i

Spell Exp
Check

is automatically turned on when you are typing your response. Any

misspelled words will be underlined in the text just as in Microsoft Word. You can override the Spell
Checker or run it by clicking on the Spell Check button on the top of the screen.

vV o K o

Spell Expand Delete Info
Check

imands

« || @) 101229-000011

Contact Details
Form of Address™ | Mr.

First Mame® |John
Middls Initial |B

Last Mame® | Veteran
Addiess” | 34E Orange

Daytime Fhone (7] |000-777-454

rs section below for tools available for the response process.

- iris_upgrade - RightNow CX

o

If the inquirer asked for an electronic response,
select Response from the Add button selections,
Response mode shows at the top of the blank entry
box.

Subject”

T Qusstion 4 Topic/5ubipic®

Status® | Unresol lved v Type of Rezponse”

Email [=] [ishnvet@addiess con

YAMC Location]f applicatle]

Messages |_Cor

_fenal atachments | Info Submitied via ek Enty Fomn | _swditLog | IRISInfo webste Help |

v Assigned

3 VBA RO Locationi applicable)

age for dhopdown filds on warkspace.
3] v

&llHealth & Medical Issues & Servii
Medical Care lssues at Specific Far

E-Mail v
2] v

FL West Palm Beach v

[ 5end On Save S Emarthssistant

|, Search knowledgebase

* Standard Text | AT~

Type your response in
the Response box.

1

You must check Send on Save to send the response
message to the inquirer's email address. It will be
sent when you click Save or Save and Close. Note:
If another party is cited on the inquiry and that
other person also has an email address, the
response will be sent to that person also.

= Undock
| Sort |Date - Descending v

Delete

If you don't like your response and wish
to remove all of it, click on the delete
button to erase all the contents of the
response box and start all over again.

Privacy Rules:

CAUTION: YOU MUST, IN ALL CASES, OBEY THE PRIVACY

REQUIREMENTS THAT APPLY TO IRIS INQUIRY RESPONSES. Privacy Requirements for
Responses: Although the IRIS operates on a Secure Socket Layer to protect the transmission of
information into VA, the opposite is not true. Our electronic responses leave VA’s secure
environment via the Internet into un-secure territory since most of the public operates without the
same protections that typically apply to commercial endeavors. VA cannot know if the inquirer is
opening his/her response on his/her own computer, in a public library, or anywhere else. For this
reason, we may not include personal, identifying information in our responses (i.e., specific
personal data from a medical record, Social Security numbers, bank account numbers, etc.
until such time as we can authenticate and password veterans into the system to offer a
higher level of protection to our IRIS electronic communications.) If it is necessary to provide
personal information in a response, you should respond to the inquirer by telling him/her that you
must respond by phone or by surface mail with the desired information because of the personal
nature of the desired response.

Attachments: Adding Attachments to Response; Adding Attachments for Internal Use

Add attachment to response If you need to add a document to send with your response, be sure to
attach it using the attachment capability in the response box.

P -

Pesmors s

Click on the attachment tool (dotted vertical area)
on the left side of the response box to send
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You will have a record of the document sent with the electronic response to the inquirer. You can

click on the document to open it. |

This document was sent

[] Send On Save | & SmartAssistant () Search Knowledgebase = Standard Text | A”~

Add - view | all with this electronic
Respors Dl & esciments (1) ~ response. The
Test response with attachment to inquirer. ‘Web Browser software recommendation, doc attach m e ntS Sym bol
Customer =] Web Testina Yatt, 12/16/2010 04:00 P appears, the number of
" Tt qusstion from spoiiss of esisting vetern attachment is noted and

the name(s) of the
attached document(s)

Add attachments for internal use If you need to attach documents for internal use, use the
Internal Attachments tab. Once successfully attached, a paper clip icon will appear on the Internal
Attachments tab.

Massapes | Cortacts | &0 Intermsl Attackments | (]

Click on the Internal Attachments tab if you want to attach documents for

[ Send On Save | o) SmartAssistant () Search . - -
ads - internal use. As soon as they are attached, a paper clip will appear on the
Response = Email Internal Attachment tab label.

Test response with attachment to inguirer
J; ¢/ Internal Attachments

o g | e |

Click on the Add Files, Browse (your own machine) or Search
o2e Created (more than your own machine) for documents and select them.

Add Additional Customer Entry (more questions/updates from inquirer) information to_an
existing inguiry based on additional contact with inquirer:
e Click on Customer Entry and then select the method by which you got this additional
information from the inquirer. Then enter that information in the box.

Add ~
C:ifﬁff”"yézj Click on Customer Entry.

Private Note

S— Click on the By
Add - e | Al * Sort Date - Descending +
Lucker@med va.govinva | | Phone drodeWn
[ a Inqyirer Entry | By Phone R, and Select the Delete
Mo Channel .
i - method by which Enter the
one .
The area below " you acquired the i i
. By Fax e ; additional info
will be labeled by st additional info to be from the
Inquirer Entry. By Weh Forn added to the inquirer in this
By Emai eXIStIng mnquiry space.
TT

Add A Private Note
To add a Private Note, select Private Note from the Add dropdown. The Private Note indicator will
show at the top of the entry box.

Pick Private Note from Add
dropdown.

Customer Entry

Response

Private Note

[ send On Save | o Smart Assistant () Sear Private Note indicator will dISplay at £ Undack
add - the tOD Of the bOX. iew | Al “ | Sort Date -Descending ¢
Private Mote |+ Delete
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Type in your note; this note will not go outside of VA. It is internal only. However, if the inquirer and/or
veteran view a printed copy of the inquiry for any reason (i.e., FOIA request), all parts of the inquiry
will display including private notes. Choose your words carefully. If you decide not to retain the
private note that you just typed in but did not save, you can use the delete button to remove it. Do
NOT include any disrespectful or other inappropriate language in a private note. Private notes may
be seen by others and will appear on print-outs.

[l Send ©n Save | - SmartAssistant L Search Knowledgebase = Standard Text | A%~ =1 Undock
add - view | all ~ | sort |Date - Descending

Private MNote - Delste

! % Type in your note. A

If you don’t want the note and wish to remove
all of it, click on delete.

6. Once you have completed your response, you will need to do two things: 1) click on Send on Save
and then 2) either Save or Save and Close it. When you are in Response mode, the Send on Save
feature becomes available. You must check this box for the electronic response to be sent. When
you have entered a response AND clicked Send on Save, the status field will automatically be set to
Solved unless you manually reset it to something else.

Once Send on Save is clicked, the response will be sent as soon as you Save this inquiry, even if it
remains open on your screen. You will then need to click Save (will send response and save all you
have done, but will leave the inquiry open on your screen) or click on Save and Close which will send
the response, save your work and also close the inquiry. NOTE: If you need a printout of the inquiry
that includes your response, click Save, NOT Save and Close. Then do the print out for a complete
copy and then Close.

Messages Contacts
Click Send on Save when you are ready to send your
9 T s response. You must click this button for a response to be sent.

Response

Clicking this button after entering a response in the Response
field will automatically reset the status to Solved unless you
manually change it to something else.

This is aresponse.

roups Inguiries |4 Inquiry Quick Search (@7 101z14-000003 (97101216

ils Inquiry Details

You will then need to click Initiat :

et is Inguirer on This

Save (will send response -

and save all you have done, Click on Save and Close to send response,
but will leave the inquiry save your work and also close the inquiry.
open on your screen) OR e e e o i e

=T T

7. Print a copy of the inquiry that you’re working on, if necessary
If you need a printout of the inquiry that includes your response, click Save, NOT Save and Close.
Click Save, Print a complete copy and then click Save and Close. Any printout will ONLY contain
information that is saved, so if you haven’t saved the inquiry with the response, the system will only
print the inquiry without the response. Some of the Pl fields will not appear on a print copy if the field
was not completed. For example, if a service number or claim number was not entered in their
respective fields and are thus blank, neither the service number nor the claim number field will appear
on f[‘r\g print out at all.

Print button is at the top of the screen. When clicked,
it will print ONLY what has already been saved. ;
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Tools for Responders: There are tools available for responders when an inquiry has been
opened up that appear above the response box on the Open Inquiry Toolbar. They are:
Smart Assistant: Use to have the system match keywords in the inquiry with FAQs in the knowledge

base that can be embedded in responses.
Search Knowledge Base: Allows responder to search the FAQ Knowledge Base manually to see if
any suitable FAQs can be embedded in responses.
Standard Text: Use to find “canned answers” about information often requested in inquiries;
Standard Text can be embedded in the response box.

Increase Font Size: Use to increase the size of the font that displays in the inquiry.

Undock allows the inquiry thread (multiple responses, updates by inquirer, Private Notes) to be
displayed in a completely separate window. Use only if there is an extensive history thread for the

specific inquiry.

Open 'nquiry tololbarl : = Undock allows the
() Spart Assistant L Search Knowledgebase = Stagdard Test | AT~ = Undock, il’lquiry thread
K \\Il Increase (multiple responses,
Smart Standard Text: Font Size: up.dates by inquirer,
Assistant: Use | Search Use to find “canne Useto Private Notes) to be
to have the Knowledge answers” about increase the displayed in a
system match Base: Allows information often size of the completely separate
keywords in the | responder to requested in inquiries; | ¢t the window. Useif
inquiry with search the FAQ Standard Text can be displavs in there is an extensive
FAQs in the Knowledge Base | embedded in the thepinyuir hlsto_ry threaq for the
knowledge base | manually to see | response box. quiry. specific inquiry.
that can be if any suitable
embedded in FAQs can be
responses. embedded in
responses.

Al

v
Spell Check @' The Spell Check function is automatically available when you are typing a
response, a Private Note, and/or performing customer entry on behalf of inquirers. It works in the
same way MS Word works by underlining the misspelled text when you type something incorrectly.
You can control the spell check function on an open inquiry by using the Spell Check button on the
top ribbon and can override it if necessary.

[] Send On Save - Smart Assistant (L Search knowledgebase « ” . « "
- = = The word “work” has been misspelled as “worrk”.

i It is underlined, indicating that it is misspelled.

Response '

Can | spell check from this message. How does this work 7=

If the word is unlined as misspelled, right-click on the word and the Spellcheck dropdown will open
with word possibilities, etc. Select what you need and click on it.

uuuuuuuu
Response Tt
Can | spell check from this messages. How doss this L

=-000000

= = vacrk
vworks

vuorked

=k Search ~—

waorbker
wrorry
SubtoCorreck »
~— ¥ Imauirer Entry By Phone S

Igrore Al
Questicn about Group Lifs Insurance

Add To Dickionars:

Standard Text and Hotkeys

The IRIS contains a number of folders containing Standard Text. These are “canned” responses that
can be used again and again because the inquiries received by any given mailgroup include the
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same questions on a regular basis. Responders can use any of the items in any folder if useful.
Clicking on the desired Standard Text response will embed that canned in the response box. Once
embedded, the Standard Text response can be edited, added to or removed. A complete inventory
of all Standard Text responses including folder, label and content can be found at
http://vaww,va,gov/irisinfo/irisquides.asp or accessed via the IRISInfo Website Help tab.  Note:
To add a Standard Text response to a folder, please contact the VA IRIS System Admin Group.
That response must be appropriately vetted before it is sent to the IRIS Admins to post.

When you open an inquiry, the responder tools appear above the response box. If you wish to utilize
a canned answer, click on the Standard Text button above the response box.

e L s | e e 22 Gtandard Text button allows you to
Cantact and SSN Quick Sean v [ Send On Save | (4 Smarthssistant () Search Knowledgebase = Standard Text SeaI’Ch , |Ocate, and em bed Canned answers
LastNane hd v in responses

Click on the folder that contains the Standard Text that you want to use. Find and open the folder,
find the label for the Standard Text response you are looking for. Click on it once to preview the
content and/or click twice on it to embed it in the response box.

mrd bant st b ses ks Rotkey snd preview, To sdd the et b the
< el e -click iterme to add multiple entries wit

=======

I
Click the folder that contains the Standard
Text you want to display

FEEREEEEEES

You can also click on Expand All to list the content of
every folder. You can use any canned responses
from any of the folders if they are useful.

Erpand ol | [ Collapae ~i_| J

I ok 1T Cancel 1

Click on the Standard Text Response
ONCE to preview the content, or click
on it TWICE to embed the response
into the response field.

Preview a Standard Text Response and Find Hotkey Number

Click ONCE to preview the standard response and TWICE to embed the Standard Text in the
response box. If in Preview mode and the response is acceptable, click OK. NOTE: You can edit or
delete all or part of a Standard Text response once embedded in the response box.

To obtain the hotkey number, use the Preview function which displays the hotkey number as well
as the contents of the Standard Text response. The hotkey number is a shortcut for using the same
Standard Text response all the time simply by entering the ID number. Mailgroups that use them to
answer the same questions over and over again find the hotkey shortcuts useful. See Using the
Internal Hotkey Number for embedding Standard Text in Responses below to learn how to use

hotkeys.

Hotkey number is a shortcut for using the same Standard
Text responses all the time simply by entering the ID number.
See Usling the Internal Hotkey Number for embedding
Standard Text in Responses below.

