PeopleSott.

PeopleSoft Enterprise CRM 8.9 Call
Center Applications PeopleBook

June 2004



PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook
SKU CRM89CAL-B 0604
Copyright © 2001 - 2004 PeopleSoft, Inc. All rights reserved.

All material contained in this documentation is proprietary and confidential to PeopleSoft, Inc. ("PeopleSoft"), protected by copyright laws and subject to
the nondisclosure provisions of the applicable PeopleSoft agreement. No part of this documentation may be reproduced, stored in a retrieval system,

or transmitted in any form or by any means, including, but not limited to, electronic, graphic, mechanical, photocopying, recording, or otherwise without
the prior written permission of PeopleSoft.

This documentation is subject to change without notice, and PeopleSoft does not warrant that the material contained in this documentation is free of errors.
Any errors found in this document should be reported to PeopleSoft in writing.

The copyrighted software that accompanies this document is licensed for use only in strict accordance with the applicable license agreement which should be
read carefully asit governs the terms of use of the software and this document, including the disclosure thereof.

Peopl eSoft, PeopleTools, PS/nVision, PeopleCode, PeopleBooks, PeopleTalk, and Vantive are registered trademarks, and Pure Internet Architecture,
Intelligent Context M anager, and The Real-Time Enterprise are trademarks of PeopleSoft, Inc. All other company and product names may be trademarks of
their respective owners. The information contained herein is subject to change without notice.

Open Source Disclosure

Peopl eSoft takes no responsibility for its use or distribution of any open source or shareware software or documentation and disclaims any and all liability or
damages resulting from use of said software or documentation. The following open source software may be used in PeopleSoft products and the following
disclaimers are provided.

Apache Software Foundation

This product includes software developed by the Apache Software Foundation (http://www.apache.org/). Copyright (c) 1999-2000 The Apache Software
Foundation. All rights reserved.

THIS SOFTWARE ISPROVIDED "ASIS" AND ANY EXPRESSED OR IMPLIED WARRANTIES, INCLUDING, BUT NOT LIMITED TO, THE
IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE DISCLAIMED. IN NO EVENT SHALL
THE APACHE SOFTWARE FOUNDATION OR ITSCONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL,
EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR
SERVICES; LOSS OF USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF LIABILITY,
WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE
USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

OpenSSL
Copyright (c) 1998-2003 The OpenSSL Project. All rights reserved.

THIS SOFTWARE ISPROVIDED BY THE OpenSSL PROJECT "ASIS' AND ANY EXPRESSED OR IMPLIED WARRANTIES, INCLUDING, BUT
NOT LIMITED TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE DISCLAIMED.
IN NO EVENT SHALL THE OpenSSL PROJECT OR ITSCONTRIBUTORSBE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL,
EXEMPLARY, OR CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR
SERVICES; LOSS OF USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF LIABILITY,
WHETHER IN CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE
USE OF THIS SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

SSL eay
Copyright (c) 1995-1998 Eric Young. All rights reserved.

THIS SOFTWARE ISPROVIDED BY ERIC YOUNG "ASIS" AND ANY EXPRESS OR IMPLIED WARRANTIES, INCLUDING, BUT NOT LIMITED
TO, THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A PARTICULAR PURPOSE ARE DISCLAIMED. IN NO

EVENT SHALL THE AUTHOR OR CONTRIBUTORS BE LIABLE FOR ANY DIRECT, INDIRECT, INCIDENTAL, SPECIAL, EXEMPLARY, OR
CONSEQUENTIAL DAMAGES (INCLUDING, BUT NOT LIMITED TO, PROCUREMENT OF SUBSTITUTE GOODS OR SERVICES; LOSS OF
USE, DATA, OR PROFITS; OR BUSINESS INTERRUPTION) HOWEVER CAUSED AND ON ANY THEORY OF LIABILITY, WHETHER IN
CONTRACT, STRICT LIABILITY, OR TORT (INCLUDING NEGLIGENCE OR OTHERWISE) ARISING IN ANY WAY OUT OF THE USE OF THIS
SOFTWARE, EVEN IF ADVISED OF THE POSSIBILITY OF SUCH DAMAGE.

Loki Library
Copyright (c) 2001 by Andrei Alexandrescu. This code accompanies the book:
Alexandrescu, Andrei. "Modern C++ Design: Generic Programming and Design Patterns Applied". Copyright (c) 2001. Addison-Wesley. Permission to use,

copy, modify, distribute and sell this software for any purpose is hereby granted without fee, provided that the above copyright notice appear in all copies
and that both that copyright notice and this permission notice appear in supporting documentation.



Contents

General Preface

ADOUL ThiS PEOPIEBOOK ..ottt e XV
PeopleSoft ApPliCatioN PrereqUISIES. . ...ttt et et e ettt e XV
PeopleSoft Application FUNAamMeENTals. ... ...t e e XV
(= F= N (=To I o ToT 0 1 0= ) - o o XVi
Obtaining DocumMeNtation UPAates. . ... ... ettt ettt ettt ettt eeeeeeeeeanenenns XVi
Ordering Printed DOCUMENTALION. . ... ittt e e e e e e e e e XVi
Typographical Conventions and ViSUAl CUEBS. ........oiiutiiii e et aee e XVii
TypographiCal CONVENTIONS. ... ...ttt ettt e e et e e e et et e et e e e e e e ae e n e XVii
LY 1S = L = Xviii
Country, Region, and Industry Identifiers. ...... ..o e XVili
L@ T ] (=T 3103V @0 o =S XiX
(0%e] gaTeaT=T a1 =Yg o BTN o o =11 (Lo o TP XiX
Common Elements in These PeopleBooKS . ... e XiX
Preface
PeopleSoft Enterprise CRM Call Center Applications Preface....................ooooo XXI
PeopleSoft Application FUNAamMENTalS. .......u.ii e e e e e aeaens XXi
PeopleSoft Enterprise CRM Call Center AppliCations. ... ..o e e XXi
PeopleSoft CRM Automation and Configuration TOOIS. ........oouuuee et e e XXil
PeopleSoft CRM Services FOUNAAtioN. ... ...ooiiii ettt e e et e XXii
=Yoo L=l Ko o] S ==Y oT 01 1=T 5T L] XXiii
Part 1
Setup
Chapter 1
Getting Started with PeopleSoft Enterprise CRM Call Center Applications....................... 3
PeopleSoft Enterprise CRM Call Center Applications OVEIVIEW. .........oiiiiiiiiiiiiiiiiiiiiiie e iaenn 3
PeopleSoft Enterprise CRM Call Center BUSINESS PrOCESSES. .. uuut ittt ittt aieinaans 4
PeopleSoft Enterprise CRM Call Center INtegrations. ... ....uu it i iaaaas 5
PeopleSoft Enterprise Call Center Applications Implementation ... e e 7

PeopleSoft Proprietary and Confidential iii



Contents

Chapter 2
Defining Call Center Business Units and Display Template Options.............cccovvvvivieinnn. 9
Understanding Call Center BUSINESS UNITS. ... ...ttt e 9
Understanding Display TEMPIALES. . ..... ..o e 9
Understanding ASSIGNMENT OPLiONS. ... ...ttt ettt ettt ettt e e e e e e 10
ASSIGNING PrOVIAEE GlOUP S, . .. e e e e s 10
ASSIGNING 8 PEISON 10 8 CaS. ...ttt ittt ettt et et ettt ettt et e e et et ettt ae s 11
Defining Call Center BUSINESS UNItS. .. .. ... e e e e e e e e e 12
=T =0 U IS 1= PP 12
Pages Used to Define Call Center BuSiNess UNItS ........cooiiiiiiiiiii e e 13
Creating a Call Center BUSINESS UNt. . ... ... e 13
Defining Business Rules for a Call Center BUSINESS UNit.......oviiiiiiii i i a e 15
SetliNng UpP Case DefaUllS. . ...ttt et ettt 17
Defining Display Template General OpPLioNS. . ... ...ttt e ae e 20
Pages Used to Configure Display Templates for COMPONENtS. ......ovvviiiiieiiiiii i i aans 21
Delivered Display Templates for Call Center Applications. ..........ooviiii i e 21
Enabling Pages and General OPtioNS. ........uuuiiii ittt et 24
Chapter 3
Setting Up Call Center Prompt Tables. .. ..o i e 29
Understanding Call Center Prompt TabIeS. ....... . oot e 29
Call Center Prompt TabIes. . ... oo e e 29
Delivered Values in Call Center Prompt Tables. ... e 31
Common Elements Used in thiS Chapter ........ooii e e 32
Setting Up Prompt Tables fOr CasesS. .. ...t e e 33
=T =0 U IS 1= PP 33
Pages Used to Set Up Prompt Tables for All CaSes. .. ...vviiiiiii it i n e 35
SEttNG UP CaSE STAIUSES. ..ttt e e e 35
STEING UP a8 Ty P S ottt ettt ettt ettt et ettt ettt ettt ettt et e 36
SEttNG UP CaSE PriOiES. . .ttt e e e e e e 37
Setting Up Case SeVEIitY ValUes ... ..o e 37
Y= 1] o O o T = Y =T 0T o == 38
Setting UpP Problem Ty PEsS. ..o et 38
Y= 1] o IO o T = T ST OF= 1 (= o] = 39
Setting Up Case Specialty Types and Details Within Each Category..........ccoovviii i et 40
SettiNng UP QUICK COUBS ...ttt ettt ettt 41
Setting Up Problem Codes for PeopleSoft Support Material Returns. ............oviiiii i e 43
Page Used to Set Up Problem COdeS ......vuiiiiiie et 43
Setting UpP Problem CO0eS. .. e 43

iv PeopleSoft Proprietary and Confidential



Contents

Y= Lo T o TN Y=Y TS0 o IO o o [ 44
Page Used t0 Set Up ReaSON COUBS. ...ttt ittt et ettt et e e et e et e e aeaae s 44
Creating ReAS0ON COUES. .. ... ittt ettt e e e 44

Setting Up Case Relationship Types and Labels. ... ... e e 45
Page Used to Set Up Case Relationship Types and Labels. ... e 45
Setting Up Case Relationship Types and Labels. ... e 45

Chapter 4

SettiNng UP RMA PrOCES S NG . ittt ittt e ettt ettt et a e e e e e et e aeennn 47

Understanding RMAS in PeOPIeSOft SUPPOIT ...ttt e e 47

Activating the Required Application MesSSage EIPS. ... ...ttt et e 48

Setting Up BUSINESS INTEIIINKS. ... vttt ettt ettt e et e aaeeaes 48

9= 1] T o T =T 0 0 48

Defining Defaults and Procurement Options for Requisition ProCessing............oovvviiiiiiiiiiiiin venenns 49

Defining Valid RequiSition REQUESTEN IDS. . ... ... e e aees 50

Setting Up Links to PeopleSoft Purchasing and PeopleSoft INVentory..........ccoovviiiiiiiiiiiiii civens. 50

Synchronizing Problem Codes and REaS0ON COUES. ...ttt et e aae e 50

VIEWING RIMA STATUS. ... oottt ettt ettt ettt ettt e ettt ettt et ettt ettt ettt e eee e 51

Processing Return-and-Replace RMAs in PeopleSoft Supply Chain Management.................oooiennt. 51

Chapter 5

Setting Up Links to PeopleSoft HRMS Pages and Related Actions............cooovviin .. 53

UNderstanding LINK SeUPD. ...ttt ettt et ettt e et e 53
T 012G 0= T 1) 53
Link Presentation on the Case Page. ... ...ooiiiiiiiiiii e e 54
Link Groups Delivered by PeopleSoft . ... e 54
Link Categories Delivered by PeopleSoft ... ... e 55
Link Definitions Delivered by PeopleSoft (Content References)............ooviiiiiii i 56
Link Definitions for PeopleSoft CRIM. ... ... e e 68

Setting Up CONteNnt RefEIENCES. ... ot e e et caeees 69
Pages Used to Set Up Content RefErENCES. ... ..vu i i e 69
Setting UpP CoONteNt Re EIENCES. ..o it ettt e 69
Setting Up Security for Content RefereNCeS. ......ii it e e e e e 70

Viewing and Modifying Link Definitions. ... o oo e 70
Pages Used to View and Modify Link Definitions. .........ooouiiiiiii e e e e 70
Viewing and Modifying LINK GrOUPS . ...ttt eae e 70
Viewing and Modifying LiNK Categories ... ... ... et et eaeaees 71
Viewing and Modifying Link Definitions. ... ... e 72

