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Getting Started

MicroPact Engineering's iComplaints system provides all of the necessary capability to collect, track, manage, process and report on Army EEO complaint cases.  iComplaints, pronounced "eye-complaints", stands for Internet Complaints Tracking System.  The system is entirely Internet web-based, so there's no software to install on your PC.  The complaint information you enter into the system is automatically stored in a central Army database (not on your PC's hardrive).

To use the system, you need a user ID and password, and a PC with an Internet web browser.  User IDs are assigned by the Army Equal Employment Opportunity Compliance and Complaints Review (EEOCCR) office.  You must submit a SANAR form to EEOCCR, and have an Army Knowledge Online (AKO) account.

Once you have your user ID, all you need to do is navigate to a site on the Internet and log in. 
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When you log into the system for the first time, your password will be expired.  You'll need to change your password.

If you encounter a problem while using the system, first read through this and other iComplaints documents.  If you can't find what you are looking for, please contact the iComplaints help desk (see Contacting the Help Desk).
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	After you've successfully logged into iComplaints, you'll see a series of blue menu buttons on the left side of the window.

Click on these buttons to access the different functions of iComplaints.  There is a section in this document providing instructions for the use of each function.

Most of the time, you'll be clicking on the Search button or the Cases button.  The Search button brings up the search criteria window.  The Cases button brings up the Case Management window.


Normally, you'll navigate in iComplaints by clicking on buttons.  However, there are some windows where you navigate by clicking on a 'link'.  You can spot a link because it's underlined, and because your mouse cursor will change to a 'hand' when you point to a link.

Once you bring up a complaint record, most windows have buttons on them for adding data, saving data, deleting data, or modifying (editing) data.

A menu tab is displayed at the top of every complaint record window.  Each tab takes you a different portion of the complaint record.
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There are several ways to exit a window:

· If there is a << Back button on the window, you can click it to exit.  A Cancel button will do the same, but will also discard any changes you made to data on that window.

· Another way to exit a window is to click your Internet web browser's Back button to return to a previous window; you won't lose any data you added or changed as long as you clicked the Save or Update button on the iComplaints window.

· Finally, you can also exit a window by clicking on a menu button or tab to go to a different window.

Contacting the Help Desk

The Army EEOCCR office staffs the iComplaints Help Desk.

To send an e-mail, click the following link, which appears at the bottom of most iComplaints windows:

	Please submit feedback and questions to the System Administrator


A blank e-mail message will be created.  When reporting problems, please include the following information in your e-mail message:

· Your name and phone number.

· A brief description of the problem.

· The date & time the problem occurred.

· Your user ID.

· The case number you were working on when the problem occurred (if you were in a case record).

· The window you were in when the problem happened.

· If necessary, paste a screen-shot into your e-mail message.  If you need multiple screen-shots to describe the problem, paste them into a Word document, then attach the document to your e-mail message.

	


Logging into iComplaints

The iComplaints website:  to be determined
The iComplaints training website:  http://army.icomplaints.com
If the iComplaints welcome window does not appear, check that you typed the website address correctly.  It is also possible your network is experiencing problems, your Internet web browser may not have the correct security settings, the iComplaints site is down, or more than 200 users are logged into the system.

At the iComplaints welcome window, enter your user ID & password, then click the log in button.

· Your user ID is the same as your AKO user ID.

· Use all lowercase letters (example: jane.a.doe)

· Your password is case-sensitive.

One of following windows will appear:

	Micropact iComplaints Home

Password Expired

Security Violation

Login Failed

Account Locked


Micropact iComplaints Home
Your login was successful.  This is the main menu window for iComplaints.  Click one of the blue menu buttons to proceed.  To find out what your user ID allows you to do in iComplaints, see What is your role?
Password Expired

Type in a password that contains both numbers and letters/characters, and is at least six characters long.  You cannot use a previously used password.  Click the Reset button.  The screen will refresh if the new password was accepted; click on the Proceed>> button and the 'Home' window will be displayed.