When you click the label of the Standard Text ONCE, the
content will appear in the Preview screen. If the content is
what you're looking for, click okay to embed in the
response box. Otherwise click cancel.
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http://vaww,va,gov/irisinfo/irisguides.asp

You can edit or delete thgﬁmgggged text if.ﬂ.‘??&ﬁ?ﬂ-

messoess | Lunaus ano 2ot ) or

[[] Send on Save | & Smart Assistant () Search Knowledgebase

Add -

http Aoy adobe comfproductsf/acrobatfreadstep 2 bitrmilfall inforn

* Standard Text | A7 -

P Undock

Once embedded, you

| Descending -

wementd  can edit, enhance or tsand =
regulations pertaining to same, etc, can be found at the website of +7,
http fiveen] va gowoarnmfindex cfm. Please go to that website and utilize any of the il delete the text. ation
|

that vl saak  Tha waksite alea nrosddas comtact imfarmmatiom far MDA R b ctaff

Using the Internal Hotkey Number for embedding Standard Text in Responses

What is a Standard Text hotkey? A hotkey is a shortcut button that asks for the internal ID number
of a Standard Text response. When the internal ID number is entered, the corresponding Standard
Text response is embedded in the response box.

How do you find a hotkey ID number? You must first find the Standard Text item in the Preview
mode to determine its internal ID number. (Click on the desired Standard Text item ONCE to see a
preview of the content and find the hotkey number.)

If you know the internal hotkey number of the Standard Text response that you use all the time, you
can use a shortcut using the F8 key on your keyboard. Put your cursor into the response box and
click on the F8 key. A box will open up asking for the internal number. Enter the number and click on
Enter to embed the canned response. You can edit or delete it if necessary.

] Send On Save | ) Smart Assistant () Search Knowlsdgebase = Standard Text | A7~

Add ~

Response —

Enter the internal hot key number into the box that opens up
when you click on the F8 key while your cursor is the response
box, and click on the Enter key. The response will embed in the
response box and can be edited or deleted as necessary.

Smart Assistant (Key Word Match with existing Answers/FAQS)

Smart Assistant will return any FAQs that match any of the keywords in the inquiry. If any existing
Answers/FAQs can be in used as a response or included in a response, you can add the text or the
link to the text in the response box by clicking on the action to the right of the Answer/FAQ that you
want. If this is an Answer/FAQ that you will use with great frequency, make note of the ID number to
use the hotkey function.

When you are working in the response box of an open inquiry, you can click on Smart Assistant to
see if any keywords exist in the inquiry that match an Answer/FAQ and, if there are any results to that
keyword search, you can determine which Answer/FAQ it is and what its number is.

R— ane | | s | s | s | e | o s o
end On Save mark Assistant = — 2 Shondard Toyt | A% v | . . .
-Dsnjdo N PR s e Click on Smart Assistant to see if any
T Invokes SmartAssistant suggested SD|U'.ICHN 1
P— ‘ = Answers/FAQs match the keywords in the
' inquiry.

If there are no results, no items will show.

Inquiry Subject | [T R ]
0| Sumrnary Tweight | Access | Status | Action No results message.

There are no items to show in this view,

If any matches to keywords are found, results will be shown as line items. You can click on any of
them to see full content of that item. You will see the internal ID number on the left-hand column of
the line item. If selected, you can embed as Text or as a Link in the response box.

Smartfssistant

web link into the current thread. bultiple entries may be added.

Click on add as link or add as text to insert the =
Inquiry Subjsct

ternal docurment

Hepatitiz Qusstion to test the use of &

1D Summary = weight | Access Status Ackion

S35 Hepatitis © Information 40 Eweryone Public L Add as Link | Print
e

Link  Erink

MWhat is Hepatitis © and what should T da if T suspeck T haws b2 2 Fwerwnns Eublic
_ZEN;WS P If any existing Answers/FAQs can be in used as a response or

inm sbca b weteran rujce organizations

number text in the response box by clicking on the Action link

Answer/FAQ internal ID included in a response, you can embed the text or the link to the
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Search Knowledge Base: Search Answers/FAQs manually and hotkeys

Search Knowledgebase can be used when you are working in the response box of an open inquiry.
You can click on Search Knowledgebase to find an Answer/FAQ yourself.

MESSaRS | Loy | LUIGUE | D0 | Suaciiienns | suuneuy ) |n|:i|r||u LS Mep )
[] Send on Save | = Smart Assistant | L Search Knowledgebase rmﬁ‘re:n—rl CIICk on Searc h Kn OWI edg e Base
Add ~ Searches answers residing in thel—

e S |

Response -

In the Search Knowledgebase box that opens, type in the word or phrase you're looking for by
typing in the similar phrase or exact search word you're looking for and then click Search.

_( () Search KnowledgeBas: ) @ *
] . t Search Knowledgebase box Type in the
similar
Type Topic Hierarchy  Type Hierarchy  Date Updated Reset
Public v | & ~| [en | [Nowvaue phrase or | T )
e ] Relative exact search —SEE'Ch< Then click
Access Level Phrases Similar Phrases Eract Search ’ g@a re h -
User scces % | | hepatitiz Word yOU re
looking for.
Limitto |1000 | rows Per Page

If there are no results, the screen will say “There are no items to show in this view”.

SN Ratclipdared If no results are returned, this “no item to show” message will display.

There are no ikems to show in this view,

If there are results, they will be listed as line items..

uuuuuu sy v e v e s
L | Flelative [ ] Felative Search

ity W s s P Results will display under search
[=] Limit to [1000 | rews [¥] Per Fage parameters If any are found

Hepatitis © Information
what ks Hepatitis © and what should T do F T suspect T have 7

08/21/2009 12:29 PM Everyons édd as Text Add as Link . Prink
02/ 19/Z003 11:29 AM Everyane &l as Text, Add as Link . Briob

You must open the Answer/FAQ by double clicking on it to preview the content of the Answer/FAQ
and to determine its Answer ID number.

1es < “ﬂ\ -

i + to insert the answer ink or text. Multiple entries may be added.
0 IR Print Dialog - o x

ll File Resat
o — to MaVale
4 Answerld Answer ID number 0] Relatve Searh |

Sl
Status Complex Expression
4 _puvie pee
.| Access Level
2 EVEL Hepatitis iz basically an inflammation of the liver, the organ that eliminates toxins and is
il Language important in metabolism. VA will test any eligible enrolied veteran who believes he or she
o) _Engish (Us) has been exposed to hepatitis C. Vi& will also provide treatment for those who test
m Assigned To positive and you may be responsible for a co-payment. VA has a website devoted to Vipdated | Action
WA RIS Staff issues and information pertaining to hepatitis C and its treatment. Please go to
E hitp:ifweww hepatitis.va.gov and click en any applicatle links. /2009 12:29 PM Everyane Add as Text Add as Link . Print
ey amlll Koywiords 12003 11:29 AM Everyone Add as Text Add as Link | Print

11/16/2004 10:368 AM hepatitis, hepatitus, hep, C, hepatitis C, liver, hepatitus C

=

Using the Internal Hotkey Numbers for Answers/FAQs

What is a hotkey? A hotkey is a button that asks for the internal Answer ID number of an
Answer/FAQ and then embeds that Answer/FAQ in the response box.

How do you find a hotkey ID number? You must first find the Answer/FAQ to determine its internal
ID number. See above.

If you know the answer ID to append, put your cursor into the response box and use the F9 key to
append the FAQ text (preferred method), enter the answer ID number and then click Enter.
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F9 embeds the Answer/FAQ text to the

esporse = response field. Once embedded, you can edit
[ — the text in any way you see fit, or you can
delete it if you decide not to use it.

[ Send On Save | oy Smark Assistant () Search Knowledgebase = Standard Text | A7~
Add ~

OR
use the F10 key to append a link to that Answer/FAQ in the response box. In the pop-up window,
enter the answer ID and click Enter.

Messages I Cretails ]’ Contacts I SSH I Attachments

F10 appends the link to the Answer/FAQ in the response field.

| send On Save | 2 Smart Assistant .{ Search Knowledgebase

Add - View | All * | Sort  Date

Response

Change Font Size
This function will change the font size of the inquiry thread text or anything you type into Response,
Inquiry Content and/or Private Note to make it easier to read.

\;J‘Smartnssistant .l\Search Knowledgehase = Standard Text

' - . - s = 3 Change font size of the inquiry thread text.
( A=' rormal
Larger

Largest

Undock

Clicking on undock will expand the message
Message:[ Contacts l Intemal Attachmerts [ Cust Entry Data Submitted w/ This Inguiry [ LuditLog [ IRISInfo Webste Help

tab screen to see a lengthy message history.

[ Send On Save | o Smartissistant (), Search Knowledgebase = Standard Text | AT~ =1 Undock
= Undochk
Add - View | Al v Sort |Date - Descending ¥

Send on Save, Save and Save and Close Buttons

Click Send on Save when response is entered so that the electronic response will be sent (inquirer
must have an email address and request an electronic response). If this button is not checked, the
inquirer will not receive anything when you Save or Save and Close.

[ Serd On Save =5 When you have entered your response to be sent electronically, click the Send on

Save button, so that the response will be sent when you click Save or click Save
and Close button at the top of the screen.

Add -

Resporse '

[Tk infrumatinn uri rrmuester pantains nersmnal data that cannct he delivererd b uno via e-mail or this messaninn service. Instrar it will he: sent via renolar nnstal |

Save and Save and Close buttons on the ribbon at the top of the screen

i il . )

= | == Save saves your work but leaves the inquiry open on your screen.

Sawve | Saw . .
“ie==——— Save and Close saves your work and also closes the inquiry.

Print an Opened Inquiry- A Two Step Process
You must 1) select Print using the Print button; this will give you a print preview of the printout. You
must then 2) click on File>Print on the upper left hand corner as follows:

To print an opened inquiry, use the Print button at the top of the inquiry. NOTE: The printout will
include ONLY the data that has been Saved in the inquiry. If you have typed in a response but
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haven’t saved it, the print will not show the response. Clicking on the Print button will display a
preview of the printout.
NOTE: If the inquiry does NOT involve a dependent, the dependent information fields will not display.

1. Click the Print button on the ribbon at the top of the inquiry. A print preview will

display. The printout will include ONLY the data that has been Saved in the inquiry.
Note: unfilled PII fields will not display on the print copy; i.e., if no service number was
entered, the service number field will not appear on the print out.

2. Click File on the upper left and then click Print to produce the paper

print out.

uuuuuuuu

Idon't know

whe

Searching for Inquiries: Three Methods

The Three Search Methods: There are three search methods to find a particular inquiry or a
particular contact (inquirer, veteran or other contact). They are:

1.

Quick Search using inquiry number, last name and/or first name and/or middle initial and/or

email address, and/or the SSN

2.
3.

Search by choosing more parameters
Wildcard search using partial data and the % (percent key or using the * star/asterisk

wildcard for phone numbers.

1. Using Quick Search on the left navigation pane—Search for a specific inquiry by its full
inquiry reference number, or by contact data (last name and/or first name and/or email address

and/or SSN.

Quick Search

Quick Search

*

If you select Inquiry Search from the Quick Search dropdown, the fillable Inquiry # field will appear.
You must enter the entire inquiry reference number or a partial string with the % wildcard function.
Results will appear on the right side of the screen.

Inquiries <<
ey

“E My Groups Inguiries @) 101z08-000000

~

F [ Public Incident Wiews
F [ Public Contact Wiews

Recent ltems

@7 101215000000
7 101208000000

B2 John Adams
@7 101216000002
[B= TestWett

@7 101216000001
[B= Richard Master
@7 101214000002

Contact Details
Form of Address™

First Mame™

Middle Initial

Last Mame"

Address”

L4 Inquiry Quick Search |7 10121 5-000000

Inquiry Detaj
M

~

Heference # | 101215-00C

Tamn his Inquis? [ Tes

al TvP=" | Question

Brownie Urnresolved

22 Elm St

add -~

Response *

Messages | Contacts | Intemal Attachments

Exact inquiry number calls up and

[ Send On Save | £ SmartAssistant

= Email

opens that inquiry.

), Search kn

Quick Search

Inguiry Quick Search

Reference #*
1071215-000000

.

Enter exact inquiry number
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Wildcard inquiry number search: (Example is all inquires dated Sep 23, 2010 assisgned ot
yourmallgroup 100923%

a0 215 DDDDDZ 1O0OSES-OO000s
E T ==k =t . . .
B9 1071 600000 100923 ooo0os Search returns all inquiries that
== Richard kA aster 1009ES-O0000F . . .
I : poro=s-oonons contain the wildcard string.
Quick Search Partlal boo==_oo0oo0o
Ihguires OQuick Search . . oS=S-0o0oo
Referemce H37 Inqulry # pO9==-00y Laair=1a7 IS I pT=T—T3 (L=
100923232= . 0 poozZ=-00001= I arm currsnkly il SFghanistan an
[ﬁ with % hosz=s-oooo1= Hello | am requesting InFormation
------ 'Id d pO9Z==S-0O00;1 <+ e Ehere cerkain prowvisiomns mad
) nquirie= \ wilacar bosz=z-oooo1s This is Mot about medical bensFit:

If you select Contact & SSN Quick Search from the Quick Search dropdown, the fillable fields for
Last Name, First Name and Middle Initial, Email, Service #, Claim # and SSN will appear. You can
fill in one or more of the fields. Results will appear on the rlght side of the screen.