PeopleSoft Proprietary and Confidential Y



Contents

Chapter 6
Setting Up Change Management. ......oooiii it e et et 77
Understanding Change Management SETUP. ... ... ...ttt eeeeeeeee cenenes 77
Change Request Prompt TaDIES. . ... e 77
e = TS 1T 4T ] = L= PP 78
Transitions and the Active Analytics Framework. ... ...ttt aen s 78
Task Type Role Map and the ASSIgNMeENt ENQINeE. ......ooiiiiiiiiii e e e 78
Common Element Used in thisS Chapler ... e e 78
Setting Up Prompt Tables for Change ReqUESTES. .......vuii it e e 79
Pages Used to Set Up Prompt Tables for Change ReqUestS...........ooiiiiiiiiiiiiii i 80
SettiNg UpP BUSINESS REASONS. ...\ttt ittt ittt ettt ettt ettt e ae e e ens 80
Setting Up Change ReqUESE Categories. . .uuui ittt ittt ettt ettt e ans 81
SettiNg UP IMPaCt ValUEBS. .. ... ettt ettt ettt aes 81
Setting Up Change ReqUESt PhasSes .. .oooviiiiiii e 82
Setting Up Change ReqUESE PriONtiES. . ... vvi ittt e e e e e e e ees 82
Setting Up Change RequUeSt RESOIULIONS. ... .ottt e ettt ees 83
Setting Up Change ReQUEST TYPES. . ...ttt ettt ettt ettt ettt e e et e et e e e 83
Setting Up Change ReqUESE STatUSES. .. ..vviiiiiiittt it e e e e e e aea e ens 84
Setting Up Change ReqUESE SUD Ty RS, . iiiiiiiiii e 85
Setting Up Change Management BUuSINESS UNItS. .......oviiiiiiiiii it ee e 85
Pages used to Set Up Change Management Business UNItS.........c.covviiiii i 85
Setting Up Change Management BUSINESS UNItS. ... ....ovviiiiiiiiii i ae e 85
Setting Up Change Management Defaults. ........ ... e 86
Pages used to Set Up Change Management Defaults............cooiiiiiiiiii i i 87
Setting Up Change Management BUSINESS UNItS. ... ....ovviiiiiiiiiii i i ae e 87
Setling Up Phase Templates. . ...t ettt e 87
Pages used to Create a Phase Template. ... ..ooooii i e 88
CrEaAING PRaS S, e e 88
Defining Task Group TeMPIAtES. . ..ottt et e ettt et e e re e 89
DefiNiNg Phase TemMPIates. ... ...ttt et e 89
Setting the TasK TYPE ROIE M. . ...ttt ettt et ettt ettt e e e e 90
Pages used to Create a Phase Template. ... ..ooooii i e 90
Setting the Task TYPE ROIE Map. ...t e et e e 90
Chapter 7
Defining EIP Options for Integration to PeopleSoft HRMS...........cooiii i 93
Understanding the Integration Between PeopleSoft CRM and HRMS. ... v 93
EIP M S S AR PrOCESS. ..ottt ittt ettt et ettt ettt ettt et e 93
REGUEST MBS SAGE. . . . ettt ettt ettt ettt ettt ettt ettt et ettt 93

vi PeopleSoft Proprietary and Confidential



Contents

(YT 00 TS T I 1Y TS S7 T 1 94

INACHIVE WOTKEE DAL . .. ...ttt ettt e ettt ettt et e e et ettt e e e e a e 94
DEfiNING EIP O DtiONS. ...ttt et ettt ettt ettt ettt ettt e 94

Pages Used to Define EIP OptioNns. ... et e 95

Activate and Deactivate EIP SubsCription OPtiONS. .........uiiiiiie e enes 95

Bringing Inactive Worker Statuses Into PeopleSoft CRM. ... e 95
Part 2

Business Processes

Chapter 8
Y F= Ve = Vo T o I OF= LY = 99
Understanding the Configurable Case. . ... ... e e 99
UNJErstanding CaSe ACCESS. ...ttt ettt ettt ettt ettt ettt ettt ettt ettt e e e 99
(O TS I O T 1T R 99
CaASE REIMEVAL ..o e e 100
SAVEA SBANCNES. ...ttt e e e 101
Understanding Case Management. .. ... oo oo e 101
Case Management ACHVItIES. ... ...t e 102
QUICK GO, ettt ittt 106
Case INTOMMALION SECUITY. ...ttt ens 107
(O 1T ST o .0 T=T 01 £ 108
(O TSI O [ 1S 1 (= 109
Case ToOoIbar FUNCHONS. ... et e e e ns 110
BaCKGrOUNG PrOCESSING. .. ..ttt ettt ettt ettt ettt et e e et e e e e 112
ACCESSING EXIStING CaSES. ittt e 113
Pages Used t0 ACCESS EXIStING CaSES. ...ttt ettt et et e e e 114
ACCESSING EXIStING CaSES .. ittt ettt et 114
Managing BasiC Case INfOIMAtiON. ......... ..t e 119
Pages Used to Manage Basic Case INformation..............oooiiiiiiiiiiii e e e 119
Reviewing ldentification INfOrmation. ... ... oo e 121
Performing TooIbar FUNCHIONS. ... e e 121
Recording Partner INfOrmMation. ........... oo e et ee e ees 123
Recording Customer INFOrMALION. ...ttt e e e 124
Entering Case INFOrMAatiON. . ......... .ttt ettt ettt e es 127
TS o ][ To = N T 133
Related ACLIONS SECHION. ... ...ttt et ettt ettt e et e et e ae e ees 133
Validating Errors Reported DY Callers. ... ... e e 135

PeopleSoft Proprietary and Confidential vii



Contents

Error Message Validation. . ... oo e 135
Page Used t0 Validate ErTOrS. ......ouuui ittt ettt ettt ettt e e e et ae e 136
RV = 11T o (1 T = U TN =T 136
Integrating with Third-Party Asset Management AppliCationS. ............uuuuiiiiiiiii e e 137
Chapter 9
e 0T o TSy 1 o I G- 1S = P 139
Understanding ProCeSSING @ CaS . . ... .uuuutiitte ettt et ettt ettt et e 139
Searching fOr SOIULIONS. ... e ettt ettt e e e e 139
VIewing the Case SUMMAIY Page. ... ...ttt ettt ettt ettt ettt et e een e 140
Page Used to View the Case SUMMAIY PO, .. ... uuuu ettt ettt e e e eineenes 141
VieWiNg the SUMMaAIY Page. ... ettt ettt aen e 141
Adding Notes and AtlaChMENTS. .. .. oo 143
Pages Used to Add Notes and AHaChMENtS. ... .. ... e es 143
Adding Notes and AttaChMENtS. ... ... o e 143
REVIEWING CaSE HiStOIY. ..ottt ettt et e e e e et e e e e e e e e e 144
Understanding Case HiSTOrY. . ....... i e 144
Pages Used to ReVIEW Case HiStOIY . ... .. ..ttt et et e e ae et 146
Viewing the Event History Of @ Case. .. ..o e eee e 146
Viewing INTEractions fOr @ CaSe. ... ..oviiiii ittt et een 147
Viewing the Audit Trail for @ Case. ... e 147
Managing Related CaSesS. . ... ..ttt ettt ettt ettt e e 148
Understanding ReEIAtEd CaSES. ... ... ..ttt et 148
Pages Used to Manage Case RelationNShips. ... ... e 151
Reviewing and Initiating Case Relationships. ... i e 151
Specifying Relationship Details When Relating a Case to an Existing Case...............ooccvvivivvnnn 152
Specifying Relationship Details When Creating a NeW Case. ... .ovvviiiiiiiiiiii i 153
Managing Related ACTIONS. . ... ...ttt e e 155
Understanding Related ACHONS. ......oiiiiiiiiii 155
Pages Used to Relate a Case to Other PeopleSoft CRM Objects.........cooovvii i 158
Reviewing Related Actions and Initiating New Relationships..............cooo s 159
INItiating and RelatiNg SCIIP S, ..ottt ettt et 160
Relating EXisting QUality DefeCtS. .. ....ooiii e 160
Creating NeW Dl CtS. ...ttt e e 160
Creating and Relating Sales Leads. ..ot e 160
Creating and Relating Sales Or0erS. . ...ttt e ae e e 161
Creating and Relating RIMAS. . . ...t 161
Creating and Relating ServiCe OFUerS. ......uuii ittt et eee s 162
[dentifying INterested Parties. ... ..o et e 163

viii PeopleSoft Proprietary and Confidential



Contents

Page Used to Identify Interested Parties. .........ooiii e 164
Identifying INterested Parties. ... ... e 164
Recording Billing INTOrMAatioN. ...t e 165
Page Used to Record Billing INfOrmation. ...... ... ee e ees 166
Recording Billing INfOIM@LION. ... ... ettt ae e ees 166
Chapter 10
Tracking Time SPENt 0N CaS S . ...t e 169
UNderstanding TimME LOgS. ..ottt ettt ettt ettt et ettt et et ettt et e e e e 169
1Y =g =T 11 T R T = 169
Page Used 10 Manage TimM . .. ...ttt ettt ettt ettt et e e et et et enees 170
o o T 1 0 To TN I /1= 170
Chapter 11
Managing Credit Card PaymMents. ... ..o e 173
Understanding Credit Card PrOoCESSING. . ... vuututt ittt ettt ettt ee aeaaes 173
PrOCESSING OPtIONS. . ettt ettt ettt et ettt e et ettt et 173
Credit Card TrANSACTIONS ... ...ttt sttt e ettt ettt ettt ettt ettt e e e ae e 173
Transaction ProCeSS FlOW. . ... oo i e 174
Processing Credit Cards and Reviewing TranSacCtioNS. ...........uuuun e aee e 175
Pages Used to Process Credit Cards and Review TransactionsS. ..........oovivveeiiiiiiiinneeiieiiinnanns 175
Submitting Credit Card Information for AUthOrZation. ... e 175
Reviewing Credit Card TranSaCtioNS. ... ... e e 179
Chapter 12
Managing Material RetUIN S . ... .. et e 181
Understanding Material RetuUrn ProCeSSING. ... ..ooviiiii i e 181
RMA PrOCESS FIOWS ...ttt ettt ettt et ettt e e ettt et e ae e ees 181
YN AL 1 0%= 1A P 185
Setting Up Material REtUIMN PrOCESSING. .. ...ttt ettt et e e e 186
Creating RMA TranSaCtiONS. ...ttt ettt e e ettt e ettt e e et e e e e e e 188
Pages Used to Create RMA TranSaCliONS. ... ...ttt ettt et et ee e ees 189
Creating and Viewing an RMA TranSaCtioN. ...ttt ettt e e s 189
Selecting and Viewing Installed Product RECOIAS .........oiiiiiiiii e e e 193
Viewing the Installed Product HIErarChy. ...... ..o 193
o Lo 1o A0} (S 193

PeopleSoft Proprietary and Confidential ix



Contents

Chapter 13
Using Change Management. . ... ...ttt et e s 195
Understanding Change REQUEST ACCESS. . ... ...ttt ettt ettt eeeeeeeee aranes 195
Understanding Change Request Management. ... ...ttt et e e e e 196
Change ReqUESEt MaAIN Page. .. ... .uiit ettt et ettt ettt e e e e eee s 196
TASK P A, ..ot e 197
A0 =T =TT 198
Related Changes Page. . ... . ittt ettt et ettt ettt ettt et e et 198
Related ACHONS Pag . . ettt et ettt e e 198
LY (=TS (=T I = T =S = o = 199
IS (0] Y = o =P 199
ACCESSING Change REOUESTS. ...ttt ettt et ettt ettt e e et e e e e e taeeens 199
Pages Used to ACCESS Change REQUESES. ... ...t et as 200
Accessing EXisting Change REQUESTS. ... ...ttt ettt e e e 200
Managing Basic Change Request INfOrmation. .............uooiiiiiiiii e caeeens 204
Page Used to Manage Basic Change Request Information................ooviiiiiiii e 205
AV = T =T T o R = ] 205
Pages Used to Manage Tasks in Change Management. ...ttt eeeaeeaaanaans 206
Managing Tasks in Change ManagemeNnt. . .......oouuiutiee ettt e e e ae et 206
Y= T =T T o T AN [0 (= 207
Pages Used to Manage Notes in Change Management. ... ....oouvuiiin i eeeeeaeaaees 207
Managing Notes in Change ManagemeENnt ... ...ttt e e e ae et 207
Managing Related Changes. . ... .ooo ittt e et e e 208
Pages Used to Manage Related Changes in Change Management..............oovviiiiiiiieeiiinennnns 209
Managing Related Changes in Change Management. ... .......uuuiiieeiiiii e eae e 209
Managing Related ACHONS. ... ...ttt et e et e 210
Pages Used to Manage Related Actions in Change Management................coooiiiiiiii s 210
Managing Related Actions in Change Management. . .........ooviiiiiiieai i iieeae e 210
Managing INtEreStEA PartiS. . ... ...t e e e 211
Pages Used to Manage Interested Parties in Change Management.............c.c.evvvviiiiiiiiiiiinnnnns 212
Managing Interested Parties in Change Management. ... .. ...t eeae e 212
Reviewing Change ReqUEST HISTOIY. ... ..o e caeeens 213
Understanding Change ReqUESE HISTOIY. .......oouii et eae e 213
=T =0 U1 =P 214
Pages Used to Review Change Request HiStOry. ... .....uui it e 214
Viewing the Event History of a Change ReqUeST. ...... ... oo e 214
Viewing the Audit Trail for @ Change REQUEST. ...... ... e 215

X PeopleSoft Proprietary and Confidential



Contents

Part 3
Self-Service Applications

Chapter 14
Configuring Self-Service ApPPliCatiONS. ... ... e e 219
Understanding Self-Service Application Configuration.............c.oouuiiiii e ceeenns 219
Self-Service Application ConfigUIatioN. ... .. ... e s 219
Contact Me NOLICALIONS. .. ..o et e et et e e s 220
L= 1 - 221
Association of Solutions with Case CloSUIre REASONS. .........uuuiiiiii e e 221
Search Descriptions for Predefined SearChes. ...... ..o e 222
Troubleshooting Guide and FAQ Configuration. ..........oouuuuiiii i 224
Configuring Contact Me Regarding This Problem Notifications................ooiiiiiiiii i e 224
Associating Solutions with Reasons for ClOSING CaSES. ... .uuutitiiie e ciaaees 225
Page Used to Associate Solutions with Reasons for CloSing Cases. ..........uuuiiiiiiiiiiiiiieeeiinnens 225
[T 1= 01017 1T IS T (U0 g T 225
Updating SearCh DeSCIIPLIONS. . ...ttt ettt ettt ettt e e et e e 226
Page Used to Update Search DeSCIIPLIONS. ...ttt ettt ee e ees 226
Updating Predefined Search DeSCHPLIONS. . ... ...t ettt e et ae e ees 226
Configuring TroubleshootiNg GUILE . ...t et e 227
Pages Used to Configure Troubleshooting GUIAES. .........coooiiiiiiiiiii i e e 227
Configuring a Troubleshooting Guide Solution Library......... ..o e 227
Chapter 15
Working with Self-Service Application TranSactioNnS. ... ... ...t e 229
Understanding Self-Service TranSaCtiONS. ... ...ttt e e e eeans 229
Self-SrVICE TraNSACHONS. ...\ttt ettt et ettt et ettt e e e e e e e s 229
Configurable FUNCHONAIILY. ..........e e e e e et e e 230
Slf-SIVICE DAl ACCESS. ..ttt ettt ettt et e ettt e 231
Solution Tracking IN Self-SeIVICE. ... o e e e 232
(@0 011100 =V o T o T T 233
ACCESSING Self-SErVICE TraNSACHONS. . ...ttt ettt e ettt e e et e e ea e iaaees 234
Pages Used to Access Self-Service TranSacCtioNS. ........vvvviiiiit ittt e iineaas 234
AcCCeSSING Self-SErvICe TraNSACHIONS. .. ...ttt e ettt e e 234
(O =T 1] T = T = ] 235
Pages USEd 10 Create @ CaSe. .. ..ttt ittt ettt e e et et e e ettt et e e et 235
(O =T 1] T o T = L 235
Managing Existing Self-Service AppliCation CaSeS. ... .....uuiiiiiii et i 238