Security Violation

You attempted to login using an incorrect User ID.  Make sure you are typing your ID correctly.  Make sure Caps Lock is not on.  Remember your user ID is case-sensitive.  Click the Back button on your web browser to attempt another login.  Contact the Help Desk if you cannot login after repeated tries.

(continued on next page)

Login Failed

You attempted to login using an incorrect Password.  

Make sure you are typing your password correctly.  Make sure Caps Lock is not on.  Remember your password is case-sensitive.  Click the Back button on your web browser to attempt another login.

	IMPORTANT:  You are only allowed three (3) attempts to login, then your user account will be locked.  Contact the Help Desk if you cannot login after two (2) tries.


Account Locked

Your iComplaints account is locked, and can only be unlocked by the Help Desk.

	


Logging out of iComplaints

Click the Logout blue menu button to exit the system.  You will be automatically logged out of iComplaints if you do not click a button** for ten (10) minutes.

** blue menu button, complaint menu bar button, Edit button, Save button, Add button, Cancel button, etc.

	


Changing your password (and user info)

Click the Administration blue menu button.  Select the Administer account settings link.  You can modify any data element that is not 'grayed out'.

What is your role?

Your iComplaints user ID has one (1) of the following roles:

	Case Manager

MACOM Case Manager

Processor

MACOM Processor

EEOCCR Analyst

EEO Manager

Administrator


Case Manager

	You can:

1.  View, create, modify, and delete cases.

2.  Find cases that you are the Case Manager for.

        See Using Manage Case. 

3.  Find cases that you are the Processor for.

        See Using Process Case. 

4.  Find cases that belong to your Processing EEO Office.

        See Using Search or Using Ad Hoc Search.

5.  Consolidate (or un-consolidate) cases.

6.  Reassign a case to a different Case Manager.

7.  Reassign a case to a different Processor.

8.  Reassign a case to different Processing EEO Office.

9.  View the workload for any Processor that works for your

     EEO Office.

10.  Create reports.

You cannot:

1.  Add or modify event codes that are reserved for use by

     EEOCCR.  You can view these event codes.

2.  Find cases as a 'MACOM reviewer'.

       See Using CA Analysis.


      (continued on next page)

MACOM Case Manager

	You can do anything a Case Manager can do, plus you can

find cases as a 'MACOM reviewer'.

        See Using CA Analysis. 


Processor

	You can:

1.  View, create, modify, and delete cases.

2.  Find cases that you are the Processor for.

        See Using Process Case. 

3.  Find cases that belong to your Processing EEO Office.

        See Using Search or Using Ad Hoc Search.

4.  Consolidate (or un-consolidate) cases.

5.  View the workload for any Processor that works for your

     EEO Office.

6.  Create reports.

You cannot:

1.  Add or modify event codes that are reserved for use by

     EEOCCR.  You can view these event codes.

2.  Find cases as a 'MACOM reviewer'.

        See Using CA Analysis.
3.  Find cases as a 'Case Manager'.

        See Using Manage Case. 

4.  Reassign a case to a different Case Manager.

5.  Reassign a case to a different Processor.

6.  Reassign a case to different Processing EEO Office.  [The system will allow you to do it, but only a Case Manager should reassign a case.]


MACOM Processor

	You can do anything a Processor can do, plus you can

find cases as a 'MACOM reviewer'.

        See Using CA Analysis. 


EEOCCR Analyst

	You can:

1.  View and modify all cases (Army-wide).

2.  Add, modify, and view event codes that are reserved for

     use by EEOCCR.

3.  Find cases that you are the Case Manager for.

        See Using Manage Case. 

4.  Find cases that you are the Processor for.

        See Using Process Case. 

5.  Find any cases (Army-wide).

        See Using Search or Using Ad Hoc Search.

6.  Reassign a case to a different Case Manager.

7.  Reassign a case to a different Processor.

8.  Reassign a case to different Processing EEO Office.

9.  View the workload for any Processor that works for your

     EEO Office.

10.  Create reports.


EEO Manager

	You can:

1.  View case summaries.

2.  Find cases that belong to your Processing EEO Office.

        See Using Search or Using Ad Hoc Search.