=ip Code
i P ey

Social Securits FNumber

Chaim Mumbar

[y p—

[ 1L

[Ey=prr=e

Quicic &= = = Ir\qulrlal My ¢ Ing! k Smarch (o Contactand ¢
(= A S S @uick S oo e -~
Quick Seareh
_ irst Hame EMail Addre M
Contact and 55M Quick Sean
Last Mame
First M anme velt Last Name # | First Name # | Middle Initial | Suffix | Daytime Phone
First Hame Vatt &
A e | mitial ok
Vet
Micldle Initial Vet
e Vet
EMal Addi Vet a

vatt

vatter
vETTER
vetter

Wildcard Search by Contact & SSN Quick Search

Search string:

(example: all contacts whose last name begins with "Johns”; enter Johns%)

-~
Quick Scarch =
Contact and SSM Cluick Sean | =~ Lot Mame
Last Mame Jdohns
Johns®
First Mams= Last Mame  ~ | First rar
ichns Earmi
rdiddle |nitial Johins Teres
ITHMS TERRY
Erdail Address JoHMS TERRY
Aohins Terry
Aok T
=ip Code o= sre
ATHMS TERRY
Johins Trow
Elairn Mumber IOHMS WS ILLOIE
dahim=s wsilliarn
Servics Furnber ASHMS WATLLIAE
ATHMS S ILLIAE
Social Security FMurmber JoHrS EECHAR
Johns Jr Robert
[ I 1w | 2ehins Mecalis Holen
el —— SIEEE Johns111 Ben
Qj T T Johnsen Chriskop
ASOHMSER COREY
f;;' Anahtics Meports [ P Lindsoe

2. Search by choosing parameters: Find an Inquiry or Inquirer or Navigate to Solved
Inquiries

You can enter a search term(s) in the fillable fields to find an inquiry or group of inquiries. You can
search using any one of the fillable fields on the Search window: Inquirer Last Name, Phone Number,
Email Address, Last Name, First Name, Claim Number. Service Number, or Inquiry Number. You can
also search multiple mailgroups. You also use this function to navigate to your Solved inquiries.

Click Search button and enter your parameters

Ap

B j (=Print - K Delets - \-‘% &Y 2 Fing
([Create Duplicate ~ & Do not Use sttings -
Open  New o Search Refresh  Re:® - \%
B SaAssign - 2 Cle h~
FE=m Search button . s
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You can search using any one of
the fillable fields on the Search

i window:

Inquirer Last Name, Phone Number
; Email Address, Veteran Last Name
o S e Claim Number

@ Por Page

]—| Inquiry Number

(oremesme ] reomr e | [ ‘24 Once you have filled in the search

parameter, click Search

Navigate to Solved Inquiries

To navigate to your Solved inquiries, click on the Search button, select Solved in the Status field
of the Search box. Leave the Groups default at Logged In (this is your own mailgroup) and then
click Search button on the bottom right. All of your Solved inquiries will appear on the screen.
@ 0 Print - HDelete - ‘_:\ __al #Find -
N, Q@ = g Click Search.

fjcreate Duplicate + (& Do not Use
Open  New . ~ . Search  Refresh  Reset ) - - .
. . fahssign - Email Contact Clear Flter Bislice ~ + | Definition -

Record Data Set Analyze Report

Fiters

Status

Addit Info Requested
Additr Info Provided,
Unresotved
[ Solved
[] Solved - Duplicate v

- Leave the Groups default at
' A/J. Logged In (this is your own
LogosdIn mailgroup).

[J BoardOfveteransbppeals BVA W
[] eBenefits Responders (HAC) v
< >

Surmary/Thread Contacts Phane Mumber

Contacts Email Claim Number

Contact First Name: Contact Last Name

Inquity Mumber Social Security Number

Limit and Order
il Fer Fage
Orderby  Mone
7
Save o3 Defauls ] [ Festore Defauts

Results will display all Solved inquiries for your mail group for the last six months. Once inquiries
are in Solved status for more than six months with no activity, they are archived and then purged
from the system after 19 months.

To navigate back to your open inquiries, perform the same steps, clicking the status codes other
than Solved or click the Reset button.

= = Print - K oelete - ( T — B @AFind Alsort
N Q @ [ B at

([4create Duplicate ~ (& Do not Use

D — Click Reset button to go back to your
AaAssign - Email Contac! Clear Filter Slice ~
Record et default screen.

Open  New Search  Refresh  Res]

3. Wildcard Search

You can search for an inquiry that belongs to your mailgroup with only a partial name, partial claim
number, partial summary string, etc. by using the percent % character (uppercase on the 5 button)..
You set the parameters for status codes that you want to search (Solved only, All Status Codes, etc.
and then fill the specific search field. For example, if you want to find all the inquiries with the word
“test”, you would enter %test in the Summary field. See screen shot.
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Set Wildcard Parameters
Enter the status code parameter that you want searched and then enter % followed by the data
you're looking for. In this example, you are looking for the word “test” in the inquiry threads of all
inquiries assigned to your mailgroup in all status codes.

Fiters )

nnnnnnn

Enter % first followed by the
data you're looking for. In this

e

[Save as Carau

Set your parameters for

status codes that you
want to search or Select
All for all status codes.

example, you are looking for the
word “test” in the inquiry threads
of inquiries assigned to your
mailgroup. Enter %test.

8

Search Results Screen

Search results for this example come back as line items on a new screen. The search results are all
of the inquiries belonging to this mailgroup that have the word “test” in them and includes all status
codes.

Search results for this example
come back as line items on a
new screen. Results are
inquiries that belong to this
mailgroup that have the word
“test” in them. They include all
status codes.

Reset will clear the search results and return to the Inquiry Console Screen after your Search is
completed. Click on the Reset button and wait a moment for the screen to refresh.

P j (= Print -

Open  New

[ create Duplicate ~

AaAssign -

‘K Delet= -

Record

2 Do not Use

B
\% l"_@ =} o
Search Refresh  Reset

Data Set

34 Find
S .
Clear Filter

Click on the Reset button to
return to your home screen.

Summary of Steps to Take Action on an Inquiry

(For full description and use of each button/function, please see earlier pages with descriptions of
each individual button.)

There is a specific order of actions that need to be taken for the IRIS to perform properly. Be
sure you take all the necessary steps in the proper order as follows:

1. Go to the IRIS login screen and enter your access codes. REMEMBER THAT ACCESS CODES
ARE CASE SENSITIVE.

| RightNow
b w €
Righthow Idea Lab
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2. You should go directly to the My Group’s Inquiries screen. Select the inquiry that you want to
work on from the listing on the top half of the screen by double-clicking on the entry.

Home | Display  Page Setup

aiPaterAdams (9)101202-000017 10
Status Date Created Date Last Updated | Inkial Response Dus Inauiver Last | Group
1108 AM vatt YA IRIS 5

101215000002 Thave a question Additn Info Provided — 12/L5/2010 08140 P 12/16/2010 00110P 122242010 08:00 PM Rao VA RIS 5

o about banafits unresolved 12/08/2010 11108 AM  12/15/20100839F 13

3. After opening and reading the inquiry, determine if it correctly belongs to your mailgroup. If
not:

e 1) reassign it promptly by choosing the correct assignment location from the dropdown box.
Mail groups appear in alphabetical order as they appear. All VA organizations begin with VA,
NCA organizations begin with NCA, all VBA locations begin with VBA, VHA with VHA, etc.
For a complete description of mail groups and their service areas, etc., go to
http://vaww.va.gov/irisinfo/irisguides.asp and check the IRIS Participants Dropdown Listing
document (use Control F to search the document).Select the correct destination from the
dropdown list in the Assigned dropdown box.

e 2) If the Topic and Subtopic in the field below are not compatible with the mailgroup to which
you must reassign the inquiry, change it to the correct Topic and Subtopic prior to
reassigning. If the Topic and Subtopic are related to some VBA functions or to a specific
medical facility, you may have to fill out the applicable RO or VAMC locations fields using the
dropdown selections. NOTE: Not all Topics/Subtopics require the use of the Location
fields. Entries coming from the website will have these fields completed already. Examples:

VBA Example:

000t Subject” | age for dropdown fields on workspace 1) Use ASSIgned dl’OdeWI’] to flnd and
. e select correct mailgroup and subset of

\‘ that mailgroup.
v Topic/Subtopic® | Compensation (Service-Connected K

Fiing fior compensation benefits —

N . .
« v Tope of Resporse” | Edal v 2) Correct the Topic and Subtopic to
prr— (4 VBRI Locarf sl | Fords 3 ensure compatibility with the mailgroup
el ooty [ \ of reassignment if necessary

the dropdown.

RiSinfo webste Hep \I 3) If the Topic/Subtopic is
2 Undack Compensation,, pertaining to Filing for
view 40 | 50t [Date - Destening Benefits, select the RO location from

VAMC Example:

1229-000011 Subject® | age for dropdown fields on workspace. 1) Use ASS|g ned dr‘opdown to f|nd and

= et Azsigned

that mailgroup.

All Health & Medical lssues & Servi

T opic/Subtopic™ >
tedical Care lssues at 5 pecific Fa

Aestion =

select correct mailgroup and subset of

wesolved - Type of Responze™ | E-Mail
mvet@address. com [ WBA RO Location(if applicable) | [-] i

WA Location(if applicable] | FL %fest Palm Beach R

of reassignment if necessary

IRISInfo

2) Correct the Topic and Subtopic to
ensure compatibility with the mailgroup

VAMC Location(if applicable)
To ensure we route your submission to the proper office for reply, w 3) If the TOpIC/SUthpIC |S A” Health &
- select the proper location (i.e. where you received care, or nearest Med'cal, pertalnlng tO a SpeCIfIC
John Yeteran, 12/29/2010 02:22 P Facility, select the VAMC from the
dropdown.
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4) Click Save and Close. This will transfer the jurisdiction of the inquiry to the new
destination. The screen will then refresh with the reassigned inquiry removed.

4) Click Save and Close to make the .
changes and transfer the inquiry.

iguration
uration

Contact Datails Inquiry Dstails

5. To add a response and/or internal note, click the Add button and enter the Response and/or
Private Note. You can use Standard Text or an FAQ as your response or in addition to your
response. If you've done all the steps that apply to this inquiry, click Send on Save to send the
response and click Save and Close. If you aren’t done, use the following steps.

Status® | Uniesalved ~| Contact Login

T
Recent tems Py v OPE | [NoValue]

@) 030309000002

Dispostion | o \te] v 92| oviahee]

Messages | Contacts | Detals | Attachments | dudtLeg |

[l send on save | 4 Smart Assistant (), Sear
Cantacts HQuick Search ~f |

Quick Search

Add ~

Add button
dropdown.

Last Mame Customer Entry

Response

First Name Private Mote

Inauirer Entry By Phone

e If you wish to insert a pre-written answer, click on the Standard Text button to access the
pre-written answers. If you find the one you want, click on it and the answer text will
automatically insert into the response box. You can edit that response in any way that you
want or delete all of it if you decide it's not what you're looking for.

Quick Search ) X
[ Send On Save |£Smartnssistant L Search ¥nowkdgebase = Standard Test | A :i Standard Text button

Contacts Huick Search v l_
ohfacts Quick Sea e Yiew | Al

e If you want the IRIS to suggest a response based on keywords found in the inquiry that
match an FAQ, click on the Smart Assistant button. A list of any result will appear on the
screen and you can select any of them that you find suitable and embed the text in the
response box. You can edit or delete any of that embedded text.

Quick Search . . .
[ Send On Save | (g Smart Assistant L Search Knowledgebase = Standard Text [ A~
Cortacts Quick Search N T e Smart Assistant button

e |f want to search all the FAQs manually to find information for your response, click on the
Search Knowledgebase button and you can manually go through the FAQs to find what
may be useful to you. If an FAQ will work, you can click on it and embed it in the response
box. You can edit or delete any of that embedded text.

Quick Search . . .
[] Send Cn Save | 1 Smart Assistant |4, Search Kgowledgebase = Standard Text | A~

Contacts Quick Search v

dd » Search Knowledgebase button

e If you need assistance from someone not in the IRIS to be able to respond to the inquiry,
you will need to
o Request assistance via regular Outlook email. If you need to include personal

information from the inquiry, you must encrypt the email message. If you need to
copy inquiry content, highlight the content to be copied, click on Control+C to copy
and then paste into the email message using the paste function or Control+V.
NOTE: If you want the email message recipient to see everything, click on the Print
button to get a preview of all the inquiry data and do a Control+A to highlight
everything. Then do Control+C and then Control+V to paste into the email
message.
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25 My Group's Inquities [default)

it | [ty e aesp) OpeN a new Outlook email. Highlight the
;gg;.gg{:gjjj: data to be copied. Do Control+C to copy
 Eea v i E I and then paste the data into your email
‘Eﬂ?iﬂi@i?ﬁ:ﬁ. message. If any personal information is
oy e : —— | copied, you MUST use encryption.

If you want the email
message recipient to see
everything, click on the
Print button to get a

: preview of all the inquiry
data and do a Control+A to
highlight everything. Then
T e do Control+C and then

| e Control+V into the email
; iw ] message.

o Reset the status of the inquiry to Additional Information Requested or other
suitable status code—(NOT Solved or Solved-Duplicate) so that the inquiry stays
on the Open Inquiry Console until you are able to reopen it and answer it. If you
change to Solved or Solved-Duplicate, it will be moved to another basket and you
won'’t be able to find. It.

o Enter a Private Note annotating the request you are making for additional
information

o Click Save or Save and Close unless you want to attach documents.

6. a To attach documents to an inquiry: You can attach VA files and documents to your response
that is sent to the inquirer. You can also attach files for internal use only. Click on the dotted vertical
lines on the margin at the left of the response field.

=] | —memmens oaf - Click between arrows on left side margin to attach documents to the
response.

T Ia it
T w
b -
F e e —
W el B
-—

b. To attach documents for internal use only, click on the Internal Attachments tab and attach
any documents using the Add button. When an attachment is added for internal use, the paperclip
symbol will appear on the Internal Attachments tab label.

Difice Phone (] [000-000-8388

Mossags | Cortacts w55 Click on Internal Attachments tab to attach documents for
Tlackd s - internal use.

Addiess | 9999 Notastreet Edit &

7. Click the Send on Save box at the bottom of the screen once you have typed in a response. This
box is automatically checked if you add documents to send with the response.

