Email Toolset

This section of Eos Online Help outlines the Email-related functions that can be
performed in Eos. The instructions have been outlined into the following sections:

Resolve email filing errors
¢ Resolve a Review Outbound Email task
¢ Resolve a Review Filing Away Email task

o Other reasons for filing failures

File an inbound email
e File an Outlook email as an Email Contact
e Find an ACCID
e Find a Claim number and ACCID

e Promote a document to a Claim or Party

Send an email from eos
e Send an email from a Party
e Send an email from a Claim

Send an email with an Eos Document

Edit the Email Integration Contact for an Outbound email

Use the 'Send To Me' function

Verify an email address in eos
e Verify an email address for a Person Party
e Verify an email address for the Other Organisations Party
e Verify an email address for a Contact Person linked to an Employer Party

« Verify an email address for a Business Group Party

Resolve email filing errors

File an inbound email

Send an email from eos
Verify an email address in eos

Resolve email filing errors

Use these instructions when you need to deal with an email filing error.



How to:

e Resolve a Review Outbound Email task

¢ Resolve a Review Filing Away Email task

o Other reasons for filing failures

e Tips

Email filing errors occur when Eos is unable to save an Email Contact. This can happen for both
outbound emails sent from Eos or when emails have been forwarded to thej G

email address for filing.

If a filing error is identified, Eos will send an email notification advising the sender that there was a
problem saving the Contact in Eos. In most cases a task will also be raised in Eos. This task needs to
be actioned in order for the email to be correctly saved as a Contact in Eos.

Problem type Error scenarios

Review Email
Notification
"ACCID: keyword is
missing from the
subject line"

Review Email
Notification

"The ACCID value is
invalid or is a
duplicate"

Review Email
Notification

"The Claim number
is invalid”

User has sent an
email for filing with a
missing ACCID in
subject line

User has removed
the defaulted ACCID
in the subject line of
an outbound email

User has sent an
email for filing with
an invalid ACCID

User has altered the
defaulted ACC ID in
the subject line of an
outbound email

User has sent an
email for filing with
an invalid Claim
number

User has altered the
defaulted Claim
number in the
subject line of an
outbound email

System response Email text to user

Please review this email contact.
Email The Claim and Party links were
nofification i apie to be fully made. The
sent to email i
address the  following error(s) were
email was sent encountered:
from
Review task  No ACCID has been supplied on
raised the subject line of the email. The

ACCID is mandatory

Please review this email contact.
Email The Claim and Party links were
netiiestion . not able to be fully made. The
sent to email i
address the  following error(s) were
email was sent encountered:
from

Review task  The supplied ACCID

raised '%ACCID_IN%' is invalid or is a
duplicate 1D
Email Please review your email:

notification ACCID: %ACCID_IN%

sent to email o 0
e Claim:%CLAIM_IN%

email was sent

from Please review this email contact.
Review task The Claim and Party links were
raised not able to be fully made. The

following error(s) were



Problem type

Review Email
Notification

"The ACCID and
Claim number are
both invalid"

Review Email
Notification

"ACCID is missing
from subject line
and Claim number is
invalid"

Review Email
Notification

The ACCID

provided has been
matched to both a
Vendor and Provider
party and no prefix
has been provided

Review Email
Notification

The ACCID has
been prefixed
incorrectly for a
Provider or Vendor

Error scenarios

e User has sent an
email for filing with
an invalid Claim
number & ACCID

e User has altered the
defaulted Claim
number & ACCID in

the subject line of an )

outbound email

e User has sent an
email for filing with a
missing ACCID and
invalid Claim number
in subject line

e User has removed
the defaulted ACCID
and edited the Claim
number in the
subject line of an
outbound email

User has sent an email
for filing without the
required prefix for a
Provider or Vendor party.