PeopleSoft Proprietary and Confidential Xi



Contents

Pages USEd 10 MANAGE CaSES. .. ..ttt ettt ettt ettt e e ettt ettt et et ae e 239
T CTo Lo ] I {0 ] G = TS 240
ENtering @ NEW CaSe NOTE. .. ..ottt ettt ettt e ettt e e e e ae et 243
Viewing a Solution That is Associated With @ CaSe...........c.uuiiiiiiiiii i 243
Entering the Reason for CloSING @ CaSe. ... ...uuiii ittt ettt ees 244
Entering the Reason for REOPENING @ CaSe. . ... ...ttt et e e eae et 246
Changing Contact INfOrmMatioN. ... ... e e e 246
SeArChING fOr SOIULIONS. . ...ttt e e e e e n s 247
Pages Used to Search fOr SOIULIONS. .. ..... ...t ae e 248
Performing a BasiC SOIULION SEArCH. ... ..o it e e ee e 248
Searching for Solutions By Using Field-Specific Search Criteria................coiiii e 249
ACCESSING FA QS ettt ettt e 250
Pages Used to Access Frequently Asked QUESHIONS. .. ..uuuuie ittt es 250
SIECHING 8 FAQ . . ittt e 250
REVIEWING SOIULIONS. ...ttt et et ettt ettt ae e 251
Selecting and Running TroublesShooting GUIES. ... e 252
Pages Used to Select and Run Troubleshooting GUIdES. ...........oiiiiiiiiii i 252
UsiNg TroubleShOootiNg GUIAES. .. ...ttt e e ettt e ae e e 252
RUNNING SCHPLS IN SeIf-SOIVICE. ...ttt et e ae e 253

Appendix A

Integrating the Case with Third-Party SyStems. ... e s 255
Understanding the Case EIP. ... e e e 255
Defining Case EIP FUNCUONAIILY. ... e 255
AsSUMPLIONS ADOUL the Case EIP. ... e 255
Case EIP FUNCHONAITY. . ...ttt ettt ettt et et e e e eee s 256
D= T =T =0 S 256
TeChNICAl PrOCESS FIOWS. . . ...ttt et ettt 258
T (0 Gl = 1 o |11 T TSP 261
IMPIEMENTING Case EIP. ... e et e et e e 262
Code Processing fOr Case ElP. ... e e 262
SetUP CONfIQUIATION. ... et ettt e ettt ettt 262

Appendix B

PeopleSoft Call Center Interactive RepOrtS. .. .. o e 267
Understanding INteractive REPOITS. ... ...ttt ettt e et e e e 267
Launching and Working with Interactive RePOIS. ... ... e caeeens 267

Pages Used to Launch INteractive REPOITS. ...ttt ettt e ee et 268

Xii PeopleSoft Proprietary and Confidential



Contents

Running the Support Management Dashboard Analysis Interactive Report.............cccoiviiiiinennnn 268
Running the Service-Level Management Analysis Interactive Report............ccovvviiiiiiiiiiiiiiinnens 269
Viewing the Management Dashboard Analysis Interactive RepOrt............oovvviiiiiiiiiiiin i, 270
Viewing the Service-Level Management Analysis Interactive Report............coooviiiiiiiii e, 271

Appendix C

PeopleSoft CRM Call Center ReP OIS . ..o e e 273
PeopleSoft CRM Call Center REPOIS: A0 Z. ...t iaaees 273
PeopleSOft HElPDESK REPOIS. .ttt ettt e ettt ettt e e e 274
P EOPle S Oft SUP PO REPOI S, .. ittt ettt ettt ettt 276
Y0 1110 (=T 0T £ 278

Appendix D

ISO Country and CUTITENCY COUES. .. ..ttt ettt e e 279
(ST 2 O 18 g2 O o o = 279
SO CUITENCY COUBS. . ...ttt ettt ettt ettt ettt e e ettt ettt ettt et e et e e e e e iaeees 288
Glossary Of PeOPleS Ot ToIMS. ... e et 299
10 = 315

PeopleSoft Proprietary and Confidential Xiii



Contents

Xiv PeopleSoft Proprietary and Confidential



About This PeopleBook

PeopleBooks provide you with the information that you need to implement and use PeopleSoft applications.

This preface discusses:

PeopleSoft application prerequisites.

PeopleSoft application fundamentals.

* Related documentation.

» Typographical conventions and visual cues.
» Comments and suggestions.

* Common elements in PeopleBooks.

Note. PeopleBooks document only page elements that require additional explanation. If a page element
is not documented with the process or task in which it is used, then either it requires no additional
explanation or it is documented with common elements for the section, chapter, PeopleBook, or product
line. Elements that are common to all PeopleSoft applications are defined in this preface.

PeopleSoft Application Prerequisites

To benefit fully from the information that is covered in these books, you should have a basic
understanding of how to use PeopleSoft applications.

You might also want to complete at least one PeopleSoft introductory training course.

You should be familiar with navigating the system and adding, updating, and deleting information by
using PeopleSoft windows, menus, and pages. You should also be comfortable using the World Wide
Web and the Microsoft Windows or Windows NT graphical user interface.

These books do not review navigation and other basics. They present the information that you need
to use the system and implement your PeopleSoft applications most effectively.

PeopleSoft Application Fundamentals

Each application PeopleBook provides implementation and processing information for your PeopleSoft
database. However, additional, essential information describing the setup and design of your system
appears in a companion volume of documentation called the application fundamentals PeopleBook.
Each PeopleSoft product line has its own version of this documentation.

The application fundamentals PeopleBook consists of important topics that apply to many or al
PeopleSoft applications across a product line. Whether you are implementing a single application,
some combination of applications within the product line, or the entire product line, you should
be familiar with the contents of this central PeopleBook. It is the starting point for fundamentals,
such as setting up control tables and administering security.
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Related Documentation

This section discusses how to:

» Obtain documentation updates.
* Order printed documentation.

Obtaining Documentation Updates

You can find updates and additional documentation for this release, as well as previous releases,
on the PeopleSoft Customer Connection website. Through the Documentation section of
PeopleSoft Customer Connection, you can download files to add to your PeopleBook Library.
You'll find a variety of useful and timely materials, including updates to the full PeopleSoft
documentation that is delivered on your PeopleBooks CD-ROM.

Important! Before you upgrade, you must check PeopleSoft Customer Connection for updates to the
upgrade instructions. PeopleSoft continually posts updates as the upgrade process is refined.

See Also

PeopleSoft Customer Connection, https://www.peoplesoft.com/corp/en/login.jsp

Ordering Printed Documentation

You can order printed, bound volumes of the complete PeopleSoft documentation that is delivered
on your PeopleBooks CD-ROM. PeopleSoft makes printed documentation available for each
major release shortly after the software is shipped. Customers and partners can order printed
PeopleSoft documentation by using any of these methods:

* Web

» Telephone
* Email
Web

From the Documentation section of the PeopleSoft Customer Connection website, access the
PeopleBooks Press website under the Ordering PeopleBooks topic. The PeopleBooks Press website
is ajoint venture between PeopleSoft and MMA Partners, the book print vendor. Use a credit card,
money order, cashier’s check, or purchase order to place your order.

Telephone
Contact MMA Partners at 877 588 2525.

Email

Send email to MMA Partners at peopl esoftpress@mmapartner.com.

See Also

PeopleSoft Customer Connection, https://www.peoplesoft.com/corp/en/login.jsp
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Typographical Conventions and Visual Cues
This section discusses:

» Typographical conventions.

* Visua cues.

» Country, region, and industry identifiers.
» Currency codes.

Typographical Conventions
This table contains the typographical conventions that are used in PeopleBooks:

Typographical Convention or Visual Cue Description

Bold I ndicates PeopleCode function names, method names,
language constructs, and PeopleCode reserved words that
must beincluded literally in the function call.

Italics Indicatesfield values, emphasis, and PeopleSoft or other
book-length publication titles. In PeopleCode syntax,
italic itemsare placehol dersfor arguments that your
program must supply.

We also useitalicswhen werefer to words aswords or
lettersas|etters, asin thefollowing: Enter theletter O.

KEY+KEY Indicates akey combination action. For example, aplus
sign (+) between keys means that you must hold down
thefirst key whileyou press the second key. For ALT+W,
hold down the ALT key whileyou pressthe W key.

Monospace f ont Indicates a PeopleCode program or other code example.

(quotation marks) Indicate chapter titlesin cross-references and wordsthat
are used differently from their intended meanings.

... (ellipses) Indicate that the preceding item or series can be repeated
any number of timesin PeopleCode syntax.

{ } (curly braces) Indicate achoice between two optionsin PeopleCode
syntax. Options are separated by apipe(|).
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Typographical Convention or Visual Cue Description
[ ] (square brackets) Indicate optional itemsin PeopleCode syntax.
& (ampersand) When placed before a parameter in PeopleCode syntax,

an ampersand indi cates that the parameter is an already
instantiated object.

Ampersands also precede al PeopleCodevariables.

Visual Cues

PeopleBooks contain the following visual cues.

Notes

Notes indicate information that you should pay particular attention to as you work with the PeopleSoft system.

Note. Example of a note.

If the note is preceded by Important!, the note is crucial and includes information that concerns
what you must do for the system to function properly.

Important! Example of an important note.

Warnings

Warnings indicate crucial configuration considerations. Pay close attention to warning messages.

Warning! Example of a warning.

Cross-References

PeopleBooks provide cross-references either under the heading “See Also” or on a separate
line preceded by the word See. Cross-references lead to other documentation that is
pertinent to the immediately preceding documentation.

Country, Region, and Industry Identifiers

Information that applies only to a specific country, region, or industry is preceded by a standard
identifier in parentheses. This identifier typically appears at the beginning of a section heading,
but it may also appear at the beginning of a note or other text.

Example of a country-specific heading: “(FRA) Hiring an Employee”

Example of aregion-specific heading: “(Latin America) Setting Up Depreciation”

Country Identifiers

Countries are identified with the International Organization for Standardization (1SO) country code.

See About These PeopleBooks, “1SO Country and Currency Codes,” 1SO Country Codes.
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Region ldentifiers

Regions are identified by the region name. The following region identifiers may appear in PeopleBooks:
» Asia Pacific

 Europe

» Latin America

* North America

Industry Identifiers

Industries are identified by the industry name or by an abbreviation for that industry. The
following industry identifiers may appear in PeopleBooks:

* USF (U.S. Federal)
* E&G (Education and Government)

Currency Codes
Monetary amounts are identified by the 1SO currency code.

See Appendix D, “1SO Country and Currency Codes,” 1SO Currency Codes.

Comments and Suggestions

Your comments are important to us. We encourage you to tell us what you like, or what
you would like to see changed about PeopleBooks and other PeopleSoft reference and
training materials. Please send your suggestions to:

PeopleSoft Product Documentation Manager PeopleSoft, Inc. 4460 Hacienda Drive Pleasanton, CA 94588
Or send email comments to doc@peopl esoft.com.

While we cannot guarantee to answer every email message, we will pay careful attention
to your comments and suggestions.

Common Elements in These PeopleBooks

As of Date The last date for which a report or process includes data.

Business Unit An ID that represents a high-level organization of business information.
You can use a business unit to define regional or departmental
units within a larger organization.

Description Enter up to 30 characters of text.

Effective Date The date on which atable row becomes effective; the date that an action
begins. For example, to close out a ledger on June 30, the effective date
for the ledger closing would be July 1. This date also determines when
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Once, Always, and Don’t
Run

Report Manager

Process M onitor

Run

Request 1D
User ID
SetID

Short Description

you can view and change the information. Pages or panels and batch
processes that use the information use the current row.

Select Once to run the request the next time the batch process runs. After the
batch process runs, the process frequency is automatically set to Don’t Run.

Select Always to run the request every time the batch process runs.
Select Don’t Run to ignore the request when the batch process runs.

Click to access the Report List page, where you can view report content,
check the status of a report, and see content detail messages (which show
you a description of the report and the distribution list).

Click to access the Process List page, where you can view the
status of submitted process requests.

Click to access the Process Scheduler request page, where you can specify the
location where a process or job runs and the process output format.

An ID that represents a set of selection criteria for a report or process.
An ID that represents the person who generates a transaction.

An D that represents a set of control table information, or TableSets.
TableSets enable you to share control table information and processing options
among business units. The goal is to minimize redundant data and system
maintenance tasks. When you assign a setlD to arecord group in a business
unit, you indicate that all of the tables in the record group are shared between
that business unit and any other business unit that also assigns that setID to
that record group. For example, you can define a group of common job codes
that are shared between several business units. Each business unit that shares
the job codes is assigned the same setID for that record group.

Enter up to 15 characters of text.
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PeopleSoft Enterprise CRM Call Center
Applications Preface

This preface discusses:

» PeopleSoft Enterprise CRM application fundamentals.

» PeopleSoft Enterprise CRM call center applications.

» PeopleSoft Enterprise CRM automation and configuration tools.
» PeopleSoft Enterprise CRM services foundation.

» PeopleTools PeopleBooks.

Note. All information found in this PeopleBook is applicable to PeopleSoft
Enterprise CRM for High Technology.