Messages |_Contacts | | Send on Save button will send the response |
Send and any response attachments when you
| Save or Save and Close. .

add - all

8. To complete the inquiry activities, click on Save to send the response and record your actions and
leave it open on your screen, OR click the Save and Close button to send the response, record your
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activities and also close the inquiry. If you want to print a copy of the inquiry that includes your
response, click on Save to save your work including the response and leave the inquiry open on
your screen, then Print, and then Save and Close. If you Save and Close and subsequently decide
to print the inquiry, you will have to navigate to your Solved basket to retrieve it or call it back from
your Recent Items list on the left navigation pane and then print it.

Save will record what you did and send an electronic response if you entered one
(provided Send on Save is clicked) but will not close the inquiry. When the inquiry is still
open on your screen, you can click Print and everything that has been saved to the
system including your response will print.

° |_v

Save and Close will save all transactions and close the inquiry. When the
Sawe Sawve 8 . . . . . y
Ch:ise inauiry is set to Solved it will move to vour mailaroup’s solved basket.

Multi-select: Performing an identical action on more than one inquiry at a time

The Multi-select feature allows you to take an identical action on more than one inquiry at one time
rather than performing the same action on each inquiry individually (exact same response, exact
same reassignment, etc.). This feature is most often used on duplicate inquiries from website visitors;
see section on Duplicate Inquiries below.

Examples of its use:

o If VA has recently released a news item that causes you to receive a large number of
inquiries about the news item, you may wish to send the same response to all of them. Using
multi-select, you can write one response and then respond to all the inquiries at once.

e If you receive a number of inquiries that belong to another mailgroup, you can reassign all
selected inquiries to the same routing destination.

To use this feature, do the following:
1. Press the Ctrl key while selecting each inquiry so that they are all highlighted.

(Background highlighting is very pale.)
2. Click on the Open button when you have highlighted the selected inquiries.

@ v

Home | Display Page Setup

Y j RiFrint - K elete \:{) v 1. Hold down the Control key and click on all the inquiries
o e R:m on which you want to perform the exact same action (re-
. assign - assign all to the same mailgroup, send the same identical

eoond “H response, etc). The selected inquiries should all be

Inquiries ::z\My Groups Inquiries @101229-000011 h|th|qhted

Inquiry tems

Subject . . . -
& Natfcations . : W:ZDPM 12/29/201002:20 P 01052011 02:20PM  Veteran WAIRIS 5
2. Click on Open button. T e e A A e PR
3. The Multi Select screen will open up that will allow you to perform the same activity on
all of them. Both the box label and the tab at the bottom say Incident Multi Edit. You
can do any of the following:
e You can reassign all to the same routing destination using the Assigned field
e You can change the status of all of them.
e You can enter the same Response and/or Private Note for all of them by clicking the
Add button and performing the action. If you enter a response, you must click on
Send on Save. (button on upper left of response box).
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e When you’ve taken the action, record it in the system, click Save or Save and Close.

) Incident Multi Edit

i Save and Close | S5 Spel check

e sigred 0]

You can reassign all to the same routing
destination using the Assigned field

Hossaoes | Detais |

| Send o

ave | L Smare Assiskank L. Search

ol

You can change the status of all of them.

3 m—

You can enter the same Response and/or Private Note for all of
them by clicking the Add button and performing the action. If you
enter the same response for all of them, you must click on Send on

Save and then Save and Close (button on upbper left).

e et bae i s |92 K e

If you change your mind and just want to close the screen,
R 1 1 Mt right click on the multi-edit tab and Close the screen.

Duplicate Inquiries: Duplicates can be created in two ways:

1) by inquirers (repeated copies of the same inquiry go to the same mailgroup) or

2) by VA staff who purposely create duplicates when a single inquiry addresses multiple issues that
must be addressed by more than one mailgroup. (subject line says “copy of” at the beginning of the
subject line.)

Duplicate Inquiries Received from the inquirer

Duplicate inquiries are caused when the inquirer repeatedly clicks the submit button at the end of the
IRIS customer form. Although the instructions specifically say to click the button just one time, some
inquirers do it anyway. Every time they push the button, another inquiry is created. When this
occurs, answer one of the inquiries as you normally would. Manually set the status code of the
duplicates to “Solved-Duplicate” and then Save. .This will close out the duplicates. Note: If there are
numerous duplicates, use the Multi-Edit function to set them all to Solved-Duplicate status in one
action To deal with all the duplicates of a given inquiry, follow these steps:

1. Select one of the duplicates and take all necessary steps to answer it.

2. If there is just one duplicate of the original inquiry, open it, set status to Solved-Duplicate
and then Save and Close.

3. If there is more than one duplicate, select all of the remaining duplicates by holding down the
Control key as you click on all of the duplicate inquiries to highlight them.

4. Right click and select Open and then Inquiry.

5. Manually set the status code to Solved Duplicate.

6. Click Save and Close.

Creating Duplicate Inquiries; create a duplicate when more than one mailgroup needs
to address multiple issues in an inquiry

When you receive an inquiry with multiple issues, some of which correctly belong to other mailgroups,
you can create duplicates. For example, an inquirer submits one inquiry asks about 1) the amount of
his compensation and 2) asks about the care he received at a specific medical facility, Assume the
inquiry was sent to the correct Comp & Pen office. They would keep jurisdiction of the original inquiry
and then create a duplicate to send to the specific medical facility to address the medical issue. You
can repeat this process to create more than one duplicate if the original inquiry contains multiple
issues needing to be sent to multiple locations for responses.
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You can initiate this function in one of two ways: (see instructions and screenshots of each

method below)

1. Unopened inquiry from My Group’s Inquiries screen. Inquiry to be duplicated is
highlighted on the inquiry listings on the home screen; double-click on Create Duplicate button or
single click and choose Inquiry. Do NOT create a duplicate Contact.

2. Inquiry is open; go to Contacts and Inquiry History tabs. Click on Contacts tab and
then on Inquiry History for Inquirer subtab. Click on Create Duplicate button on the Inquiry
History for Inquirer subtab, NOT on the Contacts subtab. If you create and save a duplicate
contact record, contact the VA IRIS System Admin Group to fix it immediately.

Unopened Inquiry from My Group’s Inquiries screen. If you know which inquiry needs to

be duplicated without opening it up:
1.
inquiry.

2.

3.
OK.

Highlight the inquiry from the line items by clickihg ONCE. Do NOT double-click to open the

Click on Create Duplicate and select Inquiry.
A box will open up asking if you want everything copied with the record. Accept all and Click

ann Calacrtad tha Nata ltame cactinn halow

See remaining steps in Once You

{ ]
7 | Home | Display Page Setup
i Y j EPrint - HDelete ~

(7 €reate Duplicate +

Q o

Search  Refre:

2 Do not Use

Open  New

@) 1nquiry

B Contact

Inquiries 5 My Groups Inquiries (ol Contact an

Inquiry ltems A

Inguiry #
101208-000000

Subject
&) Notifications question about benefits

B[y Groups Inquines [default]

101215-000002 1 have a question

1. Highlight the specific inquiry from the line items on the
Inquiry console screen by Clicking ONCE. Do NOT double-
click to open the inquiry or you will open that inquiry.

Report

2. Click on Create Duplicate and
select Inquiry.

4b

Group
Unresolved YA TRIS 5

Additn Info Pr VAIRIS 5

09 Create Duplicate Inguing

)

Select related data items 1o be copied with this record.
=l
[ rmigent Contacts
[ File At e e

3. A box will open up asking if you want everything copied
with the record. Accept the default with all boxes checked.
Click OK.

4. See remaining steps in Once You Have Selected the
Data Items section below.

Inquiry is open; use Contacts tab and Inquiry History subtab

Open the inquiry, click on the Contacts tab,
Click on the Inquiry History for Inquirer subtab; you must perform this task using the Inquiry

History for Inquirer subtab and not any other subtab.

Click on Create Duplicate.
Click on Inquiry

akrw

boxes and click OK.

Inquiries _:5|My Groups Inguiries

ok Contact and SSN Guick Search |82 Peter Adams

A box will open up asking if you want everything copies to the duplicate. Accept all the selected

. See remaining steps in Once You Have Selected the Data Items section below.

@101202-000012 (@] 101208-000000 4 b

Inquiny ftems A Contact Details
& Notiications Form of Address” | Mr
== Inauiries (defaul]
=5 Anowers Default - New
() Public Incident Views
) | Public Contact Views

First Mame" | Tester

Middle Iritial
Recent ltems 2

1. Open inquiry and click on Contacts tab.

-

| Tepicssubtopic | Pension [Non Service Comnected Benefits)
Filing for pengion benefit;

TP | guestion

@ 1071208-000000 LastMame® |Wett
(8% John Adams

97 101202000012
@Y 101004-000827
(85 Peter Adams

97 1071220000002
@3 101220000001

Intemal Attachmenty

" Contacts (1 Inquiry History for Tnamer

2. Click on Inquiry History for Inquirer subtab; you
must perform this task using the Inquiry for Inquirer
subtab and not anv other subtab.

k2

[B= Testervett
82 Pamela Johnsan
(82 Michael Atwell

¥ open - [ New - (=iPrint -
Status
oh Om

Quick Search 2 Unresolved

Contact and $SN Duick Sean v

Last Name

jgate ~| 5 Assign -

Response Interval | [, 2o

A Delets - (2 Do Mot Use S Optians -

erval | 5

3. Click on Create Duplicate;
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Contacts (17 Inquiry History for Inguies (11 | Inquiny Hist

4. Click on Inquiry.

9 Mewe ~ [ open ~ [ Create Duplicate ~ | 34 Delete ~
Status (27 rauies

= Contact

—— - 5. A box will open up asking if you want everything

< 10 be copied with this record copied with the record. Make sure all the boxes are
selected and then click OK.
6. See remaining steps in Once You Have Selected the
Data Items section below.

Once You Have Selected the Data Items using either of the two methods (unopened
inquiry and opened inquiries), a new screen will open up with all the information duplicated and
with a new inquiry number. Note that the subject line starts with “Copy of” followed by the original
subject line. Whenever the subject line begins with “Copy of”, it means you are looking at
duplicate inquiry created by a VA IRIS user from inside the system.

- — New inquiry number appears on copy of original.

091007-000001 |

3 1 = = P DHelp -
Subject line has “Copy of” inserted at the beginning of : E
h b t str|n Subject™ Copy of Inquiry with 2 izsues. h

t e Su ]ec g hd Assigned WA RIS Staff -~

S ubjeEctT Copy of Treguirg vaithn 2 issuaes el

51007-000000

Do the following on the newly created duplicate:

1. Change the Assigned field to the mailgroup that will receive the copy.

2. If necessary ,change the Topic/Subtopic field to reflect the Topic/Subtopic that is
appropriate for the receiving group.

3. Do NOT change the status field from Unresolved. NEVER reassign an inquiry to another
group in Solved status or they will never see it. The status must be other than Solved when
it is transferred.

Change the Assigned group to the new receiving mailgroup. !%:::t* age for diopdawn fields on workspace,
S E = A TR e T TET hd =mned | VBA St Paul RO-CEP -
PCT St Paul

Change the Topic/Subtopic to selections appropriate

i H Opic/Subtopic” Compenzation [Service-Connected
to the reCGlVlng mallgroup' |// Filing for compenzation benefitz 4

Status® | Unresalved b Tupe of Responze” | E-Mail

Depending on the Topic or Subtopic, you may L&—&MVBA R0 Locationiif applicable) | Florida -

need to select a VA RO location or a specific WM Locationif appicable] | -] 3

medical facility.

e T o oo | IRISInk

= Undock
Do not change the status code. The status must be s

other than Solved when it is transferred or the
receiving mailgroup will never see it. John eteran, 12/29/2010 02:22 PM

| Sort |Date - Descending  »

Enter a Private Note on the new copy explaining that your group will handle issue(s)
XXXXX and that you are creating a copy and sending the copy to them to handle issue(s)

YYYYY. See example below.
Moszages | Cetsiz | Enter a Private Note to explain to the new group
,:'—ISE”C' onoeve | o e s what they need to do and what issue(s) your
~QE— keeping with the original inquiry.

Responses /I
[ Private MHoke
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Private Mote - I

The original inquiry, #:eeeeere0ee, CO
addressing the first issue about the benef
D mailgroup, Salt Lake Medical Center, to handle

Example of a private note: Says what you are transferring,

the original inquiry, and original inquiry number.

what you need receiving group to do, what you are keeping on

¥ Inquirer Entry By Phone @ - Edit Delete | |

4. Click OK when you have changed the Assignhed group, Topic/Subtopic and entered the
Private Note. When you click OK, the duplicate will no longer appear on your screen, but it
won't be recorded and transferred until you Save or Save and Close the original inquiry.

Private Note

Dupieats croated for new malaroup Click OK when you have changed the fields and added the
Private Note for the new mailgroup.

tacted By phone

vy By wab Form [S-
| would like to apply for benefits, how do |

o [ Canca_]
Next, do the following to the original inquiry that you are keeping:

5. Add a Private Note to the original inquiry that you are keeping. The Private Note should
say that you have created a duplicate inquiry #xxxx and sent it to mail group xxxxx to handle
issue YYYY. See sample text in screenshot.

Add Wienat | all % |Sort Date - Descending =

Private Note |« Delete ™

A duplicate Heeeeeenseeswas created and sent to Mailgroup poeoes to specifically handle the issue
. regarding yyyyy. This mailgroup is keeping the original inguiry and will handle issue zzzzzzz.

Add a Private Note to the original inquiry

6. When you send aresponse to the inquirer, be sure to tell him/her that you have
created a separate inquiry to address issue yyyy and that s/he will be hearing from
another mailgroup on that issue.

