360° CORRESPONDENCE MANAGEMENT

The management of incoming and out-going
correspondence is an important part of all
document management and is therefore a core
process supported by 360°.

In its simplest form this means that employees save impor-
tant documents and emails they have received from or sent
to customers, suppliers and partners. In its more advanced
form, it can refer to processes to distribute, manage and
respond to incoming emails in a formal and controlled way, or
the initiation of a complete case process, for example as an
application, complaint or incoming recommendation.

360° Correspondence Management is based on a pre-
defined configuration of metadata for documents, based
on best practice standards such as ISO. At the same time,
360%s data model ensures that documents can be linked
easily to contacts (senders and recipients), cases, projects
and activities, and can be stored in ‘virtual folders’.

Simple storage of incoming mail

Correspondence can arrive at an organization or business as
a letter or an email. 360° includes functions for simple and
efficient management of both types of correspondence. A
letter with enclosed material can be scanned in and simul-
taneously translated by one of the 360° scanning modules
using optical character recognition (OCR).

Incoming emails can be saved easily from Outlook into 360°,
either manually using the menu option ‘Save in 360° or by
dragging and dropping into 360° case and project files in
Outlook. The Outlook integration in 360° also makes it pos-
sible to set up automatic transfer of emails to these folders
using Outlook’s ‘rules’. The user is notified at the time of
storing if an email has already been saved by someone else,
which prevents unwanted duplication.
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360° Correspondence Management is
based on a pre-defined configuration
of metadata for documents, based on
best practice standards such as ISO.
At the same time, 360°'s data model
ensures that documents can be linked
easily to contacts (senders and recipi-
ents), cases, projects and activities,
and can be stored in ‘virtual folders’.
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Templates and standard content for outgoing emails

When outgoing documents are produced, 360° offers sup-
port for integrated document templates and set-up of stand-
ard content. This ensures that all documents have a uni-
fied presentation, as well as ensuring that metadata can be
imported easily into the email.

A number of standard templates are included in 360°, but
the organization can also create its own templates using the
360° Template Designer tool. Fields in templates can also
be defined to allow automatic updating of metadata when
changes are made to the 360° document. The functionality
for standard content means that the organization can estab-
lish a standard phrase library that individual users can easily
include when writing documents.

Integrated records management of outgoing emails

By using the standard function for responding to an incom-
ing document by email or by initiating an email from a con-
tact, case or project in 360°, the outgoing email will be saved
automatically in 360° and linked to the contact, case or
project. This creates a comprehensive overview.
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Overview of correspondence

Whether the user scans physical documents or saves emails,
the documents will always be linked to correspondence
items as well as cases and projects. This offers a simple
overview of all incoming and outgoing correspondence with
a customer, partner or supplier or within a project or a case.
It is important to note that each letter or email can have mul-
tiple links of this type, without duplicates being created.

Connection between enquiries and responses

While all correspondence can be linked to correspondence
items, cases or project folders, it may be desirable for users
to keep an overview of which enquiries have been answered
or handled. This also allows users to monitor any backlog
and to link incoming and outgoing documents. This is why
360° Correspondence Management also has functions to
‘respond’ to incoming emails and letters; by selecting the
‘respond’ command for an incoming document, the system
‘flips the registration’. This involves initiating a new document
registration based on the metadata of the incoming corre-
spondence, in which these two registered documents are
linked as ‘enquiry and response’.

With this connection, users can avoid re-registering meta-
data and it becomes easier to review the connection be-
tween enquiries and outgoing responses. Backlogs can be
monitored easily because the user can see which incoming
documents have not been linked to an answer or handled in
an alternative way (marked as ‘for consideration’ etc). The
application offers reports and search options that give this
type of overview.
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Follow-up of deadlines, workflow for circulating
documents and approval

In 360° Correspondence Management there is also function-
ality for defining deadlines and options for notification when
you are assigned a new task, for example to deal with an
incoming letter. Incoming documents can be distributed to
others for their information or for review, using built-in work-
flow functions.

An outgoing document can be formally circulated for approv-
al before being dispatched and sent to an external recipient.
This means that formal processes can be completed elec-
tronically and logged in the system, according to the desires
or needs of each individual organization.

Integrated processes for the formal management of
correspondence

360° Correspondence Management can be used as a simple
application for the storing of incoming and outgoing docu-
ments linked to contacts or people. However, the module
also has functionality for completing the formal ‘case man-
agement’ of incoming correspondence, with a focus on
following-up deadlines, backlog management and formal
procedures for approval and dispatch. These can be com-
bined according to the organization’s needs and legal re-
quirements. The application is flexible and is not bound by
fixed routines and management processes.

An integrated formal process for managing incoming corre-
spondence could, for example, be completed in the following
way:

An incoming letter is scanned and registered in a document
center and distributed to the correct department. The appro-
priate person in the department then assigns the document
to the employee who will manage and potentially respond to
the letter with an outgoing letter or email.

During this process, different document types are registered
and generated, with relevant characteristics and metadata
such as status and responsible case handler. For example, it
is the incoming document that initiates the process, while the
outgoing document sent in response is the final stage. Docu-
ments will have different statuses depending on where they
are in the correspondence management process.

From the desktop, the logged-on user has access to a range
of different task lists for easy access to documents that need
follow-up. Incoming documents that have been assigned to
the logged-on user are shown in one list, while documents
that are in progress are shown in another.
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lllustration shows how a formal correspondence process might look, from receiving a request or

notice, to distributing, to processing and lastly, sending a response.
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During this process, when the documents are registered, dis-
tributed, and characteristics such as status and responsible
handler are changed, the documents are shown in the rel-
evant users’ task lists. This drives the process forward, from
the moment the enquiry arrives, until a response has been
approved and dispatched.

A pre-defined application with customization options

360° is supplied with pre-defined document profiles, frame-
work and rules as well as customized desktops for different
user types (roles). The desktop and functions include task
lists, searches and overviews based on best practice man-
agement of correspondence. It is easy to adjust and config-
ure the application as needed.

Requirements

360° Correspondence Management is available for both
360° for Business and Public 360° (in the latter as an integrat-
ed part of the support for case and records management).
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