3.  Find cases as a 'MACOM reviewer'.

        See Using CA Analysis.

4.  Create reports.


Administrator

	You can:

1.  Create and modify user accounts.

2.  Reset passwords.

3.  Modify data elements and system settings.


	EEO Contacts


Creating an EEO Contact
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	Click the Cases blue menu button.  

Select the EEO Contact Case link (under “Create Case”) on the Case Management menu.

Select the Enter an EEO Contact link.


The case's docket number (case number) will be automatically created.  Select your processing EEO office from the drop-down list provided.  Enter all applicable data elements, then click the Add button.

Case Number Format:  “AR” (for Army) + ProcessingOfficeCode +

                                     2-digit calendar year +

                                     3-character calendar month (JAN, FEB, etc.) +

                                     system generated sequence number.

	


Viewing & Modifying an EEO Contact
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	Click the Cases blue menu button.  

Select the EEO Contact Case link (under “Create Case”) on the Case Management menu.




The window will list all EEO Contacts where you are the Processor (i.e., you created it).  From the list, click on the case number you wish to open (click directly on the case number).

The EEO Contact Details window is displayed.  It will show the person as the "Complainant".  Note that the case is not yet a complaint.  One EEO Contact event is automatically present:  Initial Contact.  Note that this is the date you first contacted the individual, which may or may not become the official "initial contact date" should the case become a pre-complaint.

IMPORTANT:  Do not change the Processing EEO Office or the Activity-Against Information unless you are converting the EEO Contact to an informal complaint.

Here are the things you can do on the EEO Contact Details window:

	Edit EEO Contact Information
Click on this link to modify the contact data you added earlier.



	Add EEO Contact Events

Enter the appropriate date and your comments in the blocks provided, select "Follow-up Contact" as the event type, then click 
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.

Note:  Do not attempt to add another Initial Contact event.
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See "Add EEO Contact Events" (above).



	Initial Contact
Click on this link to change the date or add comments to the Initial EEO Contact event.



	Follow-up Contact
Click on this link to change the date or add comments to an existing Follow-up EEO Contact event.
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Click this button to (permanently) delete the EEO contact.
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Do not click this button, as this will permanently lock the EEO contact record.  If you wish to erase the EEO contact, click 
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       (continued on next page)

Convert to Informal Case Steps

Use this section of the window to convert the EEO Contact to an Informal Complaint (pre-complaint):

	· Change the Processing EEO Office only if you wish to reassign the case.  If you reassign the case, you will no longer have access to it.  [The system will allow you to do it, but only a Case Manager should reassign a case.]
· Leave the agency as-is ("Army").

· Select the appropriate Major Command.  This is mandatory.

· Optionally, select a Subordinate Command, an Installation, and an Organization.  [The organization field is free-text.]

· To check the spelling in the Organization block, click
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· The Initial Contact Date will automatically be set to the EEO Contact's "Initial Contact" date.  Change this date if necessary.  This becomes the official case start date.

· Click 
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Deleting an EEO Contact

Bring up the case on the EEO Contact Details window, then click the Delete button. 

See Viewing & Modifying an EEO Contact.

	Complaints


Creating a Pre-Complaint

In iComplaints, a pre-complaint is known as an informal complaint.  You create a pre-complaint by converting an EEO Contact Case to an Informal Complaint.  See Viewing & Modifying an EEO Contact.

	


Creating a Formal Complaint

You create a formal complaint by converting a closed Informal Case to a Formal Complaint.  See Using Process Case or Using Manage Case.

	


Creating a Class Complaint
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	Click the Cases blue menu button.  

Select the Class Action Case link (under “Create Case”) on the Case Management menu.


The case's docket number (case number) will be automatically created.  Enter all applicable data elements, then click the Add button.

Case Number Format:  “AR” (for Army) + ProcessingOfficeCode +

                                     2-digit calendar year +

                                     3-character calendar month (JAN, FEB, etc.) +

                                     system generated sequence number.