7. Click on Save to keep the original inquiry open on your screen and send the duplicate to the
receiving mailgroup OR Click Save and Close to close the inquiry on your screen and also
send the duplicate to the new group. When the duplicate inquiry displays on the inquiry
console of the receiving mailgroup, the subject line will say “copy of” at the beginning of the
text in the Subject field.

Record Data Set
I © | Subject Status Date Created Date Last Update | Initial Respor
1-000002  Copy of Test to see address field Unresolved 10/21/2009 12:2  10/21/2009 12:2  10/22{2009
1-000001  Copy of T have 3 issues For WA Unresolved 10/21f200910:1  10/21/2000 10:1  10/22/2009

1000032 Copy of questions about benefits and health care . . L .
. ra Copy of will display at the beginning of the subject

line of the line item that is received by the other
group.
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Customer Entry on Behalf of Veterans: Create a New Inquiry for an Inquirer or
Update an Existing Inquiry

Inquiries are submitted 1) by veterans and other IRIS customers from the Ask A Question link on the
IRIS home page on the VA Web site or 2) created by VA staff to record, track, and respond to
contacts that are made via phone contact with call centers and/or walk-in traffic.

Create an New Inquiry

Note: To create or update a new inquiry, assume the role of person for whom you are creating
the inquiry, i.e., if the veteran is the inquirer/caller, write as if you are the veteran when you complete
the customer entry forms; if you are talking to someone other than the veteran, assume the role of the
spouse, relative, friend, etc., when you enter the customer entry data.

1. Click on the New Button and select Inquiry or click New twice. (Inquiry is the default if
double clicked.)
= [ s - <oeime - < 2| 1. Click on New and then
Sttt e saian - - Inquiry OR double click on
New

@
INnquiri| =
o s

TN ———

T I have a aues

2. G'c;"d”i'FéEthhc‘)wt'he Contacts tab; do NOT complete any data fields. The system has
already assigned a number and assigned the inquiry to your mailgroup.

3. On the Contact subtab, click Add and then Search Existing. YOU MUST DO A Search
Existing TO SEE IF THE CONTACT IS ALREADY IN THE IRIS AND/OR IF THERE ARE ANY
OUTSTANDING INQUIRIES IN THE SYSTEM.

:3My Graups Inquiries |97 101221-000005 4

2. Click on the Contacts tab on
the New Inquiry form.

Contact Details Inquiry Details
Fam of Address | [-] Reference #t | 101221-000005

First Name et is Inquirer on This Inquie?” | [-]

Middle Iritial

=1 — (sl

3. Go Contacts subtab
— Click Add and then Search Existing. j
| Full Name /| Email Address I Daytime Phone ;ﬂctwon .

hW\I 4. Enter Contact search terms and click Search Existing.

4. When the Contact Search box opens, enter the Contact Last Name and Contact First Name of
the inquirer, or the email address, etc., and click Search.

If there is No Match
in this view.

7 091013-000000

Y New el Save gl Save and clos:

aaaaaaaa
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If there is no contact match; contact is not in the system
If there is no contact match, you will create not only a new inquiry, but also a new contact record for

the person(s) involved in the inquiry. (If there is a match, skip to the If there is a match section.)
.Perform the following steps:

1. Click on the New Contact button on the bottom left of the Contact Search box.

|

1.Click on the New
Contact button.

2. Do NOT start filling in data fields. Go to Contacts tab> Contacts subtab, Then Click on
Add button and click Add New.

Inquirer Details

Inquiry Details

Form of Address | (Mo Yalue] Heference £ 091013000000 e

2. Click on Add button on Contacts tab and click Add
New

rMessages-

First Marne

T Contacts =

= add == <
il oodd rleses

3. Complete the New Contact form with details about the inquirer. If the inquirer is also the
veteran, fill out the veteran information. (If the inquirer is asking on behalf of the veteran,
create the veteran’s contact record later. See steps below for adding a second contact to the
same inquiry). When you’ve entered the information into fields, click OK.

Enter the contact information FOR THE

the Veteran info section. .

INQUIRER. If the inquirer is also the veteran, fill

Click on Edit in the Address field
to enter all the address fields.

BT T T YT AT

Date of Bith (MM-DD 4] -

When you’ve entered the
Bt detos G it 00 0 = | information, click OK.

After you click OK, the screen will return to the inquiry input screen. Some of the fields are
already filled based on the contact information that you entered.
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4. Fill in the empty fields at the top of the screen; those fields are: Inquirer the Vet? Subject
line, Type of Inquiry, Topic/Subtopic (you must select both), Type of Response preferred,
etc. NOTE: The Assigned mailgroup is shown as your own by default. You will need to
select the correct mailgroup who will handle the inquiry from the Address dropdown as the
last step before you complete your work and Save and Close.

"My Groups inauiries | @) 101221-000005

Inquiry Details
ence #t | 101221-000005 Subiect*

et is Inquirer on This Inquin™ | -] Assigned | VA& IRIS Staff
Mancy Tucker

Middle Initial Teee' |1y

Last Name® | Thumb Status” | Unresolved

sddress” [Z2EmS Edt
Messagey”  Contacts |_Intemal Attachments | Cust Entry Data Submitted w/ This Inquiy | AuditLog | IRISInfo Website]

Contacts (1) | Inquiry History for Inquirer |

Topic/Subtopic, Type of Response.

[#) Add + (¥ Open %] Remove

Frimary | Ful Nlame: 7| Email Address

ala Dating Prove (2] [msEme0nD 4. Fill in the fields at the top of the inquiry that are
presently blank: Vet is Inquirer?, Type, Subject,

® Tom Thumb 555-586-6000 Open. T

5. If theinquirer is not the veteran but is asking about a veteran, click on Search
Existing again on the Contacts tab, and search the IRIS database to see if there is a contact
record for the veteran. If not, create a New Record again. Note that the tab says
Contacts (1); this means that you have created one (1) contact for this inquiry, who is the
inquirer.

Message Contacts and SSH

5. If the inquirer is asking for/about a veteran,
Click on Search Existing on the Contact tab

%j“did'd e — again. If there is no match, click on New Record
L Search Existing , | and enter the veteran’s data.

Contacts (1) | Inquiry Histor

(You will have to repeat this process for all the contacts material to the inquiry. If the veteran
is the inquirer, there will be one contact. If someone inquires on behalf of a veteran, there will
be two. If someone is representing the dependent of the veteran, there will be three. BE
SURE THAT THE RADIO BUTTON IS CLICKED FOR THE INQUIRER.)

6. Complete the New Contact form that opens up by filling in the veteran’s information.

6. Enter the contact information
FOR THE VETERAN if other
— than the inquirer.

to enter all the address fields.

Click on Edit in the Address field

into fields, click OK.

When you’ve entered the information

The screen will return to the inquiry screen. Two contacts will now be shown; the inquirer is
the person whose line item is checked by the radio button. There are now two (2) contacts
annotated on the Contacts subtab. Two line items are shown for the contacts. The one with the
radio button checked is the inquirer and the other is the veteran cited by the inquirer. Do NOT
change the radio button settings.

Two (2) contacts are now

w annotated on the Contacts .
i % subtab Two line items are shown for the
(<] - Homn . contacts. The one with the radio button

Prmary | Ful Nae ! Emal ddress checked on the far left of the item is

0 % the inquirer and the other is the veteran

| cited by the inquirer.

Contacts 2]
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7. Click on the Messages tab and then Inquiry Content.

Messages IRISInfFo wiebhsite |

|1 serd on save | 2 ~ 7. Click on the Messages tab and  frax | ac-
CEETR then Add >Inquiry Content.

| Inquiry Content

Response

Private MNote

8. The Inquirer Entry mode is selected and is displayed. Select the method by which the contact
was made; Phone is default.

[] Send On Sawve | oo Smark Assiskant )L Search Knowledgsbase = Skamdard Texk | A

e o - 8. Select the method by which the
oo contact was made; Phone is the
o orets e default.

Bw Email

9. Enter the content of the message in the box. You can also click on and Add a Private Note
if desired.

[ ] Send Gn Save | (4 Smark Assistant © L Search Knowledgebase * standard Text | A% -

‘l‘""“"";"” Zr Fhens R - J Enter the Inquiry Content in the box.
s yee [ sna e (s et st |41y oy can also click on Add to
I

omorsn - \| enter a Private Note if desired.

10. Select the correct Assigned mailgroup and a subset of the mailgroup. (Subsets must be
selected for alerts to be sent that the receiving group/person has IRIS traffic.) If you are not sure

who has jurisdiction, click on the IRISInfo Website Help tab udttes | iRisinawebsi=Hein | which goes
to the IRISInfo Intranet website, and select the IRIS Participants Dropdown List document.
This document lists all IRIS mailgroups in order of appearance and provides additional
information about service areas, etc. Put your cursor in the text, do a Control+F and enter your
search term. You will find all instances of that search term. In addition, if the Topic/Subtopic is a
VBA business line, you MAY need to select the RO from the dropdown field. If the
Topic/Subtopic is Medical Care at a Specific Facility, you will need to select the VAMC location.

Depending on the Topic/Subtopic, you 3 Tepic/Sublopic” | Campareation [5errice Corramed
may have to select a VBA RO location Fiing for compensation benefits

. Type of Response™ E -k ail ~

or a VAMC location from the dropdown - ) :
. “B& RO Location(if applicable] | Florida -
f|e|dS. Wk C Locationlif applicable] | [-] =

‘wimh Ertry Form | Swdit Log | IRISInfo websits Help |

11. If all your work is done, the correct Assigned mailgroup to receive the inquiry is selected, all
the data fields completed, message entered, etc., and you no longer need to have this inquiry
open, click Save and Close.

Click Save and Close when all is done and you no
longer need the inquiry opened on your screen.

Note: If you need to retrieve this inquiry, you can click on its reference number on the side
navigation pane to reopen it. Recent Items shows the last ten inquiries and/or contacts
that you worked on

To retrieve any of the last ten items you
worked on, go to Recent Items and
click on the desired item.
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If there is a contact match; contact exists in the system

If there is one exact contact match, the inquiry form will immediately open up with some of the data
fields already filled with the known contact information. You must complete the unfilled fields and the
message content and may need to update the existing contact information.

If there are multiple results for persons/contacts having the same name and/or email address, you
will need to examine the line items that match to determine which existing contact is the right one and
click on the name. In the following example, the Last Name only was searched. There are 8 returns
for existing contacts with this Last Name. You will need to determine which one is the correct
one and select it by clicking on the correct name.

Once you have clicked on the correct contact, the inquiry form will immediately open up with most of
the data fields already filled with the known contact information. You must complete the unfilled fields
and the message content.

Perform the following steps:

1. Check the contact information that is filled in on the top of the contact screen to make sure
the address, phone, etc. is still correct. If not, make the changes and update the record.

s == Another Submitter
=1 rew  bdll Save Ly Sawe an d Close | L create Duplical
=t y
Contact’'s Name
kAT
5 ot

Farr of Sddress™

First Mame™

riddle Initial

] Contact’s Data

Last MHame” S ubmitter

Office Phone [= | [000-393-0002

Address® |78 Ruralroute
Aurora Colorado S9399-0000 United States

Email anothersubmitter@notanaddress. invalid

2. Click on the Inquiries tab. The tab itself will have a number in parentheses next to the tab
label that is the number of inquiries that exist in the system for this contact/person. Opening the
Inquiries tab will display any inquiries that have been submitted for or on behalf of this contact
name that have not yet been purged from the system. Inquiries are purged from the system
when they have in Solved status and inactive for 24 months. In the following example, there is
one Unresolved inquiry.

inquiry on record because the tab label says Inquiries (1).

Click on the Inquiries tab. In this example, there is one existing

ﬂNew 'QOpen _ereateDup\\cate [=)Print 2, oo Mon-IRIS User ) Da Mt Lse
Status Response Inkerval Resolution Interval | Source Inquiry # T | Subject |nquiry history for this contact. Each

Unresolved 0hOm OhOm Inguiry ETEF Wm.\l |nq uiry found is a line item.

3. Check the inquiries to determine if you need to update an existing inquiry or enter a whole
new inquiry. Create a new inquiry if the current issue is other than an issue in an existing
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inquiry. Do not re-open an inquiry that has been in Solved status for more than 31
calendar days; create a new inquiry.
e Determine if any inquiries listed are germane to the current issue being discussed.
Double click on the inquiry numbers to open them up to check.

Inquiries (1)

Unresolved

Double click on the inquiry #s to determine if you need to update an existing
inquiry or enter a whole new inquiry.

’j Hew [ Open _] Create Duplicate [S1PrRE 2, oo Mor RIS LR | Options

Shatus Response Interval Resoldtion Interval | Source Inquiry # T | Subject fction
OhOm OhOm Inquiry Edtar 091006-000000 Inquiry submitted on behalf of Mr.Soldier by Mr, Submitter Cpen, Print

Update an existing inquiry:

If the inquiry opened on your screen is germane to the issue being discussed and is
sufficiently current to warrant an update, Add to the existing Inquiry Content. When that
inquiry is open on your screen, click on Add and Inquiry Content.

Address | 78 Ruralros

Messages | Contact

] Send On Save Srmal

add -

I e rare e ]

If the Unresolved inquiry is relevant to the issue being discussed, go to
Add and Inquiry Content to add more content to the existing inquiry.

Responss

Private MMobe

I;half of a veteram by Mr. Submitter.

Enter the additional content =~

Click OK.

[ o {J —T T

o If you have re-opened an inquiry in Solved status, be sure to change the
status code to Unresolved. An inquiry in Solved status will never be seen by
the responsible mailgroup. NOTE: If the inquiry has been in Solved status
for more than 31 calendar days, you must enter a new inquiry if the issue is
not material to an issue discussed in an existing inquiry. Do NOT re-open any
inquiries that have been in Solved status for more than 31 calendar days and
the Solved inquiry was successfully resolved.

o Click Save and Close on the screen that comes up to save your addition and

close the inquiry on your screen.