PeopleSoft Application Fundamentals

The PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook provides implementation and
processing information for your PeopleSoft Support and HelpDesk applications. However, additional
essential information describing the setup and design of your system appears in a companion volume
of documentation called PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook.

Each PeopleSoft product line has its own version of this documentation.

PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook consists of important topics that
apply to many or all PeopleSoft applications across the CRM product line. Whether you are implementing
a single application, some combination of applications within the product line, or the entire PeopleSoft
CRM system, you should be familiar with the contents of this central PeopleBook. It is the starting

point for fundamentals, such as setting up control tables and administering security.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook.

PeopleSoft Enterprise CRM Call Center Applications

The PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook discusses three distinct applications
to provide complete call center management for your internal and external customers:

* PeopleSoft Enterprise Support manages your customer support operations.
* PeopleSoft Enterprise HelpDesk manages your workforce support operations.
» PeopleSoft Enterprise HelpDesk for Human Resources manages HR related inquiries and issues.

To help you take full advantage of the common foundation for these call center applications, this
information in this PeopleBook encompasses all three applications. Common functionality is
documented once, and differences between the applications are clearly noted.
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In this book, the term call center always refers to PeopleSoft Enterprise Support, HelpDesk
(IT), and HelpDesk for Human Resources.

PeopleSoft CRM Automation and Configuration Tools

The PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBookdiscusses
automation and configuration tools that are common to multiple CRM applications. This is
an essential companion to your application PeopleBook.

There are three parts to the PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook:

 Correspondence management.
This part discusses manual notifications and correspondence requests.
» Automation tools.

This part discusses PeopleSoft CRM workflow, Active Analytics Framework (AAF),
business projects, and scripts.

» Configuration tools,

This part discusses configurable search pages, configurable toolbars, attributes, and
industry-specific field labels and field values.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ PeopleSoft
CRM Automation and Configuration Tools Preface”.

PeopleSoft CRM Services Foundation

The PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook discusses configuration options that are
common to PeopleSoft Enterprise Integrated FieldService, Order Capture, and the call center applications.

There are three parts to the PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook:

» Solution management.

Solution management enables users to establish a set of predefined solutions that call center agents
and field service technicians can use to resolve customer problems.

 Transaction Billing Processor Integration.

PeopleSoft Transaction Billing Processor enables PeopleSoft FieldService, Support, and Order
Capture to integrate with PeopleSoft Billing and General Ledger through the use of the PeopleSoft
Enterprise Contracts architecture. The integration enables PeopleSoft CRM users to bill and
book revenue for recurring, one-time, and on-demand services.

» Environmental Systems Research Institute (ESRI) integration.

The integration with ESRI, a mapping software, enables users to view the location of reported cases
and the location of field service activities through the Map Dashboard.

See PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook.
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PeopleTools PeopleBooks

Cross-references to PeopleTools documentation refer to the Enterprise PeopleTools 8.45 PeopleBook.
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CHAPTER 1

Getting Started with PeopleSoft Enterprise
CRM Call Center Applications

This PeopleBook describes the three PeopleSoft Customer Relationship Management (PeopleSoft
CRM) call center applications. PeopleSoft Enterprise Support, HelpDesk, and HelpDesk for
Human Resources. Although these applications differ in ways that optimize them for their specific
purposes, they al share the same basic case-related architecture.

This chapter provides an overview of PeopleSoft Enterprise CRM call center applications and:

» PeopleSoft CRM call center business processes.
» PeopleSoft CRM call center integrations.
» PeopleSoft CRM call center applications implementation.

PeopleSoft Enterprise CRM Call Center Applications Overview

PeopleSoft Enterprise CRM 8.9 call center applications provide a collaborative framework for streamlining
employee help desk and customer support operations. Through a standard Web browser, agents can access
workforce, customer, and enterprise information. When employees or customers use the PeopleSoft
employee or customer portal with CRM self-services applications, they can access information that

can help them solve their problems online without intervention from an agent.

PeopleSoft Enterprise CRM offers three distinct applications to provide complete support
management for your internal and external customers:

* PeopleSoft Enterprise Support enables you to manage your customer support operations.
» HelpDesk enables you to manage your workforce support operations.
» HelpDesk for Human Resources enables you to manage employee human resources inquiries and issues.

These applications provide complete solutions for tracking and resolving problems and change requests.
Together, they provide end-to-end management of all customer and workforce support issues. Because the
applications use the same technology foundation, an organization that uses more than one can leverage
information technology resources and implementation processes across applications.

Each application provides functionality tailored to its unique audience. Cases are tracked
based on data that is appropriate to the specific application. HelpDesk cases are tracked by
employee, department, and other data relevant to internal cases. Support cases are tracked by
customer, contact, and other data relevant to external customers.
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Note. This PeopleBook documents all of the call center applications. Common functionality is documented
once, and differences between the applications are clearly marked. Throughout this book, references to
call center functionality indicate that the functionality is common to all call center applications.

PeopleSoft Enterprise CRM Call Center Business Processes

This section discusses the business processes that you can perform using PeopleSoft Enterprise CRM call
center applications. We discuss these business processes in greater detail in the business process chaptersin
this PeopleBook. You will find greater detail for each in the corresponding business process chapter.

Business Processes for All Call Center Applications
All three call center applications enable you to:

* Create and manage cases, including those originating in a third-party system.

» Configure the case page to display the information, fields, and layout specific to your
support and information-gathering requirements.

» Use a skills-based assignment engine to assign cases to the agents and provider groups
that are most qualified to handle the cases.

*» Create and manage solution libraries. Search the solution library by using text searches.
You can search for and view defects, and enhancements.

» Track both successful and unsuccessful attempts to resolve cases.

» Embed service analytics to suggest next actions and provide related dialogs based on the
information and responses entered for a case.

» Deploy self-service transactions that callers can use to search for solutions and to
report, review, and update their own cases.

* Relate cases to each other.

» Manage work using structured task lists known as business projects.

 Use troubleshooting scripts and customer satisfaction scripts to gather information from callers.

» Assign system access to users by role using authentication tokens.

* Invoice customers for services rendered, regardless of whether or not a service agreement isin place.

» Associate service-level agreements with HelpDesk cases to gain insight into performance
against targeted service levels and related agreements.

» Use reports and charts to analyze and manage overall call center operations.
PeopleSoft Enterprise Support Business Processes
PeopleSoft Enterprise Support enables you to:

» Access the customer 360-Degree View page to see an enterprise view of any customer.

» Manage material returns.

» Generate new service orders from a case.

* Invoice customers for services rendered, regardless of whether or not a service agreement isin place.

Run lead qualification (upsell and cross-sell) scripts and generate new sales |eads and orders from a case.
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» Relate cases to defects using PeopleSoft Enterprise Quality Management.
» Use smart views, reports, and charts to analyze and manage overall call center operations.

PeopleSoft Enterprise HelpDesk Business Processes
PeopleSoft Enterprise HelpDesk enables you to:

» Access the HelpDesk 360-Degree View page to see CRM-related data for any worker.
» Relate cases to defects in the PeopleSoft Enterprise Quality Management.

» Manage assets, including asset discovery and remote control tasks, with HelpDesk or
with third-party IT asset management applications.

Initiate and track change requests for a worker.

Enable chat for self-service customers.
» Use reports and charts to analyze and manage HelpDesk operations.

PeopleSoft Enterprise HelpDesk for Human Resources Business Processes
PeopleSoft Enterprise HelpDesk for Human Resources also enables you to:

» Access the HelpDesk for Human Resources 360-Degree View page to see a summary of
relevant human resources and CRM data for any worker.

» Give agents single-click access from a case to specific transactions in the human resources system.
» Use reports and charts to analyze and manage HelpDesk operations.
» Enable chat for self-service workers.

PeopleSoft Enterprise CRM Call Center Integrations

The CRM call center applications integrate with other PeopleSoft CRM applications and
with external systems. We discuss integration considerations in the implementation chapters
in this PeopleBook. Supplemental information about third-party application integrations is
located on the PeopleSoft Customer Connection Website.

Integration with Other CRM Applications

The CRM call center applications are part of the PeopleSoft CRM product suite. Because the call center
applications reside in the same database as the other PeopleSoft CRM applications, process flows can move
smoothly from application to application without the need for integration-specific configuration.

For example, if you license both PeopleSoft Enterprise Support and FieldService, you automatically
have the ability to create service orders from within your support cases.

The use of component interfaces for this type of cross-component flow ensures the triggering
of all data validation and other PeopleCode processes.

Call Center applications integrate with these PeopleSoft Enterprise products:

» FieldService
e Sdles
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Real-Time Advisor
Order Capture
Change Management
Quality Management
Contracts

Integration with External Systems

Customer, worker, product, and Business Analysis Modeler integrations are common to multiple PeopleSoft
CRM applications. The call center applications support the following additional integration points:

Integration with PeopleSoft Enterprise Supply Chain Management or similar systems enables
you to generate return material authorizations (RMAS) in PeopleSoft Support for customers
returning stock for replacement or repair or that was shipped in error.

The Credit Card enterprise integration point (EIP) enables you to integrate with third-party credit
card authorization and payment vendors in PeopleSoft Support.

Real-time EIPs for HelpDesk for Human Resources enable you to view relevant human resources data while
using the security that is already established in the human resources system to control access to the data.

To protect sensitive data, the information is not stored in the PeopleSoft CRM system.
The Worker EIP synchronizes worker information with other systems.

When you implement the Worker EIP, the system publishes application messages when users add

or modify worker records in PeopleSoft CRM. You can also set up PeopleSoft CRM to subscribe

to Worker EIP application messages that are published when users modify these records in other
systems. The Worker EIP gives PeopleSoft CRM the ability to accept and create future-dated workers
that were created in other systems and subscribed to by PeopleSoft CRM.

The Case EIP enables integration with a separately licensed Natural Language Processing
search engine, which permits advanced searching of solutions in the knowledge base, increasing
agent and technician efficiency and problem-solving accuracy.

Through the Case EIP, third-party IT asset management applications launch IT asset
discovery and desktop remote control from HelpDesk.

The Systems Management integration framework provides a mechanism for integrating
third-party network management applications.

Integration with PeopleSoft Enterprise Contracts or any third-party billing application to allow the
invoicing of agreement-based service orders as they are generated during a support call.

See Also

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Managing Enterprise
Integration for PeopleSoft Enterprise CRM,” EIPs in PeopleSoft Enterprise CRM

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Understanding
Business Object Relationship Model Components”
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PeopleSoft Enterprise Call Center Applications

Implementation

PeopleSoft Setup Manager enables you to generate a list of setup tasks for your organization
based on the features that you are implementing. The setup tasks include the components that
you must set up, listed in the order in which you must enter data into the component tables,
and links to the corresponding PeopleBook documentation.

PeopleSoft Enterprise call center applications also provides component interfaces to help you load
data from your existing system into Call Center tables. Use the Excel to Component Interface
utility with the component interfaces to populate the tables.

This table lists al of the components that have component interfaces:

Component

Component Interface

References

RC_CASE_TYPE

RC_CASE_TYPE_SCI

See Chapter 3, “ Setting Up Call Center
Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RC CA_TY_DE RC_CA_TY_DE_SCI See Chapter 3, “ Setting Up Call Center
Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RC_PRIORITY RC_PRIORITY_SCI See Chapter 3, “ Setting Up Call Center

Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RC_PROBTY PE

RC_PROBTYPE_SCI

See Chapter 3, “ Setting Up Call Center
Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RC_SEVERITY RC_SEVERITY_SCI See Chapter 3, “ Setting Up Call Center
Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RC_STATUS RC_STATUS _SCI See Chapter 3, “ Setting Up Call Center

Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RC_QUICK_CODE

RC_QUICK_CODE_SCl

See Chapter 3, “ Setting Up Call Center
Prompt Tables,” Setting Up Prompt
Tablesfor Cases, page 33.

RBT_TGUIDE_SETUP

RBT_TGUIDE_SETUP_SCI

See Chapter 14, “ Configuring
Self-Service Applications,”
Configuring Troubleshooting Guide,

page 227.

RC_SOLN_LIB_SETUP

RC_SOLN_LIB_SETUP_SCI

See Chapter 14, “ Configuring
Self-Service Applications,”
Configuring Troubleshooting Guide,

page 227.
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Other Sources of Information

In the planning phase of your implementation, take advantage of all PeopleSoft sources of information,
including the installation guides, table-loading sequences, data models, and business process maps. A
complete list of these resources appears in the preface in the PeopleSoft Enterprise CRM 8.9 Application
Fundamentals PeopleBook, with information about where to find the most current version of each.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ PeopleSoft Enterprise
Customer Relationship Management Application Fundamentals Preface”

PeopleSoft Enterprise Setup Manager for Customer Relationship Management 8.9
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CHAPTER 2

Defining Call Center Business Units and
Display Template Options

This chapter provides an overview of call center business units, display templates,
assignment options, and discusses how to:

» Define call center business units.
» Define display template general options.

Understanding Call Center Business Units

A call center business unit represents an operational entity, an individual call center within your organization.
You must associate al call center cases with abusiness unit, and call center reporting and analysisis based
on business units. You can configure different business units for different business processing.

You can use one business unit for all cases, or you can divide operations based on whatever criteria makes
the most sense. For example, you could create business units for different product lines or regions.

Before creating multiple call center business units, be sure that you understand the concept
of tableSet controls, the mechanism that is used to determine valid values for certain fields
on the Case page and other transactional pages.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Working with Business Units
and TableSet Controls,” Understanding TableSet Controls in PeopleSoft Enterprise CRM.

Understanding Display Templates

Display templates enable you to control the appearance and behavior of the Case component
(RC_CASE) for various yet specific business needs at ease.

The Case component (RC_CASE) can be associated with multiple display templates, each of which provides
a different presentation of the component tailored for specific needs. Suppose that you set up three display
templates for the Case component to be used in the customer support center, the internal IT helpdesk, and
the internal human resources helpdesk. You can configure how the component looks and behavesin each
operation based upon business requirements. For example, you can disable the Billing page for the two
helpdesk display templates if interdepartmental billing is not available, change the Customer Information
section label to Employee Information for the helpdesk display templates, disable the Dispute Information
section in display templates that are not pertinent to the communications industry, and so on.