Finding a Complaint

See:

	Using Search
Using Ad Hoc Search
Using Process Case
Using Manage Case
Using CA Analysis



	


Using Search
Click on the Search blue menu button.

The Basic Search window is displayed.  Select your processing EEO office from the drop-down list provided.  The drop-down list will automatically list only those EEO offices you have been granted access to.  Optionally, enter additional search criteria in one or more of the fields provided, then click the Search button.

The Search Results window is displayed.  The window lists all Complaint cases that match your search criteria.

· The list includes both open and closed cases.  It will also include deleted cases if you added them to your search criteria.

· For an explanation of the Status column, see Case Age & Deadlines.
· You can save your search criteria for later re-use by clicking the Save Search button.

· The "Number of case(s) to display per page" drop-down list controls the number of cases that are displayed.

· From the list, click on the case number you wish to open (click directly on the case number).

· A Case Details window is displayed, providing a summary of the entire case.

· You can modify the case by clicking the Edit this Case link at the top of the window.  A different version of the Case Details window is displayed, allowing you to view and modify the case.

	IMPORTANT:  The iComplaints Search feature will allow you to access and modify a closed complaint case; this feature should be used with extreme caution.  It allows you to change case information without reopening the complaint record.




	


Using Ad Hoc Search
Click on the Search blue menu button.

The Basic Search window is displayed.  Click on the Go to Ad hoc Search link.

The Ad Hoc Search window is displayed.   Select or type your search criteria in the text boxes and drop-down lists provided.  IMPORTANT:  If you type or select criteria, you also need to check the small box to the left of your criteria.  Click the Search button.

The Ad Hoc Search Results window is displayed.  The window lists all Complaint cases that match your search criteria.

From the list, click on the case number you wish to open (click directly on the case number).

· A Case Details window is displayed, providing a summary of the entire case.

· You can modify the case by clicking the Edit this Case link at the top of the window.  A different version of the Case Details window is displayed, allowing you to view and modify the case.

(continued on next page)

	IMPORTANT:  The iComplaints Ad Hoc Search feature will allow you to access and modify a closed complaint case; this feature should be used with extreme caution.  It allows you to change case information without reopening the complaint record.



	


Using Process Case
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	Click the Cases blue menu button.  

Select the Process Case link (under “Manipulate Case”) on the Case Management menu.




The "Processor Cases" window is displayed.  The window lists all Complaint cases assigned to you as Processor.

· The first section lists Open complaint cases.

· The next sections notes if there are any Closed or Deleted cases.

· For an explanation of the Status column, see Case Age & Deadlines.
· The "Number of case(s) to display per page" drop-down list controls the number of cases that are displayed.

· From the list of open cases, click on the case number you wish to open (click directly on the case number).  A Case Details window is displayed.  See Viewing & Modifying a Complaint for a description of this window.

· Under the Closed Cases section, a link will be provided if there are any closed complaints.

· Click on this link if you wish to list the closed complaints.

· Next to each complaint in the list is a Reopen button.  Click this button to reopen the complaint record.  IMPORTANT:  This will erase the Closure event you previously entered.

· If the complaint is informal, a Make Formal button will be present.  Click this button to convert the pre-complaint to a formal complaint.

	


Using Manage Case
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	Click the Cases blue menu button.  

Select the Manage Case link (under “Manipulate Case”) on the Case Management menu.




The "Case Manager Cases" window is displayed.  The window lists all Complaint cases assigned to you as Case Manager.

· The first section lists Open complaint cases.

· The next sections notes if there are any Closed or Deleted cases.

· For an explanation of the Status column, see Case Age & Deadlines.

· The "Number of case(s) to display per page" drop-down list controls the number of cases that are displayed.

· From the list of open cases, click on the case number you wish to open (click directly on the case number).  A Case Details window is displayed.  See Viewing & Modifying a Complaint for a description of this window.

· Under the Closed Cases section, a link will be provided if there are any closed complaints.

· Click on this link if you wish to list the closed complaints.

· Next to each complaint in the list is a Reopen button.  Click this button to reopen the complaint record.