Click Save and Close.

t ]
Inauly Dataits

NOTE: YOU WILL NEED TO CREATE A NEW CONTACT OR FIND THE EXISTING CONTACT
RECORD FOR EACH PERSON INVOLVED WITH THE INQUIRY USING THIS METHODOLOGY.

Create a New Inquiry for an Existing Contact

If you determine that updating an existing inquiry is not appropriate and that it makes more
sense to initiate a new inquiry, then you must Create a New Inquiry for the existing
contact/person by doing the following:
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1. Click on the Inquiries subtab for this contact record. This action will autofill the
contact information.

LT )

- ] &= g ;] -

Click on the Inquiries subtab of the opened contact

record. Iﬂ[p/ Inguiries |

" &b =

Click on Add New button in the Inquiries
subtab.

The inquiry form immediately opens up with some of the fields auto-filled from the Contact
information. You must complete the unfilled fields on the upper screen except the Assigned
field (Save the Assigned field for last item before saving and closing).

3. Complete these unfilled fields in the upper screen: Inquirer the Vet?, Type of inquiry,
Subject line, , Type of Response preferred. The Assignhed mailgroup is shown as your own by
default. You will need to select the correct mailgroup who will handle the inquiry from the Assigned
dropdown before you complete your work and Save and Close. Do not change the Assigned field or
the location fields until you are ready to Save and Close. NOTE: If the Topic/Subtopic selection is a
VBA business line OR is a health/medical issue pertaining to a specific facility, you will need to select
an RO or VAMC location from the dropdown fields.

2 «1 Complete the unfilled fields in the upper screen,
Inquity Details except Assigned or RO or VAMC location.
Fieference # | 101228-000025 Subiad’
el isInquirer an TrisInquiy? I < sasgred [VATRIS il N
o' | 1 4 Topic/Sublopic® | ) r
Gtatus® | Unresolved - Type of Response™ | [-] b
Emal [+] 4 VBA RO Locationlif applicable) | -] &2
WAMC Location(if applicabls] | -1 v

ited viaweb Enty Form | AudtLog | IRISIrka website Help

4. Go to the Messages tab, Click on Add and select Inquiry Content.

[ Send On Save | (4 Smart Assistant (), Search Knowledgebase = Standard Tj

- Click on Add and Inquiry Content on the Messages tab.

Inquiry Content |

1
Reines ’1 about getting benefits when outside the US. | also have a question about medical care for MS
Private MNote
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5. Choose the method by which contact was made with the inquirer and enter the content of
the inquiry. Write it as if you were the inquirer.

Inquirer Entry | By Phone 2, -
Ne Chan gt

Ph

Ev Phone

Choose the method by which contact was made with
the inquirer. Enter the inquiry content.

By Fax
By Post
. By 'web Form
H By Email

6. Enter a Private Note if you deem it necessary.

7. Change the Assigned field to the mailgroup that needs to handle the new inquiry; you
may also need to select a VBA RO location or VAMC location, depending on the
Topic/Subtopic.

Change the Assigned field to the mailgroup that needs
to handle the new inauiry.

TR T R T TR T e T T e e T T P T ) Y e L e T I T T Ty P T TR T BT T )

25 q b
Inouire Detail:
. . Subject”
Select the correct Assigned group and its subset. E psorea | VAR s 3
e [ 3 Topic/Subtopic™ | [ ~
: - - ~ Type of Response® | [-] 5
Select the VBA RO Location or VAMC Location if g VBA RO Location(il spplicablz) |11 <
needed for the selected Topic/Subtopic. Save UAME Locationii appiocble) |[-] =

—

and Close when completed.

If you are not sure what mailgroup has jurisdiction, click on the IRISInfo Website Help tab

wdtLoa | IRISInowebsteHele | which goes to the IRISInfo Intranet website, and select the IRIS
Participants Dropdown List document. This document lists all IRIS mailgroups in order of
appearance and provides additional information about service areas, etc. Put your cursor in the text,
of that document, do a Control+F and enter your search term. You will find all instances of that
search term as you scroll through the document.

Mail groups are listed in alphabetical order. NCA appears at the top, VA organizations are next, all
VBA organizations begin with VBA, all VHA location begin with VHA. If itis a VBA Comp and Pen
destination, pick the subset that says PCT (Public Contact Team), otherwise pick any subset that
shows “Responder Group”

If you are unsure of areas of jurisdiction, etc., see full listing of all mail groups in the IRIS, the order in
which they appear, service area information, etc., on the IRIS Participants Dropdown List
document at http://vaww.va.gov/irisinfo/irisguides.asp. Please create a direct link to this document or

use the IRISInfo Website Help tab AudtLog | IRiSiriowebste Help | Frevic that opens the IRISInfo website
directly. When needed, open up the document, put your cursor in any of the text, do a control+F to
open a search box and enter your search location. All occurrences of this term will be found so that
you can find the correct one.

8. When you have completed the data fields and the inquiry content, selected the correct
receiving mailgroup in the Assigned field, click Save (saves data but leaves inquiry open on
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your screen) or Save and Close. Save and Close will record the inquiry and transfer it to the
new mail group for response. Do NOT reset the status; never transfer an inquiry in Solved

status.
) 0 H B 101221-000008 - iris_upgrade - RightNow CX -7 x
/" Home - - - - be = x
B=r A Click Save and Close to record the inquiry and transfer it to
New Save Saves s eeend ] the new mail group for response. Do NOT reset the status;
Commans never transfer an inquiry in Solved status.
Inquiries | =My Groups Inqui s

Inquiry tems AN = N =
e Contact Details Inquity Details -~

Create a Duplicate of an Inquiry that you just created

If the inquiry that you created addresses multiple issues that need to be handled by multiple
mailgroups and has been Saved to the system, you can create duplicates and send them to the other
respective mailgroups for handling. To initiate this process, do the following and then follow the
instructions in this manual re: Create a Duplicate.

1) If the inquiry is saved and belongs to your mailgroup, it will be listed on you're My Group’s
Inquiries screen. You can highlight it by clicking ONCE and click on the Create Duplicate button.

My Groups Inquiries - iris_upgrade - RightMow CX - o X

- Home | Display Page Setup @ = x
) j = Print - K Delete + <V
ooy Dacrestecupticate + (doone Highlight the line item by clicking once and then click the
3 Assign -~ .
s
i Create Duplicate button.
Inquiries « || My Groups Inquiries |97 101221-0000m T
Inquiry ltems A A Inguiry # Subject Status Date Created Date Last Updated | Initial Response Due: Inquirer Last Group
i 101208-000000 question about benefits Unresohved 12/03/2010 11:08 AW 12[15/2010 03:33 P 12§15/2010 11:08 AM Wett VA IRIS S
101215-000002 T have a question Additn Info Provided 12/15/201005:40 PM 12/15/2010 09:10F  12§22/2010 08:00 PK Rao YA IRIS S

2) You can reopen the inquiry that you just created and Saved and Closed to another mailgroup
by clicking on the item in the Recent Items column on the left navigation pane. Once it is open on
your screen, you can create a duplicate by clicking on Contacts tab and Inquiry History for
Inquilrgnrﬁlgypmt'gb and then clicking on the Create a Duplicate button. See screenshots below.

| i Al O L R SIS R TaTaTeY Iemst For &

Click on the inquiry that
you just created in the
Recent Items column
and open it up.

First FParson

112

IS0 -0
11143

3) If you have created the inquiry and clicked Save but not Save and Close leaving the inquiry open
on your screen, click on Contacts tab and Inquiry History for Inquirer and then click on the Create
a Duplicate button.

Contacts > Inquiry History for
Inquirer and click on Create
Duplicate button.

Address | 200 Motastreel

Contacts |« wersion 5¢

—
Contacts (17 Inquiry History foquulry History-5 econdam Contact |

9 Mew - [Fopen - [[qcreate Duplicate ~ ¢ Delete - (=5 Print ~ = Do Mot Use  _S3assign ¢ Do Mot Lse

Status Response Interval Resolution Interval | Source

Go to Create a Duplicate section of this manual for further instructions.
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Updating a Contact Record (Inquirer and/or Veteran data)

1. Do a Quick Search for the contact. Go to Quick Search. Select Contact Quick Search from the
dropdown box.”J

1. Go to Quick Search. Select
Contact Quick Search from
dropdown

Samren

2. Enter the last name and first name and/or email address of the contact (inquirer and/or veteran).

2. Enter the last name and first
name and/or email address of the
inquirer/contact.

3. Edit any of the information that is found on the Contacts tab of an inquiry if a contact record is
found. If so, the contact form will open up that displays the contact name at the top left.

= =T - =

A -

3. Edit the personal information here.
You can add a note or attachment
using the lower tabs of the inquiry if
necessary.

AAAAA

Contact Details
Form of Address

First Name* [ Tester

o|  Tepic/Subtopic® | Pension (NonService-Connecterd Berefits)
Fil i

ing for pension bensfits

4. Click Save and Close when edits are completed.

4. Click Save and Close when edits are completed.

Summary of Steps to Create an Inquiry

1. Open the IRIS
2. Double-click New button.
3. Go directly to Contacts tab to determine if the inquirer exists in the IRIS system. If the inquirer is
asking about a veteran, always handle the inquirer information first.
4. Click on Add button in the Contacts tab and then select Search Existing to find the contact
record, if any.
5.a If thereis NO record, click on New Contact button on the Contact Search box, When the
New Contact form opens up, complete New Contact form and click OK. (If the contact is also
the veteran, enter that data on the New Contact form also.) The inquiry will open up and will display
some of the data you entered on the inquiry fields on the upper screen.
b. If there is a record, the inquiry screen will immediately open up; the new inquiry upper screen
will populate with existing contact information. You can edit the information if it needs to be updated.
c. If inquirer is asking about a veteran, do another search in the Contacts tab to see if the
veteran has a record in the system. If there is no match, click on Add>New in the Contacts tab
and enter the data on this individual in the contact form that opens up. This persons’ contact
information will be added to the inquiry. If there is a match, the existing contact information will be
added to the inquiry. You can edit this information by selecting the person’s name listed on the
Contacts tab.
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6. Enter the message on the Messages tab, by clicking on Add>Inquirer Entry.

7. Complete the unfilled fields on the upper inquiry screen: Subject, Type, Type of Response.
8. If the receiving mailgroup who will handle the inquiry needs additional information or attached
documents, add a Private Note using the Add>Private Note selection and add the document(s)
using the Internal Documents tab.

9. Determine the correct routing destination and select from the Assigned field dropdown listings.
Select the correct mailgroup and its subset. Also be sure that the Topic/Subtopic selection is
appropriate for this inquiry. Depending on the Topic/Subtopic, you MAY need to select from the
Locations fields. Most any VBA disciplines will need the VBA RO Location field selection; any
Health/Medical for a Specific VAMC will need the VAMC Location selection.

10. Take an inventory to ensure that all the fields are filled, attachments added, etc. If all your work
is done, click Save and Close. This will complete all activities, send the inquiry to the correct
location, and close out the inquiry on your screen.

Posting/Updating Standard Text or Answers/FAQs:

Standard Text: Anyone who wants a Standard Text response posted to the IRIS for use by IRIS
responders should create the response, ensure its integrity (accuracy, spelling, clarity, etc.), forward
to the appropriate manager(s) for review and approval, and then have that manager send it to the VA
IRIS System Admin Group via regular e-mail for posting to the IRIS.

Answers/FAQs: FAQs in the IRIS Knowledge Base should not repeat the specific information found
on VA’s numerous websites. Those websites are the authoritative sources for specific information.
FAQs must be generic in nature and point to those Websites as often as possible to prevent a
disparity of information and to minimize the overhead to maintaining accurate information in more
than one place. When a generic statement with a link isn’t possible or is not the best way to proceed,
more detailed FAQs may be crafted and posted. New FAQs and corrections to existing FAQs must
be factually correct and vetted by appropriate management and then sent via regular email to the VA
IRIS System Admin Group for posting. Those Standard Text responses and FAQs must not duplicate
Standard Text or FAQ that already exist.
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IRIS Troubleshooting Questions

1. How do I log into the IRIS after | have set a bookmark?
Click on your Start button on the bottom tray of your screen, go to All Programs, select RightNow
Technologies and click on it. Each designated IRIS mail group member is provided with a
username and a password that are case sensitive. Enter these codes in the appropriate boxes on
the log in screen.

2. When I click on the link in the alert message, | immediately get Access Denied. What is
the problem?
This problem is usually caused by entering access codes without regard to the correct case
sensitivity. If you have entered your codes incorrectly three times, you will be locked out and will
need to request an unlock via Outlook mail to the VA IRIS System Admin Group.

3.l can't find my solved inquiries. Where are they?
Inquiries with different status codes are viewable on different consoles. The My Group’s Inquiries
home screen displays inquiries whose status codes are other than Solved or Solved-Duplicate.
You must navigate to your Solved basket. To do this, click on the big Search button. When the
search box opens, click on the Status codes for Solved and Solved-Duplicates only. Then click
Search. The new display will be the inquiries in Solved status for the past six months. To return
to the open inquiry screen, repeat the same steps using all status codes except Solved and
Solved-Duplicate and then search again.