Use display templates to control:
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Visibility of pages.

Visibility of page sections. You cannot, however change the order of the sections.

Visibility and security of page fields.
» Functionality and setup options that are initiated by display templates.

The default pages to display when users access the component in the add mode or update mode.
» Labels on fields, sections, and tabs within sections.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

Understanding Assignment Options

10

There are two sections on the Options page: Agent and Self-service.

Each section has options for provider group assignment and for agent assignment.

Note. In addition to the options here, you can aso automatically assign self-service cases to a provider
group (but not to an agent) by specifying a default provider group on the Case Defaults page. However,
auto-assignment settings on this page takes precedence: the system will first attempt to assign cases based
on the setting here in the Business Unit - Options page. Only if that attempt fails does the system assign
the case to the default Assign To provider group that is specified on the Case Defaults page.

This section discusses:

* Provider group assignment.
* Person assignment.

Assigning Provider Groups

The following definitions describe options for automatically assigning new cases to provider groups. These
settings apply only when the Provider Group field or the Assigned To field is blank in a newly submitted
case—the system does not override an existing value in the Provider Group field. For example, if you use a
Quick Code to assign a provider group, the system does not attempt to assign a provider group when you save.

None Select None if you do not want any automatic assignment to occur;
assignments must be made manually.

Note. Delivered Active Analytics Framework (AAF) for cases sends
notifications to the agent or provider group that is assigned to a newly
created case. If you allow unassigned cases to be saved, you should define
a mechanism for routing and handling those cases

Any Select Any or Available to invoke the assignment engine when the caseis saved.

If Any is selected, the assignment engine does not look at worker
or provider group schedules; it simply finds the worker or provider
group with the highest overal fit score.
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Available

Default
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Note. If a user manually assigns an agent to the case and the agent
isin exactly one provider group, the system automatically assigns the
agent’s provider group to the case when it is saved. If the agent isin
more than one provider group, the system leaves the Provider Group
field blank on the Case page when the case is saved.

Select Any or Available to invoke the assignment engine when the case is saved.

If Available is selected, the assignment engine looks only at
workers and provider groups who are currently available according
to the schedules you create.

Select Default to assign a case to its creator. This does not
invoke the assignment engine.

If Default is selected, the system will address whether there is agent that is on
the case. If there is an agent on the case, and that agent isin one and only one
provider group, the system will assign that provider group to be the Default
provider group. Otherwise, the provider group field isleft blank.

In other words, selecting Default forces the system to find the group for
the agent that has already been selected. If the agent is a member of more
than one group, the Provider Group field will be left blank.

Note. This option is available only for cases created by agents, not for
cases created by self-service application users.

Assigning a Person to a Case

The following definitions describe options for automatically assigning new cases to individual agents.
These settings apply only when the Assigned To field is blank in a newly submitted case; the system does
not override an existing value in the Assigned To field. For example, if you use a Quick Code to assign
an agent, then the system does not attempt to assign a different agent when you save.

None

Any

Available

PeopleSoft Proprietary and Confidential

Indicates that the system does not assign new cases to agents.

Note. Be aware that delivered Active Analytics Framework (AAF) for cases
sends notifications to the agent or provider group that is assigned to a
newly created case; if you alow unassigned cases to be saved, you should
define a mechanism for routing and handling those cases.

Select to have the assignment engine assigns the case to the person
with the highest fit score if a provider group was previously entered,
either manually or through auto-assignment.

If no provider group was entered, then no agent is assigned.

Select to have the task assignment engine check worker schedules and assign
cases only to agents who are working at the time the case is assigned.

Note. The Any and Available options use the assignment engine.
In order for the assignment engine to assign an agent, a provider
group must already be assigned.
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Default Select to have the system assign the case to the agent who created the case.
The system handles case assignments according to these rules:

* If aprovider group is specified, either manually or through auto-assignment,
the system does not assign the case to an agent.

* If no provider group is specified, the system assigns the case to
the agent who created the case.

* |If the provider group auto-assignment option is also Default, then
the system additionally assigns the case to the agent’s provider group
(assuming that one can be uniquely identified).

Note. Thisoption isonly available for cases created by agents, not for
cases created through a self-service application.

See PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook,
“Setting Up and Performing Assignment Searches’.

Defining Call Center Business Units
This section discusses how to:
* Create a call center business unit.
» Define business rules for a call center business unit.
» Set up call center components and their defaults.
See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with
Business Units and TableSet Controls”

Prerequisites

Before you can associate a call center business unit with a default business unit in PeopleSoft Enterprise
FieldService, Inventory, Quality Management, or Sales, you must first create those associated business units.

Before you can set case defaults for a call center vertical, such as CRM for Communications, you
must set up the default values in the appropriate call center prompt table.

12 PeopleSoft Proprietary and Confidential
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Pages Used to Define Call Center Business Units

Page Name

Object Name

Navigation

Usage

Call Center BU

BUS UNIT_RC1

Set Up CRM, Business
Unit Related, Call Center
Definition, Call Center BU

Create call center business
unitsand establish default
business unitsto use when
integrating with other
Peopl eSoft applications.

Business Unit - Options

BUS UNIT_RC2

Set Up CRM, Business
Unit Related, Call Center
Definition, Options

Definebusinessrulesfor a
call center businessunit.

Case Defaults

BUS UNIT_RC_DEF

Set Up CRM, Business
Unit Related, Call Center

Set up defaultsfor al call
center applications.

Definition, Case Defaults

Creating a Call Center Business Unit
Access the Call Center BU page.

The preceding screen shot shows the page in Add a New Business Unit mode. In add mode, the other
pages in the component are hidden and several fields are not available for entry.

Dptions Case Defaults

Business Unit ITHDK

Business Unit Description
*Description [[T Help Desk

*Short Description |IT Hlp Dsk

|

*Statuslﬂpen
Self-Service Description |IT Help Desk
Service Order Unit|AFPOL
RMA Unit | ITHDK
Sales Unit AFPOL

Quality Unit AFFOL1

20 000

Order Capture Unit AFPOL

Modified 0z2/24/2004 4:47PM PST SAMPLE

Call Center BU page

The preceding screen shot shows the page in Add a New Business Unit mode. In add mode, the other
pages in the component are hidden and several fields are not available for entry.

PeopleSoft Proprietary and Confidential
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Establishing the Business Unit

Business Unit

Short Description

Default SetlD

Status

Create BU (create business
unit)

Enter a business unit identifier. To maximize system performance,
always use exactly five characters.

Enter the description that appears on the Case page and other
places where the business unit appears.

Enter or select the default SetlD for the business unit. When you
create a business unit, the system copies the setl D for each record
group from the tableSet control of the setlD you have entered. In
the tableSet control record, each of the delivered record groups is
associated with the setID that you enter here.

The Default SetID field appears only when you open the Call Center
BU page in Add mode. Once you create the business unit, the system
sets up default tableSet control information, and you must use the
TableSet Control page to change the default.

Note. They system will aways create a setID that is equal to the business
unit that you create—every business unit is aso a setlD.

Indicates the call center status. Values are: Open (active) or Closed (inactive).
No transactions are processed for a closed business unit.

Click to establish the tableSet controls for the call center business unit
based on the default setID that you specify.

This button appears only when you open the Call Center BU page
in Add a New Business Unit mode.

Other pages in the component and several of the fields on this page are
unavailable until you click the Create BU button to create the business unit.

Specifying Related Business Units

These fields are not available until you click the Create BU button. Use these fields to specify default business
units to use when creating certain types of objects from the Related A ctionssection on the case page, the
Related A ctions section on the Case Summary page, or from the Related Actions page on the Case component.

These fields are relevant only if you integrate with the specified product. Agents can
always override the defaults that are established here.

Self-Service Description

RMA Unit
Service Order Unit

Sales Unit

Enter a description for self-service application users. This description
should be meaningful to users who are unfamiliar with the organization
of your call center business units.

Enter the default RM A business unit to use when creating an RMA from acase.

Enter the default FieldService business unit to use when creating a service
order from a call center case. When you establish tableSet sharing,
ensure that the field service business unit and the call center business

unit prompt against the same set of customers.

Enter the default Sales business unit when creating a sales lead from the
Related Actions page in a call center case. When you establish tableSet
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sharing, make sure that the sales business unit and the call center business

unit prompt against the same set of customers.

Quality Unit Enter the default Quality Management business unit to use when
selecting a defect to relate to a case.

Order Capture Unit Enter the default Order Capture business unit to use when entering

(business unit for order an order related to a case.

capture)

Note. If you use alead qualification script to transfer to Order Capture
from the Support or HelpDesk Case component, the business unit must
be valid for your Order Capture application, or you must select a default
order capture business unit on this setup page.

Defining Business Rules for a Call Center Business Unit

Access the Business Unit - Options page

r Security Matrix

Call Center BU Case Defaults
Business Unit APPO1 Appliances
Agent
Enable Feature Option
" Assign Person | Mone =
W Assign Provider Group IDefauIt ;I
¥ Call Center Manager angela Lucca o'}
= Max # of Motes in Response EIP 5
W Product Prompt all =
v Allow Multiple Resolutions
v Autoexecute Verity Search
v Canceled to Open Case Status
I Closed to Open Case Status

Motes

Automatically assign the case when it is saved
Autormatically assign the case when it is saved
Call center manger for the selected business unit.
Limit the number of notes in the EIP if you tend to

have many notes in your cases

Choose how you would like the product prompt to
wark

Allow an agent to select more than one solution to
be marked as successful,

Executes the Yerity Solution Search automatically
when the 'Search’ tab is clicked.
Allow Agents to Reopen Cases that are Canceled,

Allow Agents to Reopen Cases that are Closed.

Generally used for Financial Services

Business Unit — Options page (1 of 2)

PeopleSoft Proprietary and Confidential
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Self-service

Enable Feature

| Assign Person

Option Motes

autornatically assign the case when it is saved

||

|Nnne

| Assign Provider Group INgne ;l Autornatically assign the case when it is saved

W Solution newly created period a0 How long the 'new’ icon shows for solutions

I Allow Case to be Closed Allow Self-service Users to Reopen Cases that are
Closed,

I Allow Case to be Reopened Allow Self-service Users to Reopen Cases that are
Canceled.

I Grace Period (Days) 7 How long a self-service user can reopen the case.

After that, a new case need to be created.

Business Unit — Options page (2 of 2)

The fields on this page are not available for entry until you create the business unit by clicking
the Create BU button on the Call Center BU page.

Agent Options

Assign Person

Assign Provider Group

Call Center Manager

Max # of Notesin Response
EIP

Product Prompt

Allow Multiple Resolutions

Select how agents are assigned the case.

See Chapter 2, “Defining Call Center Business Units and Display Template
Options,” Assigning a Person to a Case, page 11.

Select how agents are assigned the case.

See Chapter 2, “Defining Call Center Business Units and Display Template
Options,” Assigning a Person to a Case, page 11.

Select your default call center manager. This can be used to route
workflow using Active Analytics Framework (AAF).

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “ Setting Up PeopleSoft CRM Workflow”.

Enter a number that limits the number of notes sent in the EIP in response to a
requesting entity. If you leave thisfield blank, all notes are included.

Choose how you would like the product prompt to work. The options are:
« Al

You can select a product from the master products table.
* FS

If you have FSl installed, you can select an FSI-related product
from the master FSI products table.

* Installed
You can select from alist of products that are installed at a specific site.

See PeopleSoft Enterprise CRM 8.9 Product and Item Management
PeopleBook, “ Setting Up Products,” Defining Products.

Select if you want to allow an agent to select more that one
solution to be marked as Successful.
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Autoexecute Verity Search

Canceled to Open Case
Status

Closed to Open Case Status
Security Matrix

Self-Service Options

Assign Person

Assign Provider Group

Solution Newly Created
Period

Allow Case to be Closed
Allow Case to be Reopened

Grace Period (Days)

See Also

Defining Call Center Business Units and Display Template Options

Select if you want the Verity search to automatically execute
when the Searchpage is accessed.

Select to allow agents to reopen cases that are cancelled.

Select to allow agents to reopen cases that are closed

Generally used for Financial Services.

Select how agents are assigned the case.

See Chapter 2, “Defining Call Center Business Units and Display Template
Options,” Assigning a Person to a Case, page 11.

Select how provider groups are assigned the case.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook,
“Setting Up and Maintaining Provider Groups and Group Members’.

Specify how long (in days) the “new” icon appears for solutions.

Select to allow self-service application users to reopen cases that are closed.
Select to allow self-service application users to reopen cases that are cancell ed.

Enter the number of days after a case has been closed during which self-service
application users are permitted to reopen the case. This option isonly allowed
if you select the previous option — allowing a case to be reopened. If you
allow cases to be reopened, the grace period will default to7 days.

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Business Units
and TableSet Controls,” Understanding TableSet Controls in PeopleSoft Enterprise CRM

Setting Up Case Defaults

Access the Case Defaults page.

PeopleSoft Proprietary and Confidential
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Case Defaults Find | Wiew All Firzt 1of3 [¥] Laszt
+Display Template ID |[RC_SUPPORT a [=]
*Call Center Component RC_CASE Q Agent Facing Case
*Market |GBL aQ

All Call Centers

Mew Case Statuslﬁpen - New Case

Resolved Case 5tatu5|C|Dsed - Resalved

Reopened Case Statusl':ase Reopened

Case Type | Question or Problem

Case SuhtrpelP‘rnduct

Defect Case Type | Possible Defect

Case Priority | Medium

Case Impactl

Case Severity | Onetime Cccurrence

SuurcelDirect Call

Source EIP | 3rd Party

K B I 8 8 i O N

Source ERMS | Email

Case Defaults page (1 of 2)

CTD Defaults

Category | Product Inquiry

Specialty Typel

L L] e

Detail |

Case Defaults page (2 of 2)

The fields on this page are not available for entry until you create the business unit by clicking
the Create BU button on the Call Center BU page.