	IMPORTANT:  If you reopen the complaint record, it will erase the Closure event you previously entered.


· If the complaint is informal, a Make Formal button will be present.  Click this button to convert the pre-complaint to a formal complaint.

	


Using CA Analysis
Click on the CA Analysis blue menu button.  [This button will only appear if your role is MACOM Case Manager, MACOM Processor, or EEO Manager.]

The CA Analysis window is displayed.  Select your Major Command (MACOM) or Major Subordinate Command (Sub-Command) from the list provided.  [Select it by clicking on it, then clicking the ">>" button.  Click the Search button.

The Search Results window is displayed.  The window lists all Complaint cases that match your search criteria.

From the list, click on the case number you wish to open (click directly on the case number).

· A Case Details window is displayed, providing a summary of the entire case.

· You can view the case summary, but cannot modify the case.

	


Case Age & Status

The "Search Results", "Processor Cases", and "Case Manager Cases" windows display case Age and Status columns.

See Using Search, Using Process Case, Using Manage Case.

Case Age
	If the Complaint is Informal, this element displays the number of calendar days since the Initial Contact date, unless the case was extended when the user added certain Events.

If the Complaint is Formal, this element displays the number of calendar days since the Formal Filed date, unless the case was extended when the user added certain Events.

If the Complaint is Class, this element displays “0”.


Case Status
	The Case Status Indicator provides the user with a quick indication of case processing status, including alerts for approaching or missed case processing deadlines.  The indicator has five display states, each of which indicate a different case processing condition:

· This field displays "Case Closed" if the user closed the case.

· If the case is open, this field displays green, yellow, red, or flashing red bars to indicate the “age” of the Complaint case.

Standard deadlines (allowable case ages):

· Informal Complaint (Pre-Complaint) = 30 days from Initial Contact date.

· Formal Complaint = 180 days from Formal Filed date.

· Class Complaint = 180 days from Formal Class Filed date.

By adding certain Events to the Complaint record, the allowable age (deadline) of the case can be extended.  See the table below of events that extend the allowable age of the complaint case.


(continued on next page)

	STATUS
	DESCRIPTION
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	· Green bars indicate that all case processing steps are on schedule.

· The case status is Normal.

· Case is 0% to 60% of its allowable age. 

	
	· Unless the allowable age was extended by an event code, the case age is:

1. Informal Complaint:  0-18 days old.

2. Formal Complaint: 0-114 days old.

3. Class Complaint: 0-114 days old. 
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	· Yellow bars indicate that an approaching case processing deadline will soon require the user's attention.

· The case status is Low Alert.

· Case is 61 to 80% of its allowable age.

	
	· Unless the allowable age was extended by an event code, the case age is:

1. Informal Complaint:  19-24 days old.

2. Formal Complaint: 115-144 days old.

3. Class Complaint: 115-144 days old. 
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	· Solid Red bars indicate that a case processing deadline is imminent and requires the user's immediate attention.

· The case status is High Alert.

· Case is 81 to 100% of its allowable age.

	
	· Unless the allowable age was extended by an event code, the case age is:

1. Informal Complaint:  25-30 days old.

2. Formal Complaint: 145-180 days old.

3. Class Complaint: 145-180 days old. 

	[image: image20.png]m




	· Flashing Red bars indicate that a case processing deadline has passed without the required action taking place.

· The case status is Past Due.

· Case is more than 100% of its allowable age.

	
	· Unless the allowable age was extended by an event code, the case age is:

1. Informal Complaint:  31+ days old.

2. Formal Complaint: 181+ days old.

3. Class Complaint: 181+ days old. 


Table of events that extend case deadline

These events automatically extend the case's allowable age.

	Event Type
	Event
	Extends Case By

	Pre-Complaint Counseling
	Extension of Counseling Signed by Aggrieved
	60 days

	Pre-Complaint ADR
	ADR Accepted by Aggrieved
	60 days

	Formal Processing
	Amendment Received
	180 days

	Formal Processing
	Case Stayed
	90 days


	


Viewing & Modifying a Complaint

Bring up the complaint Case Details window, which displays a summary of the entire case.   You can access this window from the "Search Results" or "Ad Hoc Search Results" windows. 