4. 1did everything right, but the IRIS wouldn't send my response. What’s wrong?
When you have typed in a response and clicked on Save or Save and Close and then received a
message that the IRIS couldn’t send the message, it means that the veteran did not provide an e-
mail address to which the response can be sent. Usually this also means the veteran requested
an answer by phone or by surface mail as well. Check the Type of Response field to see how
the veteran wants to receive his/her reply. If other then email, you must delete all of your
response in the response box (click on one character in your response and then click control + A
to highlight all of the contents of the response box. Then click on delete. If any characters,
including space characters, remain in the response box, the IRIS will think that you still intend to
send a response via the veteran’s e-mail address. Response by surface mail or phone, then add
an Private Note in the IRIS saying what you did to resolve the issue. Then manually set the
status of the inquiry to Solved and click Save. The IRIS will record your internal note, change the
status and move the inquiry to the Solved Console.

5. 1 had to answer the veteran by phone or by mail because there was no e-mail address to
send an electronic response (see 3a above).. | removed the response | typed into the IRIS,
but it still doesn’t work. What’s wrong?

When you deleted the response that you typed into the response box, all of the characters did not
get removed. If no letters are showing, it would indicate that a blank space character was not
deleted. Be sure to click on the first space of the response box and hit the delete key until you
are certain that all the characters have been removed

6. An inquiry was simultaneously routed to multiple addresses; how did this happen?
It is not possible to MANUALLY route an inquiry to multiple locations. This circumstance
occurs when a responder has an open inquiry on his/her screen and then the power to their
computer is lost because the machine is turned off or a power bump occurs. When the power
interruption happens, the problem that results is that the inquiry gets forwarded to a host of
multiple locations. The software vendor informs us that there isn’t anything that we can do except
to ensure that everyone has a UPS backup on their systems.
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7. Why don’t | get alerts that | have IRIS traffic?

IRIS traffic is routed via addresses in the Exchange mail system. Each IRIS destination must
have a specifically named Exchange e-mail address. Those addresses are set up by local
Exchange administrators and have distribution lists attached to them. Persons at a given
location who need to receive alerts that IRIS traffic has arrived at their mail destination should
have their names individually recorded on that Exchange mailbox distribution list to get alerts. If
your name isn’t on it, you will not get alerts. You must also set your Personal Settings to receive
email alerts and the IRIS System Admins must set up your account to send the alerts to you. If an
inquiry is reassigned to your mailgroup and a subset of your mailgroup is not selected when the
new routing destination is selected, you will not get alerts.

My mailgroup is in the IRIS all day and we don’t want alerts. Can the alerts be shut off?
Yes, let the VA IRIS System Admin Group know that you don’t want alerts for your group.

9. Why can’t the veteran open his response to read it?

10.

11.

12.

13.

14.

Veterans receive e-mail message traffic telling them that VA has responded and telling them to
click on the link in the message to get to the response. When they are unable to open up the
response, it is because of the foibles of their browsers in combination with their screen settings.
Part of the message with the link also tells them to cut and paste the link into the address field of
their browsers if clicking on it doesn’t work. This will usually remedy the problem unless they fail
to capture the entire link. If their screen settings caused the link to wrap to an extra line, they
may not capture all of it.

Why do | get duplicate inquiries?

Duplicate inquiries are created by veterans and other IRIS customers when they fill out the
customer entry form and then hit the Submit button more than one time. Every time they hit the
Submit button, a duplicate inquiry is produced and recorded in the system. We have multiple
warnings in red type by the Submit button asking them PLEASE not to click it more than once, but
it still happens. When you get duplicates, answer one of them as you normally would, and on the
duplicates, enter internal notes saying that the inquiry is a duplicate, the original was answered

on (date), manually set it to Solved and Save it.

I’'m looking for an inquiry that was Resolved over a year ago and | can’t find it. Where is
it?

Once an inquiry is in resolved status for 19 months and has had no internal or external activity, it
is purged from the system. Any information provided by an IRIS inquiry that is relevant to a claim
or other transaction that exists in an official hard copy file should be printed out and added to that
hardcopy file.

Why do we only have five business days to respond to an inquiry?
VBA, VHA and NCA made a management decision that five business days is an appropriate time
frame for response.

Do all inquiries in a status other than Solved or Solved-Duplicate count as open and not
completed?

Yes. Any inquiry in a status other than Solved, Solved-Duplicate, or Solved—too little info is
considered open for statistical purposes.

What is the life cycle of an inquiry?

The life cycle of an inquiry depends on how long it remains Unresolved. It is considered alive
and active until its status is set to Solved. The life cycle of an inquiry can be reactivated if the
veteran updates his inquiry at any time within 31 days of the last action taken on that inquiry,
either internally or externally. For example, the veteran sends an inquiry. It is answered. The
veteran updates that same inquiry within 31 days of his response, which re-opens it and extends
it life cycle. VA answers the updated inquiry. The veteran comes back and updates the second
response within 31 days, which reopens it. This type of activity can greatly prolong the life of the
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inquiry. Once 31 days have elapsed since the last action, the veteran must submit a new
inquiry. NOTE: Veterans can also cancel their inquiries by clicking on a button that says “I no
longer need a response to my inquiry. When this happens, the inquiry will be set to Solved and
moved to your solved basket

15. How do | handle nuisance traffic?

16.

IRIS mail groups have occasion to receive repeated inquiries from the same individual even
though all necessary actions have been taken and there is nothing else that can be done. We
cannot prevent anyone from using the Internet; nor can we prevent anyone from submitting or
updating IRIS inquiries. The policy for handling this dilemma requires the consent of local
management. If local management agrees, you can enter a Private Note that says that
everything that can be done has been done and no further responses will be forthcoming per
instructions from local management. (Note: If a FOIA or other request is received that results in
VA printing out IRIS inquiries involving a specific inquirer, the internal note may be seen. Choose
your words carefully when entering Private Notes. Then you manually set the inquiry to Solved
and Save and Close it. Over time, the repeated inquiries are likely to stop.

How do we handle FOIA Requests?

The Freedom of Information Act (FOIA) requires that the agency must initiate action/route all
requests for agency records within 10 days of having received it and that the agency will now be
responsible for attorneys’ fees if the requester successfully sues the agency. The agency can be
sued for failing to respond to a FOIA request within the statutory time frame (usually 20 days).

If something regarding FOIA comes through the IRIS, please be advised of the following:

The request for records does not have to say “FOIA request”. ANY request for AGENCY records
is a FOIA request. (NOTE: this is not the same as an individual asking about his/her own
records.) If you get an IRIS that contains ONLY a request for agency records, please notify your
Privacy Officer immediately and let the inquirer know that all FOIA requests must be mailed or
faxed with an original signature.
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Analytics/Reports Basics

The following discusses how to get to the Reports function and demonstrates how to set parameters
and schedule reports. A complete discussion of the Analytics/Reports function is contained in
the vendor manual that is available at http://vaww.va.gov/irisinfo/irisguides.asp .

Navigating to Analytics/Reports

To access the Analytics/Reports function, click on the Analytics button near the bottom of left-hand
pane (only available to IRIS users with Analytics/Reports access).

23] VISH 23View
2| Duslity Review
123 Responder and Reports i &
-2 Responders

2] View &l Other EITEA -0y
= aiting List 090521-00000

orkflow - Testing 090817-0000C
5 up's Inguirie: (defaul T CE R TS
£ Admin View 06100800011

Recent terns 2

@ naazs-000000
@ 030821000000
@ nenaz4-000044
& 535 - Hepatis C Information
@ gage! 7000000
(8= Thid Benefisiary
@1 naans-000000
@] 03081 3000005
@Y nsoe05.000001

(8= First Petson ]
e a—— Analytics/
Contact Quick Search v Repo rts
e Function
@ Inquiries‘ ........
V4

13 anatyticseports

1§ Answers

When you click on the Analytics/Reports button at the bottom of the pane, your choices AT THE
TOP OF THE PANE change. You will see the header, Analytics/Reports and can choose the
Reports subset.

AnalyticsiR s « |__J My Groug
Explorers = Re

[d] Feport Analytics/Reports becomes the top Explorer
(& Styles . . .

@ ChartStles section on the left navigation pane.

'v') Color Schemes
| Irnages

A | Text Fields

muf{ Click on Reports
0903

Analytics Hems =

You will then see the Reports Explorer console.

Analytics/Reports

The Reports Explorer screen
will display.

Available Reports folders will display.
Not all reports are available to everyone.

[ ———

The most commonly used reports are in the Service report folder; you can expand this folder to see
all the available reports subsets and click on the plus signs to see their subsets. The list of service
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reports reflects the most commonly used standard reports, such as Inquiry Reports and Responder
Reports.

Service Reports

Folders

= F2 Public Feports
+} (L Commmon
- I Custom Reports .
I IRE Reports Inquiry Reports
T MMarketing
-l OFO
Service
I Customer S atizfaction
I3 Email Reports
- ICy Thquing Report

Inquiries Created
Irgquiry Sckisity
Inguiry Creation Fate

00

- I Tnguine Effectivencess
- I Thgquiry Perfformance
o I g T =]

R ) =i
I Grou
- I Results
<=y Stabus Responder Reports
=l Topic

Bl Tope
- I Profile of Tnguiries
- I FKnowledge Base Reports
¥ Iy Other Reports
I Quesus Reports
=+ [ Responder Reports
- I FResponder Sactiviby
- I Responder Effectivenass
- [C) Responder Lagin
- Iy Responder Performance
= I Responder Transactions

The most often used report is Open Inquiries>Group> Last Updated. The last update parameter
calculates on the most recent activity, which is not necessarily the date of creation. Be sure to select
the parameter that reflects the specific types of data that you are looking for. This report is used for
the following example. See following screens.

= {2 Public Reports - Created by Group 01./31/2007 11:00 PR 0172
*++ (=) Common The most 5 Initial Response by Group  01/31/2007 11:00 PR 0142
- IE=3 Custom Reports " Last Updated by Grou 01./31/2007 11:00 PR 0152

-y IRC Reports Often used

eI B arketing

=S report is the
- j Eust$ger SE;tisfactiDn Open
F mal eporks . .
=+ L Inquine Repaorts |an|r|eS
- [ Inquities Created .
15D Irvauig Moty report, using )
ol ' | Inquily Creatl_cm Rate CI]Ck On Last
(5 Inauin Effectivensss | GIOUP and dated b
S e peremenes ) the Last Updated by Group
=+ 1) Open Inquities .
= e Updated P
=i parameter on
D Topic i i
= the right side
-~ I Profile of lnguiriss Of the screen.
- D Kihowledges Basze Heports
[ Other Reports
I Quesus FReporks
- — .:l Fesponder Fleports_ )

The systemwide data for all groups will then display on the screen.

ome | Display  Pags Satup ]

G Sdcem

The Report Title is shown at the top of the screen.

o

0

-
"
1%
e
"
a
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If you are granulating the report and setting parameters, in the Search box, do the following:
1. Select the Group(s) you are interested in (Logged In is your mailgroup); click on Select All
to de-select all the mailgroups; hold down the control key to select specific groups.
2. Accept the defaults for Type, Topic and Status, etc.
3. Click on Search

Search
Filters |
Group Mame Topic
[ Movalue = [Select All) -~
Loaged In Mo Walue I h
Heh Bl Bonofts . 51 Seremwens Month of Decth Ber Select the group(s) from Group
NS, M arkers & Headstones E= Appeals Management (Mot B .
[] MCa. Presidential kemorial Certifi % + Benefits |ssues Outside the LI % Name parameter f|e|d and
< < >
Tupe Status Type d
R ) e accept all other defaults.
Mo Value Urresolved
Question [ Sokved
Service Complaint [ “warning! Do Mot Use
e Compliment ~
= < >
2 Interface
b [Select 2l
= iris
=1
Click Search.
Limit and Order |
™1 Fer Page
Order by Assioned-Asc /
[ Save as Defaults | [ Restare Defaults | [ Reset | Cancel

The results display in both graph and in tabular form and will reflect the information at the moment
you pulled the report. Data in blue font have drilldown capability.
You can click on the data to see further granulation.

: “% Last Updated by Group LSS

Home | Report Display Data

Q@ R

Search Refresh Reset

| Open Inquiries
Responder- Last Responded

Results are displayed in both graph
and tabular form.

B Inquiries

I Inquiries
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NCA, Markers & Headstones NCA, Markers & Headstones

VA IRIS Staff VAIRIS Staff

0 5 10 15 20 160 151
psigned L nquirie—ee Data in blue font have drilldown
NE, urialBeneits w capability by clicking on the data item.
MCA, Markers & Headstones L]
|| WA IRIS Staff 30
|| Total 50

! Record Count: 3

Reports Displays:
Once you have displayed the report on your screen, you can adjust how it appears by using tools
available on the home screen ribbon or contained in the tabs..

._u"‘ Home = Display  Page Setup

Buttons on the right end of

j e \Deltz - L% N [ H fp fsot gyl GDotituse the ribbon are available for

_ Create Duplicate » .o not Use 't i'f Find Next "} fERoHups . : -J‘““DefaultSet‘tings v users with Reports

e W hin - ol 0 R A e | ™™ Bodintn- permission to adjust reports
Recard Data St Analyze Report results.
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_ / Home g x
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New Search  Refresh  Reset Auto Bl Bxpot -
Fiter Hi'Slice » L] Defintion »

Record Data 5et Analyze Report

T % Display tab allows the user to change the appearance of the report results.
él 7 ReportHeader — S$ ﬂ‘jx T og=TEpoT T Col0mn HESaers

pSearch Criteria - Row Numbers

Views Auto YIRepOMEFOOLEr 4 [0 ke o Field  Cross

Format ~ tions = | Chooser  Tab - Multiline Calculations

View Format Sections Options

») Page Setup tab allows the user to change the appearance of the report itself.

Home Display | Page Setup

_I ]D @ 7 PageHeader - =
« Page Footer 5
Print Size Portrait  Landscape Margin Width
Margin - Print to Fit - -
Print M| Background & Display o

For exact instructions on reports, please see vendor documentation about
analytics/reports posted at http://vaww.va.gov/irisinfo/irisquides.asp .