Case Defaults

Display Template ID Select the display template to be used for this business unit.

Call Center Component Select the component that will be associated to the display template that is
specified in the previous field. You can setup different defaults for different
components on the same template and you can setup different default values
for different templates that use the same business unit.

M ar ket Select Global.
All Call Centers

New Case Status The status that the system sets when a user opens a new case.
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Resolved Case Status

Reopened Case Status

Default Case Types

Case Type
Case Sub Type
Defect Case Type

Case Priority
Case I mpact
Case Severity

Source

Source EIP

Source ERM S

PeopleSoft Proprietary and Confidential
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Note. Although most defaults are optional, the New Case Status default is
required for the component that is used to report new self-service cases.
Without a default value, the system cannot save the case. Also, because
Case Status is arequired field for a case, a user reporting a case through

a self-service application cannot set the case status.

The status that is set when a user identifies a successful solution. Enter avalue

here to enable the system to close cases once they are resolved.

Both agents and self-service application users can resolve cases. Agents
resolve cases by setting a solution status to Successful Resolution.
Self-service application users resolve cases by answering Yes when asked
whether a particular solution resolved their problem. The default can be
different for a self-service user than it is for an agent.

If you selected the Allow Case to be Reopened check box (on the Business
Unit - Options page), enter the status that is to be used for cases that
self-service application users reopen. If you do not enter a status here,
then, when an agent or self-service user reopens a case, the status will not
change. This could result in cases being closed without having a successful
resol ution—a condition that the system does not normally allow.

Select the default case type for a new case.
Select the default case subtype for a new case.

The case type that the system sets when a user relates a case to a Quality
Management defect. If you do not enter a value, the case type does
not change when the case is related to a defect.

Note. This function is not active in this release (8.9).

Select the default case priority for a new case.
The default case impact for a new case.
Select the default case severity for a new case.

Select the default source for the case. This allows you to tell which cases
were entered by way of Self-Service applications or by the agent.

Select the default source for a case that is created by way of the Case EIP.

See Appendix A, “Integrating the Case with Third-Party Systems,”
Understanding the Case EIP, page 255.

Select the default source for a case that is created by way
PeopleSoft CRM’s ERMS system.

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications
PeopleBook, “Understanding ERMS”.
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CTD Defaults

Category Select the default case category for a new case.
Specialty Type Select the default case specialty type for a new case.
Detail Select the default case detail for a new case.

See Also

Chapter 3, “Setting Up Call Center Prompt Tables,” page 29

Defining Display Template General Options

This sections discusses how to use display templates to enable pages and define
genera options for the Case component.

Display templates are unique identifiers that define how to display pages, sections, and fields within
controlled components. In PeopleSoft call center applications, display templates control the look and feel

of the Case page. The Case component can be associated with multiple display templates, each of which
provides a different presentation of the component tailored for specific needs. Suppose you set up three
display templates for the Case component (RC_CASE) to be used in the customer support center, the internal
IT helpdesk, and the internal human resources helpdesk. You can configure how the component looks and
behaves in each operation, based upon business requirements. For example, you can disable the Billing page
for the two helpdesk display templates if interdepartmental billing is not available, change the Customer
Information section label to Employee Information for the hel pdesk display templates, disable the Dispute
Information section in display templates that are not pertinent to the communications industry, and so

on. To alow easy access to components that are shown in different display templates, you can provide
aunique set of content references (CREF), one used to add and one to search for records) that appear

on the left hand navigation menu for each component and display template combination.

Important! PeopleSoft CRM delivers system data for each component that supports display templates.
Stored in the Display Template System Data component, the system data dictates which parts of the
component functional users are able to control using the predefined display templates (display templates are
defined in the Display Template Definition component). Access to these two componentsisrestricted to IT
administrators only. Exercise caution when planning to modify system data or create additional display
templates; it is considered customization and therefore is not supported by PeopleSoft.
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Pages Used to Configure Display Templates for Components

Page Name

Object Name

Navigation

Usage

Display Template

RDT_TMPL_PAGE

Set Up CRM, Common

Definitions, Component
Configuration, Display

Template Details

Usethis page as an entry
point to control the
appearance and behavior of
the specified component.

Display Template - Page
Definition

RDT_TMPL_SECTN

Click apagelink inthe
Pages grid on the Display
Template page.

Select page sectionsthat can
be configured by display
templates, which includes
enabling or disabling fields,
and modifying labels. Click
to Show Section Details
link to review fieldsthat are
defined for sectionsand
configure them.

Display Template - Page
SubTab Definition

RDT_TMPL_STB

Click the Modify SubTabs
link on the Display Template
- Page Definition page. This
link isavailable only to pages
that have subtab sections.

Modify thelist of subtabs
that are availablefor
displaying page sections,
which includes changing the
order, labels of the subtabs,
selecting adefault subtab to
display and entering the
dropdown text for the
subtabsto show inthe Go To
field of the toolbar.

Display Template - Section
Embedded Tab Definition

RDT TMPL_EMB

Click the Modify Embedded
Tabslink on the Display
Template - Page Definition
page. Thislink isavailable
only to pagesthat have
embedded tab sections.

Modify thelist of embedded
tabsthat are availablefor
display in the embedded

tab section, which includes
changing the order, | abels of
the embedded tabs, selecting
adefault tab to display.

Display Template - L abel
Definition

RDT_TMPL_LABEL_SEC,
RDT TMPL_LABEL_EMB

Click alink, which can bea
section label, afield label or
atablabel.

Specify thelabel text by
choosing from existing
message catalog entries or
fieldlabels. You canalso
create new message catal og
entry if existing onesdo
not apply.

Delivered Display Templates for Call Center Applications
System-delivered display templates for call center applications:

Call Center Applications

System-delivered display templates for call center applications:

PeopleSoft Proprietary and Confidential
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RC_AGT_CASES PGT

CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GOV (Government)

CRM_HHD (HR HelpDesk)

CRM_INS(Insurance)

RC_HELPDESK (HelpDesk)

RC_SUPPORT (Support)

RC_CASE

CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GOV (Government)

CRM_HHD (HR HelpDesk)

CRM_INS(Insurance)

RC_HELPDESK (HelpDesk)

RC_SUPPORT (Support)

RC_CASE_HD_SS

CRM_HHD (HR HelpDesk)

RC_HELPDESK (HelpDesk)

RC_CASE_HD_SS RPT

CRM_HHD (HR HelpDesk)

RC_HELPDESK (HelpDesk)

RC_CASE_HD_SS_SRCH

CRM_HHD (HR HelpDesk)

RC_HELPDESK (HelpDesk)
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RC_CASE_SEARCH CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GQV (Government)

CRM_HHD (HR HelpDesk)

CRM_INS (Insurance)

RC_HELPDESK (HelpDesk)

RC_SUPPORT (Support)

RC_CASE_SW_SS CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GQV (Government)

CRM_INS (Insurance)

RC_SUPPORT (Support)

RC_CASE_SW_SS RPT CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GQV (Government)

CRM_INS (Insurance)

RC_SUPPORT (Support)

RC_CASE_SW_SS SRCH CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GQV (Government)

CRM_INS (Insurance)

RC_SUPPORT (Support)
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RC_SOLNSRCH_HD_SS

CRM_HHD (HR HelpDesk)

RC_HELPDESK (HelpDesk)

RC_SOLNSRCH_SW_SS

CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GOV (Government)

CRM_INS(Insurance)

RC_SUPPORT (Support)

RC_SS HD CRM_HHD (HR HelpDesk)
RC_HELPDESK (HelpDesk)
RC_SS SW CRM_COM (Communications)

CRM_ENG (Energy)

CRM_FIN (Financial Services)

CRM_GOV (Government)

CRM_INS(Insurance)

RC_SUPPORT (Support)

Important! PeopleSoft CRM delivers system data for each component that supports display templates. Stored
in the Display Template System Data component, the system data dictates which parts of the component

that functional users are able to control using the predefined display templates (display templates are

defined in the Display Template Definition component). Access to these two componentsisrestricted to IT
administrators only. Exercise caution when planning to modify system data or create additional display
templates; it is considered customization and therefore is not supported by PeopleSoft.

Enabling Pages and General Options

Access the Display Template page.

24
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Display Template

Component RC_CASE

Template ID RC_SUPPORT

Description Support

Licensed Product Description

360 Version

Application Set Extension

Search Definition Name

BC Search Adapter Nare

Ernail Template for Case Motes

Ernail Ternplate for Solutions

Portal Name

Partal Object Name

Action Group ID

CRM for Support

|Custnmer

| Call Center Classes

| CALLCENTER

|RC Support

—

I SEND SELECTED MOTES

|Ernai| Resolution to Customer = |

=l
Q

|EMPLOYEE

CR_RC_CASE_GBL CREATE

—

|Su|:u|:u:urt Related Actions

Pages
Enable |Paage Add Maode Update Mode | Commients
Default Default
I Case ™ I Case Main page
I~ Solution | I~ Solution
I Surnrmary r I~ Summmary
v Motes N I Case Mote
I~ Case Histary | Il Histary
Ira Related Cases r i Related Cases
I~ Related Actions | - Related Objects
- Interested Parties [ il Interested Parties
[ Billing || = Billing
- attributes [ Il attributes
Display Template page (1 of 2)
General Options
Option Value Comments
Configurable Search ID IRc_SUppoRT = Choose the configurable search definition to use for
this ternplate.
Licensed Product Code |5u|;.|;..;.r|; ;' The Licensed Product that this termplate applies o,

Tyvpe in a Description, This will be shown in User
Preferences,

Choose the 360 type to use for this termplate.

This contains functions to handle additional business

logic to be performed when the user clicks on selected
tabs, hyperlinks, etc. Do not change this value unless
vou are familiar with this Application Class Extension,

Select the Solution Advisor Search Definition Marme to
use for this termplate.

Choose the Adapter to use for this termplate on this
cornponent

Choose the E-mail Form ID that you want to use to E-
mail Case Motes,

Choose the E-mail Form ID that you want to use to E-
mail Solutions.

Select the Portal to use for Transferring using a
Content Reference,

Select the Content Reference to use for transfers
Select the Action Link Group to use for this template.

This group is the superset of all action links that a
user will be able to use for this termplate.

Display Template page (2 of 2)
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You can review alist of system-delivered display templates in the Display Template Details component.
Select a display template from the list and use it to configure the corresponding component.

Pages

This grid lists the pages that are configurable for the component.

Page Click to access the Display Template - Page Definition page to
configure the sections and fields of the selected page. For pages that
are not enabled, their names are in plain text.

Add Mode Default Select to show the corresponding page by default when you create a
transaction for the component. It's optional and you can select only one page
to be the default. If you don't identify a default page, the system displays
the page that is specified for the component in Application Designer.

If users who access the component have no permission to the
default page, the system displays the first page in the component
that they have permission to access.

Update M ode Default Select to show the corresponding page by default when you open an
existing transaction for the component. It's optional and you can select
only one page to be the default. The display logic that is used for the
add mode applies to the update mode as well.

General Options

This grid presents the features and functionality that are enabled in the component system data definition. The
list varies depending on the number of feature options that are enabled for a given component. Typically,

you select avalue for each listed option. For example, select the configurable search ID from the Value drop
down list box if you plan to use configurable search for a given display template and component combination;
or select the appropriate application class extension if the system should perform some application specific
logic when certain user event takes place. This grid does not appear if IT administrators have not enabled
any general options in the component’s system data to be configured through display templates.

Configurable Search 1D Choose the configurable search definition template.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “ Configuring Search Pages,” Configuring Searches.

Licensed Product Code Identify the licensed product that this display template applies to.
Licensed Product Enter a description of the licensed product identified in the field above.
Definition

360 Degree Version Choose 360 to use for this template. Options are Customer,

HRHD Worker, and Worker.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals
PeopleBook, “ Setting Up the 360-Degree View”.

Application Set Extension  This contains functions to handle additional business logic to be performed
when the user clicks on selected tabs, hyperlinks, etc. Do not change this value
unless you are familiar with this Application Class Extension.

Sear ch Definition Name Select the Solution Advisor Search Definition Name to use for this template.
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BO Search Adapter name

Email Template for Case

Notes

Email Template for
Solutions

Portal Name

Portal Object Name

Action Group ID
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Defining Call Center Business Units and Display Template Options

See PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting
Up Solution Management,” Defining Record-Based Search Index Templates.

Choose the Adapter to use for this template on this component.

See PeopleSoft Enterprise CRM 8.9 Business Object Management
PeopleBook, “ Setting Up Business Object Search and Quick Create”.

Choose the Email Form ID that you want to use to email Case Notes.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “Defining Settings for Template-Based Correspondence”.

Choose the Email Form ID that you want to use to email Solutions.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “Defining Settings for Template-Based Correspondence”.

Select the Portal to use for Transferring using a Content Reference.

See Chapter 5, “Setting Up Links to PeopleSoft HRM S Pages and Related
Actions,” Understanding Link Setup, page 53.

Select the Content Reference to use for transfers.

See Chapter 5, “Setting Up Links to PeopleSoft HRM S Pages and Related
Actions,” Understanding Link Setup, page 53.

Select the Action Link Group to use for this template. Thisgroup isthe
superset of all action links that a user will be able to use for this template.

See Chapter 5, “Setting Up Links to PeopleSoft HRMS Pages
and Related Actions,” page 53.
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CHAPTER 3

Setting Up Call Center Prompt Tables

Call Center prompt tables refer to a group of relatively simple setup tables that hold the values
for various drop-down list box fields in the Case component.

This chapter provides overviews of the call center prompt tables and discusses how to:
» Set up basic prompt tables for all call center application cases.

» Set up problem codes for PeopleSoft Support material returns.

» Set up reason codes.

» Set up case relationship types and labels.

See Also

Chapter 5, “Setting Up Links to PeopleSoft HRMS Pages and Related Actions,”
Understanding Link Setup, page 53

Understanding Call Center Prompt Tables
This section discusses:

» Basic call center prompt tables.
» Délivered values in basic call center prompt tables.