See:

	Using Search
Using Ad Hoc Search


You can modify the case by clicking the Edit this Case link at the top of the window.  A different version of the Case Details window is displayed, allowing you to view and modify the case.

You can also access the Case Details window directly from the "Processor Cases" or "Case Manager Cases" windows. 

See:

	Using Process Case
Using Manage Case


The Case Details window has five (5) or six (6) buttons at the bottom of the window, plus a menu tab running across the top of the window:

(continued on next page)

Complaint Menu Tab

Each tab (button) takes you a different portion of the complaint record.
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	Tab
	Usage

	Complaint
	Displays the Case Details window.

	Complainant
	Add complainant information.

	Contacts
	Add complaint contacts (mediator, witnesses, counselors, investigators, etc.)

	Claims
	Add claims, plus the associated basis.

	Events
	Add event codes to the complaint record.

	Corr Action
	Add corrective actions.

	Statutes
	Identify the statutes associated with complaint case.

	Documents
	Attach document files to the complaint record (text documents, spreadsheets, scanned files, etc.)

	Fees
	Identify the monetary fees associated with the complaint case.

	Closure
	Identify the nature of closure for the complaint case.  IMPORTANT:  This is how you 'close' the complaint case.

	ROI
	Attach a summary of the Report Of Investigation to the complaint record.
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Return to the list of complaint cases.
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The Update Case window is displayed.

	· You can add sentences to the Subject.  Make sure you don't accidentally erase the comments that are already there.

· Change the Processing EEO Office only if you wish to reassign the case.  If you reassign the case, you will no longer have access to it.

· Leave the Agency as-is ("Army").

· Select the appropriate Major Command.  This is mandatory.

· Optionally, select a Subordinate Command, an Installation, and an Organization.  [The organization field is free-text.]

· Click Update to save your changes.
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This brings up the complaint Case Details window, which displays a summary of the entire case.
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Generates an e-mail message containing the Case Details summary.
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This (permanently) deletes the complaint case.
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This button only appears if the complaint case is consolidated with another case, and the other case is the "primary" case.  This button unconsolidates the complaint case from the other case(s).  See Consolidating Complaints.
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This button only appears if the complaint case is consolidated with another case, and this case is the "primary" case.  This button unconsolidates the complaint case from the other case(s).  See Consolidating Complaints.

	


Viewing a Complaint Summary

Bring up the complaint Case Details window, which displays a summary of the entire case.   You can access this window from the "Search Results" or "Ad Hoc Search Results" windows. 

See:

	Using Search
Using Ad Hoc Search


Closing a Complaint

The same procedure is used to close informal complaints (pre-complaints), formal complaints, and class complaints.

To access the window for closing the complaint, bring up the complaint case record, then click the Closure button on the menu tab that runs across the top of the window:
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See Viewing & Modifying a Complaint.

The Closure Action window is displayed.  Select the appropriate closure event from the 'Action' drop-down list.

If the complaint is formal or class, you should also indicate whether discrimination was found in the Yes/No list box provided.

If the formal or class complaint was dismissed (Action="Dismissal"), you should select the appropriate value from the 'Dismissal Type' drop-down list.

To close the complaint, click the Close Case button.

	


Reopening a Complaint

Cases will only be reopened by EEOCCR staff members!

Reopen the complaint case record using Process Case or Manage Case.  

IMPORTANT:  Once you reopen the complaint record, the Closure event you entered previously will be erased.  You must print a case summary (or write down the type of closure and the date) before reopening the complaint case record.

You also have the option of accessing the case using Search or Ad Hoc Search, which allows you to change information without "reopening" the complaint record.

To convert a case from a pre-complaint to a formal complaint, use Process Case or Manage Case.

See:

	Using Search
Using Ad Hoc Search
Using Process Case
Using Manage Case


	


Updating a Complaint after it is closed

There are two ways to update the complaint record:

1.  To access the case using Search or Ad Hoc Search, which allows you to change information without "reopening" the complaint record.