User has sent an email
for filing away with
incorrect prefixing i.e. the
ACCID belongs to a
Vendor party but it has
been prefixed with PROV
in the subject (or vice

System response

Email
notification
sent to email
address the
email was sent
from

Review task
raised

Email
notification
sent to email
address the
email was sent
from

Review task
raised

e  Email
notification
sent to email
address the
email was sent
from

e Review task
raised

e Email
notification
sent to email
address the
email was sent
from

¢ Review task
raised

Email text to user

encountered:

The supplied Claim number
"%CLAIM_IN%' is invalid

Please review this email contact.
The Claim and Party links were
not able to be fully made. The
following error(s) were
encountered:

1) The supplied
ACCID'%ACCID_IN%' is invalid
or is a duplicate ID

2) The supplied
Claim’%CLAIM_IN%’ is invalid

Please review this email contact.
The Claim and Party links were
not able to be fully made. The
following error(s) were
encountered:

1) No ACCID has been supplied
on the subject line of the email.
The ACCID is mandatory

2) The supplied Claim number
"% CLAIM_IN%' is invalid

Please review this email contact.
The Claim and Party links were
not able to be fully made. The
following error(s) were
encountered:

1) The ACCID on the email
subject line has been matched to
more than one party and no
'VEND-' or 'PROV-' prefix has
been supplied

Please review this email contact.
The Claim and Party links were
not able to be fully made. The
following error(s) were
encountered:

1) The ACCID on the email



Problem type Error scenarios

party versa)

User has incorrect
permission to create
the Contact against
the Claim (Sensitive
Claim)

User has attempted to file
an email against a Claim
they do not have secured
actions to access

User has incorrect
permission to create
the Contact against
the Party (VIP Party
Staff Party)

User has attempted to file
an email against a Party
they do not have secured
" actions to access

Email
notification
sent back to
email address
the email
address was
sent from

Review task
raised

Email
notification
sent to email
address the
email address
was sent from

Review task
raised

Resolve a Review Outbound Email task

System response Email text to user

subject line specifies a party that
does not match the type supplied
by the prefix

Please review this email contact.
The Claim and Party links were
not able to be fully made. The
following error(s) were
encountered;

You do not have the appropriate
secured actions to be able to link
the email contact to the Claim
"Y%CLAIM_IN%'

Please review this email contact.
The Claim and Party links were
not able to be fully made. The
following error(s) were
encountered:

You do not have the appropriate
secured actions to be able to link
the email contact to the Party
‘%ACCID_IN%'

When Eos is unable to file the email sent from Eos, the task raised is displayed with Review

Outbound Email in the Type' column.

Step 1

Go to Tasks at the top of the screen then My Tasks.

Step 2

Double click the Review Outbound Email task to open it.



Step 3

In the Review Outbound Email screen, view the error details in the Description field.

Step 4

Click Close.

Step §

Review the sent email from your Qutlook email account.

Step 6

Identify the correct Claim number and/or ACCID the email should be filed against.

Step 7
Click Do Task .

The Review Email Contact screen displays.

Step 8
If the error relates to the... then...

o click the magnifying glass (search icon) next to the Party field

Party Result: The Party Search screen displays.
e gotostep9
¢ click the magnifying glass (search icon) next to the Claim field

Claim e find the Claim you want to link to the contact and click OK.

Result: The Claim will now be linked.

Step 9

Choose the appropriate tab to search for the Party.

Step 10
Type your search criteria into the relevant fields and click Search.

The search results list populates.

Step 11

Select the correct Party within the search results and click OK.



The selected Party is now linked.

Resolve a review filing away email task

When Eos is unable to save a Contact for an email that has been forwarded to the

I - 2il address, the task raised is displayed as type Review Filing Away
Email.

The email notification will provide details of the filing error.

Step 1

Go to your Sent emails in Outlook to review the email you sent to [ to identify
the email sent for filing

Step 2

Go to Tasks at the top of the screen then My Tasks.

Step 3

Double click the Review Filing Away Email task to open it.

Step 4

In the Review Filing Away Email screen, view the error details in the Description field.

Step 5

Click Close.

Step 6
Click the Do Task icon.

The 'Review Email Contact' screen displays.

Note: The 'To' recipient will be displayed as
Step 7

Click the magnifying glass (search icon) next to Claim or Party then link to the correct Claim or Party
as required.