Call Center Prompt Tables

This section explains the different types of prompt tables that you must set up for al
call center application prompt tables.

Prompt Tables for All Cases

To get your PeopleSoft Customer Relationship Management (PeopleSoft CRM) call center
application up and running, define values for these case fields:

» Case Status (required)
» Case Type

* Impact

* Priority

* Severity

» Source
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» Category, Specialty Type, and Details
* Quick Code

Note. Each code is associated with values for at least three and up to seven case fields. Values referenced
by a currently active quick code cannot be deleted. When an agent enters a quick code into a case, the
system automatically enters all of the related data. It does not save the quick code to the case.

* Problem Type

Note. Problem types are defined by the product for which a case is being created. Use problem types
to associate products with the competencies that one needs to resolve a problematic gives you an
additional level of categorization for the problem. Because Problem Type is a child of Product, the
Problem Type field on the Case page derives its values from Product. The Product must be set up
before Problem Type. Competencies for Problem Type are not restricted, however.

See PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Setting Up Products”.

Problem Codes for PeopleSoft Support Material Returns
This topic is specific to PeopleSoft Support.

Problem codes identify why a customer is returning stock on return material authorizations (RMAS) created in
PeopleSoft Support. If your PeopleSoft Support system is integrated with PeopleSoft I nventory, the problem
codes that you select on RMAs must match reason codes defined in PeopleSoft Inventory. In addition, the
matching reason codes in PeopleSoft Inventory must be defined with a reason type of Return Material
Authorization. When the RMA is staged in PeopleSoft Inventory, the problem code is used as the reason code.
If the reason code on the RMA form does not exist in PeopleSoft Inventory, the system logs an error when the
RMA EIP (return material authorization enterprise integration point) application message is processed.

See Chapter 3, “Setting Up Cal Center Prompt Tables,” Setting Up Problem Codes for
PeopleSoft Support Material Returns, page 43.

Reason Codes

Enter a reason codes that defines reasons for various actions. There are three different
reason types that are associated with a reason code:

» Reasons why a person has been associated with a case as an interested party.
» Reasons why a self-service user is closing a case.
» Reasons why a self-service user is reopening a case.

See Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Reason Codes, page 44.

Case Relationship Types
Cases can be related to each other for many reasons. Here are some examples:

» A global case affects many people, but one resolution solves the problem for everybody.

Suppose that your Website is down because of a problem with the Web server. Many people are reporting
the same problem. You only need to fix the problem once—this resolves everyone's problem. Create a
global case for the problematic Web server and child cases (sometimes called tickets) where each person is
reporting the problem. Maintain a parent-child relationship between the global case and all of the tickets.
Based on this relationship, you can close all of the child tickets once the global case is closed.
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See Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Case
Relationship Types and Labels, page 45.

» A common case affects many people, but each affected person requires a separate resol ution.

Suppose that a software bug is causing problems. Again, many people are reporting the problem, but this
time each individual must apply a software patch. Create a common case to track the problem and create

Setting Up Call Center Prompt Tables

child cases for each individual reporting the problem. Based on this relationship, you can track the impact of
the problem across your organization. This common-case parent-child relationship differs from the Web
server global case, because you do not want to close the child cases when the common case is closed.
» A similar case helps an agent to resolve ancther case.
Suppose that two people have reported problems with their desktop computers. The problems
sound similar, and each assigned agent wants to monitor activity on the other case. Similar cases
are functionally related, but they do not have a hierarchical relationship.
There are also duplicate cases, cause-and-effect cases, and any other kind of case
relationships that you can imagine.
Establish valid case relationship types on the Case Relationship Type page. Each relationship is
marked as hierarchical or equivaent (non-hierarchical). Each case in arelationship has arelationship
label. If the relationship is hierarchical, there are separate labels for the parent case and the child
case. If the relationship is equivalent, there is only one valid label.
Note. If thisis not a hierarchical relationship, this field controls how the relationship is described on the
Related Cases page. If you look at either one of the related cases, the Relationship field displays the
equivalent label. Thisfield is only enterable if the Hierarchical check box is clear. Was able to enter data
into the Equivalent Label field and save even when the Hierarchical check box was not clear.
See Also
Chapter 8, “Managing Cases,” page 99
Chapter 9, “Processing Cases,” page 139
Chapter 12, “Managing Material Returns,” page 181
Chapter 13, “Using Change Management,” page 195
Chapter 15, “Working with Self-Service Application Transactions,” page 229
PeopleSoft Enterprise Integrated FieldService 8.9 PeopleBook, “Integrating with PeopleSoft Applications”
PeopleSoft Enterprise 8.8 Application Fundamentals for Financials, Enterprise Service
Automation, and Supply Chain Management PeopleBook
Delivered Values in Call Center Prompt Tables
This section discusses delivered relationship types. All of the values are associated with the SHARE setID.
These values are used in PeopleSoft’s Active Analytics Framework (AAF). For example, PeopleSoft
delivers AAF policies to cascade case statuses and to send notifications to owners of related
cases when a case status changes. If you use the delivered policies, you must use the delivered
values or change the event processing rules to reference new values.
Relationship Types
This table lists the delivered relationship types:
31
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Type Hierarchical Short Name Labels
COMMO Yes Common Parent, Child
EQUAL No Equivalent (none)
GLOBE Yes Global Parent, Child
See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working with
Active Analytics Framework,” Understanding Active Analytics Framework

Common Elements Used in this Chapter

SetID Enter a setID. Except for quick codes, which are associated with
business units, all of the prompt tables described in this chapter are
associated with setlDs. This enables you to set up different sets of
values for different call center business units.

If you're setting up one set of values for all of your call centers,
use the same setID for all of the values.

If you're setting up different sets of values for different call centers,
enter the appropriate setID for each value.

Self-Service Select this check box to inform the system as to which values self-service
application users can select when creating new cases.

Select this check box to allow self-service application users to select
priorities of Low and Standard, but not High.

This check box does not affect the self-service application users’ ability
to see the value when viewing an existing case; it only affects their
ability to select the value when creating a new case.

This check box is relevant only for fields that self-service
application users can edit.

Short Name Enter a short name that describes the value to users of the Case page.

Note. Although you can enter up to twenty characters, nameslonger than fifteen
characters might be truncated in the drop-down list boxes on the Case page.

Self-Service Description Enter a description regardless of whether the Self-Service check box
is selected. This entry describes the value to self-service application
users. Even if users can't select a value (the behavior controlled by the
check box), they still may be able to view it.

If you don't enter a description, the system copies the short
description to this field when you save.
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If the value appears on any of the self-service pages, the self-service
description appears instead of the regular short description.

Long Description Enter along name, up to fifty characters, that describes the value.

Effective Date Enter the effective date of the value.

Most prompt table values are not effective-dated; only quick codes
and reason codes have effective dates.

Status Select a status to determine whether an effective-dated item (a quick code or a
reason code) is active or inactive as of the associated effective date.

Setting Up Prompt Tables for Cases

This section discusses how to set up the following prompt tables:

Case dtatus.
Case type.
Priority.
Severity.
Impact.
Source.
Problem Type.
Category.

© oo N o g~ w DN PR

Types and Detail within each Category.
10. Quick Code.

Prerequisites
Before you set up the prompt tables for your call center application, consider the following:

» Before you set up quick codes, set up al of the values to be referenced by the quick code.

Quick codes must reference a category, a specialty type, and a detail. Quick codes can optionally
reference a case priority, a solution, a provider group, and an agent.

* You must set up product before you set up problem types.

* |f you want to use competencies in case assignment, establish competencies before you set
up the Category, Type, Detail, and Problem Types pages.

* You must set up product before you set up problem types.
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See Also
PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Managing Solutions’
PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Defining Workers”

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up and
Maintaining Provider Groups and Group Members’

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Managing Workforce
Competencies,” Setting Up Competency Information in PeopleSoft CRM
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Pages Used to Set Up Prompt Tables for All Cases

Page Name Object Name Navigation Usage
Case Status RC_STATUS Set Up CRM, Product Set up case statuses.
Related, Call Center, Status,
Case Status
Case Type RC_CASE TYPE Set Up CRM, Product Set up casetypes.
Related, Call Center, Case
Type, Case Type
Priority RC_PRIORITY Set Up CRM, Product Set up case priorities.
Related, Call Center, Priority,
Priority
Severity RC_SEVERITY Set Up CRM, Product Set up case severity va ues.
Related, Call Center,
Severity, Severity
Source RC_SOURCE Set Up CRM, Product Set up valid methods people
Related, Call Center, Source, | can useto report cases. You
Source can track casesthat are
created through self-service
or casesthat areinitially
created by your computer
and telephony integration
system.
Problem Type RC_PROBTY PE Set Up CRM, Product Set up problem types.
Related, Cdll Center, Associate problem types
Problem Type, Problem Type | to products and the
competenciesthat onewould
need to resolvethe particular
problem.
Category RC_CATEGORY Set Up CRM, Product Set up case categories.
Related, Call Center,
Category/Type/Detail,
Category
Specidty Type and Detail RC_CA_TY_DE_PNL Set Up CRM, Product Set up case specialty types
Related, Call Center, and detailswithin each
Category/Type/Detail, Type | category.
and Detail.
Impact RC_CA_TY_DE_PNL Set Up CRM, Product Set up caseimpacts.
Related, Call Center, Impact
Quick Code RC_QUICK_CODE Set Up CRM, Product Set up quick code shortcuts
Related, Call Center, Quick | that an agent can useto
Code enter dataautomatically
into variousfieldson the
Casepage.

Setting Up Case Statuses
Access the Case Status page.
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Case Status
SetID SHARE Description SHARE
Case Status Cuztomize | Find | E First 1-13 0f 13 Lazt
% *Cateqory Billable |*Short Mare Self-Service Description Long Description
CANC Im - Canceled Canceled Canceled =]
CHGRQ m Il Open - Chg Request | |[Open - Chg Reguest Open - Change Request E|
CUsST Im I Open - Pending User  [Open - Pending User Open - Pending User E|
DUP m - Closed - Duplicate Closed - Duplicate Closed - Duplicate E|
EMG m Il Open - Pending Eng  [Open - Pending Eng Open - Pending Engineering Acti [=]
FaIL m - Closed - Failure Closed - Failure Closed - Failure =]
Hoo  [on-Haold =] T on Hold on Hold on Hold =
QOPEN m i Open - Mew Open - Mew Open - Mew Case E|
RESOL m = Closed - Resalved Closed - Resalved Closed - Resalved =]
RMA [open =1 I Open - RMA Open - RMA Open - RMA =
ROPEN Im I Reopened Reopened Reopened [=]
RERCH Im - Open - Researching  [Open - Researching Open - Researching E|
SRYOD m i Open - Serv Order Qpen - Sery QOrder Open - Sery COrder E|
Case Status page
Category Select a case status value—this value drives many of your call center metrics.
Because the actual values vary by implementation, certain hard-coded
status processing is based on the category field rather than the actual case
status. All statuses fall into one of these categories:
Open: Case needs to be resolved.
Closed: Case is resolved and no further work is necessary.
Canceled: Case is not resolved, but there is no longer any
need to resolve the case.
On-Hold:Case is on-hold, and the case needs to be resolved.
Billable Select if you bill for support and integrate with a billings system.

See Also
Chapter 3, “Setting Up Call Center Prompt Tables,” Delivered Valuesin Call Center Prompt Tables, page 31

Chapter 8, “Managing Cases,” Case Closure, page 109

Setting Up Case Types
Access the Case Type page.
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b, FSI Options
SetID SHARE Description SHARE
Case Type Find | Yiew all First 1af12 m Last
*Case Type ADMIN [+ [=]

WAT Defaults Service WAT Treatrment Defaults

V¥ self-service

Self-Service Description [Administrative Question @
Long Description Administrative Question @

*Short Name |Administrative Quest

N,
Case Subtypes Customize | Find | HH First 1ofi Last
Case Subtwpe | Self- *Short Mame Self-Service Description Long Description
Service
7 ¥ & =

* Required Field

Case Type page

Setting Up Case Priorities
Access the Priority page.

Priority

SetID SHARE

Priority Customize | Find | E First 1-4 of 4 Last
*Priority *Description
EMR.G Emergency @ % ﬁ
HIGH High & B
Lo Low & B
MEDM Mediurm & B
Acld Mew Priarity
Priority page
Category Select a category—all priority values are associated with a priority category.

Values are High, Medium, or Low. The association between a priority and
a priority category enables the High Priority Problem Reports chart on the
Manager’s Dashboard to identify high priority cases.

Setting Up Case Severity Values
Access the Severity page.
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Severity
SetIDp COMOL Description Cormmunications
N
Severity Customize | Find | i First 1-4 of ¢ Last
*Severity | Self- *¥Short Marne Self-Service Description Long Description
Service
INTER. v Intermittent Interrnittent Intermittent =
OMET1 v Onetimne Qcourrence Cnetime Qcourrence onetime Ocourrence E|
RECUR Ird Recurring Recurring Recurring E|
REPRO [ Reproducible Reproducible Reproducible E|
* Required Field
Severity page
Setting Up Case Sources
Access the Source page.
Source
SetIip IPROD Description Appliances
k]
Sources Cuztomize | Find | B First 1-7of 7 Last
*Source *Short Mame Long Description
ZTI ZTI ZTI
EDI EDI EDI =]
EIP 3rd Party 3rd Party (=]
EMAIL Ernail Ernail =]
FaX Fax Fax (=]
PHOME Direct Call Direct Call =]
W ER Self-Service Self-Service E|

38

Source page

Setting Up Problem Types
Access the Problem Type page.

PeopleSoft Proprietary and Confidential




Chapter 3

Setting Up Call Center Prompt Tables

Froblem Type

SetID IPROD

Problem Types
Mew Type

Creste a MNew Type

* Required Field

Product 10010 Air Cond, Fan
Problem Type Find | Wiew all First 1af1 Lazt
*Problem *Short Mame Delete
Type
Self-Service Description ¥ self-Service
Long Description

Prohlem Type Competency o
Information Customize | Find | |——| First 1ofl Last
*Description *Miniroumn Level weight

Q | =l [nsa =l (=]

Problem Type page

Problem Type

Enter an abbreviation to represent the problem type. There is

a five character maximum.