2.  EEOCCR can reopen the case using Process Case or Manage Case. 

IMPORTANT:  Once an EEOCCR staff member reopens the complaint record using Process Case or Manage Case, the Closure event previously entered will be erased.

To convert a case from a pre-complaint to a formal complaint, use Process Case or Manage Case.

See:

	Using Search
Using Ad Hoc Search
Using Process Case
Using Manage Case


Deleting a Complaint

Once you delete a complaint case, the only way to retrieve it ("undelete it") is to contact the EEOCCR Help Desk.  There are two (2) ways to delete a complaint:

1.  From the Case Details window.  Bring up the complaint case record, then click the Delete button at the bottom of the Case Details window.

See Viewing & Modifying a Complaint.
2.  From the Case Deletion window.  Click the Cases blue menu button.
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	Select the Delete Case link (under “Manipulate Case”) on the Case Management menu.

The "Case Deletion" window is displayed.  


	· Select your Processing EEO Office from the drop-down list.

· Click on the check box beside the case (or cases) you wish to delete.

· Click the Delete Case button.


	


Emailing Complaint Details

Bring up the complaint case record, then click the Email Case Details button at the bottom of the Case Details window.

See Viewing & Modifying a Complaint, Creating a Letter

Adding or modifying a Complainant

To access the window for adding or modifying the complaint, bring up the complaint case record, then click the Complainant button on the menu tab that runs across the top of the window:
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See Viewing & Modifying a Complaint

	


Adding or modifying Event Codes

To access the window for adding or modifying event codes, bring up the complaint case record, then click the Events button on the menu tab that runs across the top of the window:
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See Viewing & Modifying a Complaint

	


Adding or modifying Corrective Actions, Claims, Statutes, etc.

To access the window for adding or modifying each type of complaint data, bring up the complaint case record, then click one of the buttons on the menu tab that runs across the top of the window:
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See Viewing & Modifying a Complaint

Creating a Letter

To access the window for generating letters, bring up the complaint case record, then click the Events button on the menu tab that runs across the top of the window:
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See Viewing & Modifying a Complaint
Select Letters from the 'Type' drop-down list.  Select the appropriate letter title from the 'Action' drop-down list, then click the Add Event button.

A new window will open, creating a letter template, with information from the complaint case record "pasted" into the letter.  You can modify the letter, then save it to your hard drive as a "rich text format" document or as a Word document.

Another way to generate a letter is to bring up the complaint case record, then click the Email Case Details button on the Case Details window.

Automatic E-mails

iComplaints will automatically send a notification E-mail under the following circumstances.

	E-mail Recipient
	Situation

	Case Manager
	When the complaint is converted from a pre-complaint to a formal complaint.

	
	When the class complaint becomes formal.

	
	When the formal complaint is closed.

	
	When the formal complaint is consolidated.

	
	When the complaint is reassigned to a new Case Manager or Processor.

	
	When a "Case Files (Dismiss/NSA/WD) Rcvd by EEOCCR" event is added.

	
	When a "Case Files Rcvd by EEOCCR (post-PIO)" event is added.


	E-mail Recipient
	Situation

	Case Manager &
	When any "FAA (Dismissal)" event is added.

	Agency Rep*
	When any "FAA (Finding)" event is added.

	
	When any "FAA (No Finding)" event is added.

	
	When any "FAD Issued" event is added.

	
	When any "Agency Notified of Appeal" event is added.

	
	When any "OFO Decision Rcvd by EEOCCR" event is added.


*The agency representative must be added as a Contact to the complaint case record.

See the iComplaints Data Element Dictionary, Appendix B, for detailed instructions for each Event code.

Reassigning a Complaint to a different Case Manager
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	Click the Cases blue menu button.




Select the To Case Manager link (under “Reassign Case”) on the Case Management menu. 

[This link will only appear if your role is Case Manager, MACOM Case Manager, EEOCCR Analyst.]

The Case Reassignment window is displayed.