Other reasons for filing failures



The following scenarios will only result in an email notification being sent to the sender of the email.

A task will not be raised.
Problem type Error scenarios System response Email text to user

Subject: ACTION REQUIRED: Email
'<Email Subject Text>' Failed
Processing in Eos

The email 'text from subject line....!
you tried to send has failed processing
in Eos.

Please review your sent items for one
of the following issues and if

Email '
o Userms serban s neceésaw resolv.e the |ss.u_e before
email for filing with —— sending the email to the filing away
Filing Failure an attachment the email mailbox. Please note that if the email
i [
g %Fézgnnoige o by Eos address the  was sent from Eos then it has been
. email was  gont 1o the external recipient.
An email message User has sent an sent from
s completely email for filing with ,  Epmqj) 1. One or more of the attachments is
failed filing in Eos an aftachment notification : ;
that is >10MB also sent to of a file type that is not one of the
e Technical error Failure Rellwiie; .
Mailbox pdf, doc, dot, xls, ppt, wri, rif, vsd, ps,

htm, html, jpg, jpeg, bmp, gif, png, tif,
txt, docx, dotx, xisx, pptx

2. One or more of the attachments
exceeds the maximum attachment
size allowed (10MB)

If you are unable to resolve this email
failure issue or require assistance then
please contact the Service Desk

Subject: ERROR - invalid user for

Invalid Eos User email: ‘<Email Subject>’
o User has sent an
inbound email to

User email file away Email notification
address has not

The email address <insert email

o address> does not represent a valid
o Useris sending sent back to email P

been mapped to an email from address the email EOS USer.
‘External User Eos, butuseris  was sent from
not mapped to If you are attempting to File Away from

Mapping Table’ in
Eos

table a Group Mailbox please ensure that

the "From" email address selected is
your personal email address and



Problem type Error scenarios System response Email text to user

resend to the Eos Filing Away
mailbox.

If you are attempting to File Away from
your own personal mailbox then
please contact the Service Desk for

assistance
Tips
e Use the Column headers to filter for the Review Filing Away Email and Review Outbound
Email tasks.

¢ Click the magnifying glass (search icon) next to 'Type'.

o Filter by Type: Review and Apply.

File an inbound email

Use these instructions to file an inbound email as an email Contact in Eos

How to: File an inbound email
¢ File an Outlook email as an Email Contact
¢« Find an ACCID

¢ Find a Claim number and ACCID

e Promote a document to a Claim or Party

o Tips

o Related content

Contacts are used to record details of communications with external parties, such as emails, phone
calls, letters and faxes. It is important to record contacts so that other staff members are able to see
all of the communications relating to a Claim or Party.

Email Toolset enables an incoming email to be forwarded to Eos, which creates an Email Contact. If
the email has an attachment, it will also be visible in the Documents tab.

File an Outlook email as an Email Contact



You can choose to file an Outlook email to an Eos Claim and Party or to a Party only. The Email
Contact must always be associated with a Party. If the Claim is sensitive, the Contact will only be
visible at Claim level and not visible on the Party.

Step 1

Open Outlook and click ‘Forward’ in the email you want to save as a Contact in Eos.

Step 2

Type the Claim number and/or ACCID in the 'Subject' line as shown in the following table.

Type of filing What to type in the 'Subject’ line Examples

Claim and The Claim number and ACCID are both CLAIM: I ACCID:
Party required [

Party only The ACCID is required ACCID: EEE
Provider Party The ACCID must be prefixed by 'PROV-' ACCID: PROV-10FKAE
Vendor Party  The ACCID must be prefixed by 'VEND-' ACCID: VEND-AA4435
Note:

o Customer numbers must be preceded by the phrase ACCID: followed by the Party ID

e Claim numbers must be preceded by the phrase CLAIM: followed by the Claim number.

Step 3

Check whether the body of the email contains an image, eg a signature logo.