Creating a New Report -NOT RECOMMENDED.

The existing standard reports should be sufficient for most needs. You may use ANY report that is
visible to you on your Reports Console, so be sure that what you are looking for doesn’t already exist.
Creating a new report puts the burden on you to totally construct the report, the visual layout, column
sizes, fonts, all of the variables, etc. See the complete Analytics manual from the vendor which is
posted at http://vaww.va.gov/irisinfo/irisquides.asp .
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Service Glossary

Access level—A method of controlling which public answers are visible on the IRIS administration
and end-user interfaces. The default access levels is Everyone, which means that the FAQs/answers
are displayed to the public and to VA employees.

Administration interface—All of the consoles, panels, and windows used by administrators and staff
members to configure, manage, access, and work with an IRIS application.

Administrator—A staff member who configures, customizes, and maintains an IRIS application.
Analytics/Reports Console—The console where staff members can access standard reports and
create custom reports. Reports can be customized using filters, comparison periods, trending
analysis, graphical display, and output. Staff members can also subscribe certain staff members,
groups, and email addresses to particular reports through the Analytics/Reports Console.
Announcements box—A white board or memo box that can be displayed on the IRIS Home page to
make special announcements to veterans. This tool is used only on rare occasions by the IRIS
System Administrators, usually to announce that the IRIS will be temporarily out-of-service due to
emergency maintenance.

Answer/FAQ Knowledge Base—A list of all Frequently Asked Questions that have been entered
into the IRIS by subject matter experts or their designees. The FAQs are indexed with VA's
corporate search engine.

Answer/FAQ—Any knowledge base information in FAQs that provide answers to common questions
from veterans and other IRIS customers.

Answer/FAQ/ Console—The console in the IRIS for adding, managing, and organizing answers that
can be made available to veterans and other IRIS customers.

Answer/FAQ status type—The status of an answer that determines whether it can be viewed by
veterans and other IRIS customers. The default answer status types are Public and Private.

Ask a Question—A link on the IRIS Home page that veterans and other IRIS customers can click to
submit a question when they cannot find an answer in the FAQ knowledge base.

Audit log—A list of all the actions taken on a record in the FAQ/knowledge base, including who
performed the action, what the action was, and when the action was taken.

Business rules—A component in the IRIS for defining processes that automate workflow,
notification, and escalation. Business rules can be defined to automatically route incoming inquiries to
the appropriate responders; escalate inquiries, update inquiries and update FAQs/
Category—Changed to Type for VA’s usage. This term applies to the type of inquiry, which can be
compliment, complaint, suggestion, question, etc.

Console—A major display window such as the Inquiry Console and the FAQ/Answer Console.
Dashboard—An option in the IRIS for viewing the Operations Dashboard report in the IRIS. This
report shows new inquiry activity, solved inquiry activity, backlogged inquiries, open inquiries, and
viewed end-user pages.

Database—The tables and data structure in an IRIS application that maintain, store, and retrieve
information.

Discussion thread—The list of all activity on an inquiry, including updates made by the end-user,
responses entered and/or sent by responders, and notes about the inquiry made by responders
(never visible to veterans and other IRIS customers). All activity is listed chronologically and provides
a history of each inquiry in the knowledge base.

Display position—The position where a new FAQ/answer appears on the Find Answers page.
Options include Historical Usefulness; Place at Top, Middle, or Bottom; Fix at Top, Middle, or Bottom.
The display position is selected from the Display Position drop-down menu on the Answer Console.
Disposition—See Inquiry disposition.

Distribution list—A mailing list of non-staff member email addresses used for scheduling reports or
any mailing event.

Drag-and-drop—A feature for moving an element or object in a hierarchy.

Drill down—To start at a top or general level and become more specific at each lower level. The IRIS
drill-down feature enables access to additional levels of detail on consoles, views, and reports.
Drill-down link—A link on a view grid for drilling down to the next level.

Email message—An email message that is automatically sent by the IRIS to veterans and other IRIS
customers. The sending of email messages is triggered by events in the IRIS; for example, when a
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veteran submits a question in the IRIS, the Question Receipt message will be sent to the veteran’s
email address telling him or her that VA has received their inquiry and will respond within 5 business
days.

End-user—A veteran or other IRIS customer who accesses the IRIS end-user interface to look up
and view answers or ask a question.

End-user interface—All of the pages in the IRIS that veterans and other IRIS customers can access
to look up answers and ask a question.

Entry Setup window—The first window that opens after entering the IRIS administration interface
URL in a Web browser. From this window, staff members can add a bookmark to their Web browser
for the IRIS administration interface and also launch their IRIS application.

Everyone access level—An access level designed to allow answers to be visible to all staff
members and veterans and other IRIS customers depending on the answer status.

File attachment—A VA file that is attached to an inquiry, answer, organization, or opportunity, or
sent with an inquiry response. Files that are attached to an inquiry response can be accessed by
viewing the answer. Sending a file with an inquiry response is a one-time function that attaches a file
to the response. Veterans and other IRIS customers can access the file directly from their email
client.

File Manager—The interface used to access modifiable files for IRIS modules.

Find Answers—A link on the IRIS Home page that opens the Find Answers page where veterans
and other customers can view FAQs/Answers and search the knowledge base. Veterans and other
customers can click an answer to view the complete details or search the knowledge base using
drop-down menus to narrow their search. If enabled, veterans and other IRIS customers can also use
the Browse search method to search the knowledge base by topics or Web Indexer to search Web
sites or as an alternative search for answers. See also Browse and Web indexer.

Group—A mailgroup set up in the IRIS to receive inquiries from veterans..

Inbox—A responder mailgroup’s list of inquiries. The inbox contains all inquiries that have been
assigned to the responder mailgroup.

Inbox limit—The maximum number of inquiries in a responder’s inbox that cannot be exceeded.
Inquiry—Any question or request for help from a veteran or other IRIS customer using the Ask a
Question feature of the IRIS.

Inquiry archiving—A process that permanently removes inquiries from the database. Archived
inquiries are then stored in searchable data files that can be viewed from the Contact tab. if the
veteran has sent more than one inquiry from a single e-mail address in the past year.

Inquiry Console—The console in the IRIS for adding, editing, viewing, and responding to inquiries,
and adding and maintaining contact and organization records. The Inquiry Console tracks all inquiries
generated by veterans and other IRIS customers through any source. Also called responder interface.
Inquiry disposition—A feature for classifying inquiry resolution. Any number of dispositions can be
defined to precisely record how inquiries are resolved. Also called disposition.

Inquiry Home—Also known as the IRIS home page. that contains links leading to the main functions.
This page provides veterans and other IRIS customers with quick access to the tools they need to
answer their questions and receive immediate customer service.

Inquiry status and status types—The current state of an inquiry. The inquiry statuses in the IRIS
are Unresolved, Solved, Updated, Waiting for Contact, Additional Information Provided (occurs
automatically when a veteran updates an existing inquiry), and Additional Information Requested and
others added for VBA purposes.

Interface—The consoles, panels, windows, and pages used by staff members, veterans and other
IRIS customers to access an IRIS application and interact with a single knowledge base. The
interface name determines the URL for the Web site, the name of the IRIS executable, and the .cfg
directory name.

IRIS—VA'’s Inquiry Routing & Information System, the mechanism by which veterans and other VA
Web customers can find answers to Frequently Asked Questions and submit and route inquiries to
VA. The IRIS assists customer service and inquiry organizations that need to easily capture, respond
to, manage, and track all service interactions in one consolidated application.

IRIS Component Manager—An IRIS application that verifies that the inquiry files (or

components) required to run the administration interface are installed and up-to-date. The
Component Manager automatically runs prior to logging in to the administration interface.
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IRIS components—Inquiry files, such as the IRIS executable, that are installed on

staff members’ workstations. IRIS components are partially responsible for the functionality of
features such as the Analytics/Reports Console, expression validator, spell checker, and color layout.
See also IRIS Component Manager.

keywordindexer—A utility that creates an index of the keywords found in inquiries, answers, file
attachments, and documents indexed by the Web Indexer. The keyword indexes are used when
searching inquiries, answers, file attachments, and other indexed documents. See also Web indexer.
Login—The action required to get into the IRIS using a username and a password.

Login window—The window that staff members open after entering the IRIS at
https://iris.va.gov/scripts/iris.exe/login. From this window, staff members must type their login name
and password to access their IRIS inquiries.

Mailbox—An Exchange mailbox specified in the IRIS as a routing destination that collects IRIS
inquiries sent by veterans and other customers.

Multi-select—A feature on a humber of consoles for updating more than one record at a time.
Navigation area—The right side of the top row of the toolbar containing buttons for accessing other
IRIS modules that are enabled, common consoles, Help, and the Links menu.

Page—A Web page; an end-user page in the IRIS application.

Permissions—A component of views that determines which security profiles have the ability to run or
edit a view.

Private—One of two default answer status types. FAQs/Answers marked Private are never visible to
veterans or other IRIS customers..

Profile—A mechanism for controlling access to administration functions and for assigning staff
members specific permissions, views, and report access.

Propose answer—A function for proposing an FAQ/answer from an inquiry. A copy of the inquiry is
created as an FAQ/answer and can be viewed and edited from the FAQ/Answer Console. The
knowledge base engineer then determines its access level, status, language, and visibility.
Proposed—One of four default answer statuses. This answer status indicates that the FAQ/answer
has been proposed by a staff member from an inquiry. Answers with a Proposed status are not visible
to veterans and other IRIS customers.

Public—One of two default answer status types. FAQs/Answers marked Public may be visible to
veterans and other IRIS customers depending on their access level and language.

Resolution time—The maximum allowable time (in hours) set by a service organization for resolving
inquiries.

Responder—A VA staff member who is responsible for answering inquiries sent to their IRIS
destination

Response time—The maximum allowable time (in hours) set by a service organization for initially
responding to new inquiries. Inquiries should be answered within 5 business days of receipt in the
IRIS.

Review—This status can be used to notify the knowledge base engineer when a public answer in the
FAQ/Answer Knowledge Base needs to be reviewed.

Search index—A matrix that includes a list of important words within a document and their document
of origin, allowing efficient searching. In some cases, the matrix is a database table; in other
instances, the matrix is a file stored on a hard drive. For a word phrase to be searchable within an
inquiry, answer, file attachment, or external document, it must first be indexed.

Session tracking—A feature that tracks IRIS customers’ current session history; that is, the pages
on the end-user interface that the veteran clicked before submitting a question.
SmartAssistant—IRIS technology that assists the IRIS veterans and other IRIS customers and staff
in finding and suggesting possible solutions to a question or issue based on the current session
history or the keywords in an inquiry’s discussion thread. See also Suggested answers.
Solved—One of the inquiry status types; an inquiry marked Solved has been resolved and closed.
Solved count—The method for determining where an FAQ/answer will display in the list of answers.
The most useful answers (those with the highest solved count) are pushed to the top of the list, while
those with the lowest ratings are moved down on the list.

Staff account—The settings for a staff member/mailgroup authorized to access an IRIS application,
including login name, password, profile, group assignment, and email information.
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Staff member—Any employee with a staff/mailgroup account and profile authorized to access an
IRIS application.

Standard text—Any text or response prepared in advance that can be sent to veterans and other
IRIS customers when responding to IRIS inquiries, appended to responses by a business rule. Also
called standard response. See also Response folder and Content library.

Suggested answers—A feature in the IRIS that suggests answers to veterans and other IRIS
customers’ questions when a business rule has been set up to append SmartAssistant suggested
answers on email and Ask a Question inquiries. Veterans and other IRIS customers can click a
suggested answer to view a possible solution. Suggested answers are also available to responders
on the Inquiry Console when editing inquiries.

Tab set—A group of panels on a console that each contain information associated with the record
being added, edited, or viewed. The tab set design enables easy access to the information on each
panel by clicking the associated tab.

Text searching—A feature in the IRIS that enables veterans and other IRIS customers and staff
members to search using their own words instead of choosing values from specific fields. The
entered text is compared to the indexed keyword phrases for answers and keywords for inquiries to
locate similar keyword phrases.

Toolbar—The bar across a console or window in an IRIS module containing buttons for performing
console-specific functions and accessing any IRIS module that is enabled, common consoles, Help,
and the Links menu.

Topic—A classification assigned to answers and inquiries. Inquiries can be classified under one main
topic and up to five lower-level topics; answers can be classified under multiple main topics and up to
five lower-level topics for each main topic.

Topic word—A word that is associated with an answer or document. The associated answer or
document will always be displayed to veterans and other IRIS customers when the topic word is
included in their search text.

Unresolved—The status code of an inquiry that has yet to have any definitive action taken on it.
Updated—The status code of an existing inquiry that has been updated by the veteran.

View—A unique display of information customizable for certain the IRIS consoles and the IRIS end-
user search pages. A view specifies the search options available (fixed and run-time selectable filters)
used to select particular groups of records and the output columns that will be displayed.

View grid—The output columns of the currently selected view on an IRIS console and the search
pages on the IRIS end-user interface. See View.

Waiting for Contact—A inquiry status code that must be manually set by an IRIS responder. This
code is used when the responder is trying to reach the inquirer by phone and is continuing to try using
the telephone.

Web indexer—A search method in the IRIS that allows veterans and other IRIS customers to
simultaneously search the knowledge base along with VA Web pages.

Web spider—A software application that reads Web pages and other documents and indexes the
content for a search engine, often following hyperlinks from one Web page to another.

Word stemming—A feature used in keyword indexing and text searching that finds the root of each
word and stores the stemmed root instead of the whole word, thereby saving large amounts of space
while making a search broader and more appropriate.

WYSIWYG--what you see is what you get.
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