	· Select your Processing EEO Office from the drop-down list.

· Select your name from the list of Case Managers….[you will be reassigning the case from yourself to someone else.]

· Select the Processing EEO Office the new Case Manager belongs to.

· Select the name of the new Case Manager.

· Click on the check box beside each of the cases you wish to reassign.

· Click the Assign Cases button.


After you've reassigned a case, you will no longer be able to access the case from the "Case Manager Cases" window.

Reassigning a Complaint to a different Processor
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	Click the Cases blue menu button.




Select the To Processor link (under “Reassign Case”) on the Case Management menu. 

The Case Reassignment window is displayed.

	· Select your Processing EEO Office from the drop-down list.

· Select a name from the list of Processors….[you will be reassigning the case from yourself or a different processor to someone else.]

· Select the Processing EEO Office the new Processor belongs to.

· Select the name of the new Processor.

· Click on the check box beside each of the cases you wish to reassign.

· Click the Assign Cases button.


After you've reassigned a case, you will no longer be able to access the case from the "Processor Cases" window.

Reassigning a Complaint to a different Processing EEO Office

IMPORTANT:  Reassigning a complaint case should only be done by a Case Manager or MACOM Case Manager.  Once the case is reassigned, all members of your Processing EEO Office will no longer have access to the case using "Search" or "Ad Hoc Search".

Bring up the complaint Case Details window.   See Viewing & Modifying a Complaint.

Click the Edit button at the bottom of the window.  The Update Case window is displayed.

Change the Processing EEO Office to the appropriate value using the drop-down list.

Click the Update button.

Viewing Processor Workload
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	Click the Cases blue menu button.




Select the To Processor link (under “Reassign Case”) on the Case Management menu. 

The Case Reassignment window is displayed.

	· Select your Processing EEO Office from the drop-down list.

· Select a name from the list of Processors.

· Click the Work Load button.

· When you are finished, click the Cases blue menu button to exit this window (since you are not actually reassigning cases).


Consolidating Complaints

IMPORTANT:  You can only consolidate cases that are:  (1) formal complaints, (2) assigned to the same Processing EEO Office, and (3) have the same complainant Social Security Number.
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	Click the Cases blue menu button.




Select the By Complainant link (under “Consolidate Cases”) on the Case Management menu. 

The "Consolidating Cases: By Complainant (Step 1 of 2)" window is displayed.

	· Select the appropriate fiscal year.

· Select your Processing EEO Office from the drop-down list.

· Click the List Complaints button.

· Click on the button beside the case you want to be the "primary" consolidated case.

· Click the Next>> button.


The "Consolidating Cases: By Complainant (Step 2 of 2)" window is displayed.

	· Select the appropriate fiscal year.

· Select your Processing EEO Office from the drop-down list.

· Click the List Complaints button.

· Click on the button beside the case (or cases) you want to be the "secondary" consolidated case.

· Click the Consolidate button.


To determine which cases are consolidated, see the Consol column on the "Processor Cases" and "Case Manager Cases" windows.  The Consol column will show a "P" for the primary consolidated case, and an "S" for each secondary consolidated case.

See Using Process Case and Using Manage Case.
You can also view the consolidation status of a complaint case on the Case Details window.  It includes a section at the bottom listing the docket numbers of all cases consolidated with the case you are currently viewing.  The Case Details window also provides a button for unconsolidating the case.  See Viewing & Modifying a Complaint.  

When adding or updating data for a consolidated complaint case, the changes are automatically made across all of the consolidated cases.

	Exceptions:  The following kinds of data in a complaint case are not automatically changed in all consolidated cases when you change the data in one case.

· Complainant data.

· Claims & Bases.

· Closure (you must close each case individually).


Important:  while you should only make changes to the primary case, the changes flow to all cases even if you update a secondary consolidated case.

	


Creating Reports

Click on the Reports blue menu button.

The Report Options window is displayed.  Click on the button beside the report you wish to run, the select the desired report from the drop-down list.

Select your report criteria in the Report Filter/Output Options section.

Click the View Report button.
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