Elf... hen...

i format the email as ‘Plain Text":
i e gotothe ‘Format Text’ tab

e select ‘Plain Text'
yes e the ‘Microsoft Outlook Compatibility Checker' message will pop up

e click ‘Continue’ to format the email in plain text

If you don't format the email as 'Plain Text', Eos will save the image and email as
Ia separate document when you have complete ‘Filing Away'Back to top

Find an ACCID



If the subject line of the inbound email has not already been populated with the ACCID, iocate the
correct record in Eos.

To find the ACCID of a Party:

Step 1

Conduct a privacy check of the content of the email and attachments to ensure the information is
relevant and appropriate to upload to Eos.

Step 2

Open the party record.

The number displayed at the top left hand corner of the Eos screen is the ACCID.

Step 3

Copy and paste this number into the 'Subject' line and type 'ACCID:" before it.

Step 4

Enter the filing@claims.acc.co.nz email address as the ‘To’ recipient.

Step 5

Click 'Send' in Outlook.

The email will be saved in Eos and visible in the Contacts tab.

Note: If the email has an attachment, the attachment will be displayed as a hyperlink. Attachments
will also be automatically saved under the Documents tab.

Find a Claim number and ACCID

If the subject line of the inbound email has not already been populated with the Claim number and
ACCID, locate the correct record in Eos.

Step 1

Conduct a privacy check of the content of the email and attachments to ensure the information is

relevant and appropriate to upload to Eos.

Step 2

Open the claim,



The Claim number and ACCID will be shown at the top of the screen.

Step 3

Copy and paste the Claim number and the ACCID from Eos into the 'Subject' line of the email you
wish to save as an Eos Contact.

Step 4

Enter the I < 2il address as the 'To' recipient.
Step 5

Click 'Send' in Outlook.

The email will be saved in Eos and visible in the Contacts tab.

Note: If the email has an attachment, the attachment will be displayed as a hyperlink. Attachments
will also be automatically saved under the Documents tab.

Promote a document to a Claim or Party

If an Email Integration Contact has an attachment, the ‘Promote document' icon will be displayed
next to it. This means you can add a copy of the document to a Claim or Party.

Step 1

Conduct a privacy check of the content of the email and attachments to ensure the information is
relevant and appropriate to upload to Eos.

Step 2
Open the claim or party record and go to the Contacts tab. Click Promote document.

The 'Copy Attachment' window displays.

Step 3

Click the magnifying glass (search icon) to search for a Claim or Party.

Step 4

Enter your search criteria and click Search.



Step 5

Select the Claim or Party you want to attach a copy of the document to.

Step 6
Click Copy.

The document will be copied to the selected Party and/or Claim.

Tips

e Emails must be filed from an individual ACC email account, e.g. person1@acc.co.nz and not a
group email address, e.g. abcteam@acc.co.nz

e Party IDs and Claim numbers that contain letters must be in upper case, e.g. N
e There should not be any spaces within the customer number or within the claim number

e There may be additional information in the subject line but the Claim number and /or the ACCID
must be populated

e If you're sending attachments with the email (e.g. pdf), open them first and make sure they're
rotated the right way up. If not:

e edit and rotate them the right way up
e re-save the image(s) and re-attach them to the email.

e When forwarding emails for filing remember the attachments must be file types that are currently
recognised by Eos:

e pdf, doc, dot, xls, ppt, wri, rtf, vsd, ps, htm, html, jpg, jpeg, bmp, gif, png, tif, txt, docx, dotx,
xlsx, pptx

e Each attachments must be <10MB

Related content

¢ Manage document properties
o [Edit a contact

e Contact reasons and recommended use
Send an email from Eos

Use these instructions to find and attach appropriate documents, privacy check the
email and send it to the appropriate party directly from Eos.

How to:

s Send an email from a Party



e Send an email from a Claim

e Send an email with an Eos Document

o Edit the Email Integration Contact for an Outbound email
e Use the 'Send To Me' function

e Tips

e Related content

An email can be launched directly from within Eos to a Party provided the email address is verified.
Eos documents can also be attached directly to a new email from Eos.

An email can also be launched from a Claim in Eos. Possible recipients are any Participants
associated with that Claim. The email addresses must be verified.
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