Problem Type Competency Information

Description

Minimum Level

Weight

Enter the competency needed to resolve the problem.

Select the minimum skill level that a person would need to resolve
the problem for the selected competency.

Select the level of importance that you want to assign to the competency.
The system uses this weighting factor during the assignment process to
locate the best person available to resolve the problem.

Setting Up Case Categories
Access the Category page.

i b Type and Detail

SsetID CRMOZ Description Hardware Software

Category Description

*Status I Active 'I

*Short Name |[Computer Software
Self-Service Description |Computer Software Problem

Long Description |Software

Category Competency Information

Category S

V¥ self-Service

§
Customize | Find | |_—| First

1of1 Last

*Description *Minimum Level Weight
a | =l [wia = =
* Required Field
& Save £ Return to Search Mgt in List +[5] Previous in List Previous tak et tak s Refresh | | [ExAdd Updzate Display

Category page

PeopleSoft Proprietary and Confidential

39




Setting Up Call Center Prompt Tables

40

Category Competency Information

Description

Minimum Level

Weight

Chapter 3

Select the competency needed to resolve problemsin the category that appears.

Select the minimum skill level that a person would need to resolve
the problem for the selected competency.

Select the level of importance that you want to assign to the competency.
The system uses this weighting factor during the assignment process to

locate the best person available to resolve the problem.

Setting Up Case Specialty Types and Details Within
Each Category

Access the Type and Detail page.

Category
setID CRMOZ

Types

Desktop FRebuild
Laptop Rebuild
PeopleSoft Software

Cregte a Mew Type

h
Category SwW Computer Software
Type
*Specialty [DESK *Short Name |Desktop Rebuild Delete
Tvpe Self-Service Description |Desktop Rebuild ¥ self-Service
Long Description |Desktop Rebuild
Type Competency Information Customize | Find | D First 1ofl Last
*Description *Minimurn Level |Weight
Q | = fusa =l =
Details Find | Wiew all First 11 o1 2 Last
Detail [REBUL *Short Name |Software Rebuild Delete
Self-Service Description |Software Rebuild ¥ self-Service
Long Description |Software Rebuild
Detail Competency Information Customize | Find | i First 10fi Last
*¥Description *Mininnurmn Lewel | Weight

Q =l [nsa =l

Creste a Mew Detail

=]

Type and Detail page

Types

Create a New Type

This page displays the specialty types that already exist for the specified

category. The specialty type that is not alink is the one that currently
appears in the main area of the page. To view or modify a different
specialty type, click the corresponding link.

Click to create a new specialty type.

Type and Detail Competency Information

Description

Select the competency needed to resolve problems for the type
of problem that appears.
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Minimum Level Select the minimum skill level that a person would need to resolve
the problem for the selected competency.

Weight Select the level of importance that you want to assign to the competency.
The system uses this weighting factor during the assignment process to
locate the best person available to resolve the problem.

Create a New Detail Click to create a new detail. The system displays a set of blank fieldsin
the Details group box, so you can enter new information.

Setting Up Quick Codes
You can used quick code to have the system suggest an action and to populate other fields on the case page.

Access the Quick Code page.

Quick Code
Quick Code a0z Business Unit app0l
Quick Code Description Find | Wiew All First [*] 1 of 1 Last
*Effective Date [09/09/2002 El [+][=]
*Description |Air Conditioner Cleaning *gtatus | Active ;I
Problem Case Information
Summary Case T'_.rpelQuestiDn or Problem ;I
How to clean the air conditioner? @4
Case SubtypelMaintenance ;l
Description
Customer would like ta know how ta properly clean the ;I@ Case StatusIODEI‘l - Research ;I
alr conditioner. Provider Group HYAC Support a,
LI Assigned To Sean Boyet Q.
Quick Code (1 of 2)
Suggested Action
- Product ID Q
Link Category | Suggested Actions =
version | OTH [ Category | Product Inguiry =
Link Mame | Go To Solution 301051 - How to = - -
I _I Specialty Type I Air Cooling Systermns ;I
Notes Detail | Other =
Summary
@ Case Priority | Law -
Description Case Impactl ;I
LI@ Case Seueritrl ;I
LI Error Code &)
Keywords Error Message &}
air conditioner clean filter
d Parti it
Interested Parties Customize | Find | First 1ofi Last
Persan 1D Marne Reason Code
L . | =l (=]

Quick Code (2 of 2)
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Quick Code page

Quick Code

Business Unit

Description

Problem Information

Chapter 3

This page displays a unique code that agents can use to populate
multiple fields on the Case page automatically.

Enter the business unit of the call center that is to use this quick code.

Enter ashort text description of the code. Thereisatwenty character maximum.

When an agent enters a quick code, the system assigns the information in these fields to a case.

Summary

Description

Case Information

Select the summary associated with this quick code.

Select the description associated with this quick code.

When an agent enters a quick code, the system assigns the information in these fields to a case.

Case Type
Case Sub Type
Case Status
Provide Group

Assign To

Product ID
Category
Specialty Type
Detail

Case Priority
Case | mpact
Case Severity
Error Code

Error Message

Suggested Actions

Select the case type associated with this quick code.
Select the case sub type associated with this quick code.
Select the case status associated with this quick code.
Select the provider group associated with this quick code.

Enter the agent to whom the case is to be assigned. If you’ve specified a
provider group, you can select agents who are part of that group only.

Select the product 1D associated with this quick code.
Select the category associated with this quick code.
Select the specialty type associated with this quick code.
Select the detail associated with this quick code.

Select the priority to be assigned to a case.

Select the impact to be assigned to a change request.
Select the severity to be assigned to a case.

Select the error code to be assigned to a case.

Select the error message to be assigned to a case.

When an agent enters a quick code, the system assigns an action to the case.

Link Category
Version

Link Name

Enter the link category to be associated with a case.
Enter the link category’s version to be assigned to a case.

Enter the link name to be associated with a case.
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When an agent enters a quick code, the system assigns the information in these fields to a case.

Summary

Description

Enter the notes summary to be associated to the case.

Enter the notes description to be associated to the case.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working
with Notes and Attachments”.

Keywords

Enter the keywords to be associated with a case. These keywords will appear in the Keywordsfield on
the Solutions page of the Case component, thus driving the search for solutions for the case.

See PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Using
Solutions,” Searching for Solutions.

Interested Parties

When an agent enters a quick code, the system assigns the information in these fields to a case.

Interested Parties

Enter the interested parties to be associated with a case.

Setting Up Problem Codes for PeopleSoft Support

Material Returns

This section discusses how to set up problem codes for PeopleSoft Support material returns.

Note. Thisis not applicable to PeopleSoft HelpDesk applications.

See Also

Chapter 12, “Managing Material Returns,” Understanding Material Return Processing, page 181

Page Used to Set Up Problem Codes

Page Name

Object Name

Navigation

Usage

Problem Codes

RF_PROBLEM_CD

Set Up CRM, Common
Definitions, Codes and Auto
Numbering, Problem Codes

Set up the prablem codes
used to identify reasonsfor
material returnson thereturn
materia authorization
(RMA) form.

Setting Up Problem Codes
Access the Problem Codes page.
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Problem Codes

SetID IPROD

Problem Codes
*Problem Code

wu
Cuztomize | Find | Wiew all | |_—|
Short Description

*Description

First

1-6 of & Last

CUSTERR Customer Error Error ﬁ
DAMAGE Itemn Defective Defective i}
OVERSTE Return Overstock Itemn Overstock ﬁ
REIECT Rejected Shiprnent Rejected |
TRAMNS-DAMG Damaged in Transit Damaged ﬁ[
WRCNG Wrong Itermn Shipped Wrong Iterm ﬁ[
Add Probletn Code

Problem Codes page

Note. If you integrate with PeopleSoft Inventory, the problem codes established on this page

for use with RMAs must match the reason codes that are established on the Reason Code page

in PeopleSoft Inventory. In addition, the matching reason codes in PeopleSoft Inventory must

be defined with a reason type of Return Material Authorization.

See PeopleSoft Enterprise 8.8 Application Fundamentals for Financials, Enterprise Service

Automation and Supply Chain Management PeopleBook.

Setting Up Reason Codes
This section discusses how to set up reason codes.
Page Used to Set Up Reason Codes
Page Name Object Name Navigation Usage
Reason Code RB_REASON_CD Set Up CRM, Common Create reason codesfor

44

Definitions, Codes and Auto

Numbering, Reason Codes,
Reason Code

various actions.

Creating Reason Codes

Access the Reason Code page.
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Reason Code

SetID IFROD Reason Code DUPLICATE
Reason Code Definition Find | Wiew All First 1ofi Last
*Effective Date [L0/18/2002 ] Status|Active <] [+][=]
*Reason Type | Reason Closed ;l

*Description [Cuplicate Case

Self-Service Description |[Cuplicate Case

[» Audit History

Reason Code page

Reason Type Select a reason type.

Setting Up Case Relationship Types and Labels

This section discusses how to set up case relationship types and labels.

Page Used to Set Up Case Relationship Types and Labels

Page Name Object Name Navigation Usage
Case Relationship Type RC_RELATION_TYPE Set Up CRM, Product Set up types of case
Related, Call Center, Case relationships and define
Relationship Type relationship labels that will
appear on the Related
Cases page.

Setting Up Case Relationship Types and Labels
Access the Case Relationship Type page.
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Case Relationship Type
Relationship Type GLOBE SetID ITHD1 %I

46

General

*Short Mame |Global

Long [Slobal
Description
Relationship
¥ Hierarchical Parent Label |Parent
Child Label |Child
Equivalent Label
Modified 09/13/2002 4:Z2PM PDT SAMPLE

* Required Field

Case Relationship Type page

Relationship

Hierarchical

Parent L abel andChild
L abel

Equivalent L abel

Example

Select this check box if the relationship is hierarchical (a parent-child
relationship). Clear this check box if the relationship is not hierarchical.
Non-hierarchical relationships are also called equivalent relationships.

If thisisa hierarchical relationship, these fields control how the relationship
is described on the Related Cases page. If you look at the child case,

the Relationship field displays the child label; if you look at the parent
case, the Relationship field displays the parent |abel.

You can enter information into these fields only if theHierarchical
check box is selected.

If thisis not a hierarchical relationship, thisfield controls how the relationship
is described on the Related Cases page. If you look at either one of the
related cases, the Relationship field displays the equivaent label.

You can enter information into this field only if the Hierarchical
check box is clear.

Consider a Glabal relationship type with a parent label of Global Case and a child label of Ticket:

» On the Related Cases page for the child case, the parent case appears in the Existing Related Cases grid.
In that grid, the Type field value is Global and the Relationship field value is Ticket.
» Onthe Related Cases page for the parent case, the child case appears in the Existing Related Cases grid.

In that grid, the Type field value is still Global, but the Relationship field value is Global Case.
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CHAPTER 4

Setting Up RMA Processing

This chapter provides an overview of Return material authorization (RMA) processing
in PeopleSoft Support and discusses how to:

* Activate the required application message enterprise integration points (EIPS).
» Set up business interlinks.

» Define call center business units.

» Define items.

» Define defaults and procurement options for requisition processing.

» Define valid requisition requester IDs.

» Set up links to PeopleSoft Purchasing and PeopleSoft Inventory.

» Synchronize problem codes and reason codes.

* View RMA status.

* Process return-and-replace RMAs in PeopleSoft Supply Chain Management.

Note. This chapter is relevant to PeopleSoft Support only; PeopleSoft HelpDesk applications
do not incorporate RMA functionality.

See Also

Chapter 12, “Managing Material Returns,” Understanding Material Return Processing, page 181

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “Checking
Item Balances and Availability”

Understanding RMAs in PeopleSoft Support

RMA functions and realtime item balance and availability checks in PeopleSoft Support require
integration with inventory and purchasing systems. This chapter discusses implementation regquirements
and recommendations to consider when integrating PeopleSoft Support with PeopleSoft Inventory and
PeopleSoft Purchasing in the PeopleSoft Supply Chain Management product line.

Business units defined in PeopleSoft Supply Chain Management are available for selection on the Call
Center BU page in PeopleSoft Support only if the Business Unit EIP has been implemented.

Note. Business units defined in PeopleSoft Supply Chain Management are available for selection on the Call
Center BU page in PeopleSoft Support only if the Business Unit EIP has been implemented.
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Activating the Required Application Message EIPs
The implementation of RMA functionality in PeopleSoft Support requires activation of the following EIPs:
» Business Unit EIP.
* [tem Master EIP.
» Customer EIP.
Product EIP.
* Return Material Authorization EIP.
* Purchase Order Requisition EIP.

As delivered, PeopleSoft EIP application messages are inactive. In the PeopleSoft Customer Relationship
Management (PeopleSoft CRM) and PeopleSoft Supply Chain Management systems, you must activate the
required application messages, set the associated message channel to Run mode, define the publication

or subscription routing rules, and configure an existing message node or define a new one.

See Also
PeopleSoft Integration Broker
PeopleSoft Integration Tools and Utilities

Setting Up Business Interlinks

The Item Balance EIP is a business interlink EIP. When you implement this EIP, you must
modify the business interlink definition, RF_IN_ITEM_BALANCES, to reference the correct
merchant URL, user 1D, and password for PeopleSoft Inventory.

See Also
PeopleSoft Business Interlink Application Developer Guide
PeopleSoft Integration Tools and Utilities

Defining Items

Item information in PeopleSoft CRM must be synchronized with item information in PeopleSoft Supply
Chain Management. Although PeopleSoft CRM pages enable you to enter item information manually in
PeopleSoft CRM, use the Item Master EIP to popul ate item tables in PeopleSoft CRM with the master item
data in PeopleSoft Supply Chain Management. Once the Item Master EIP has been activated, however,
the pages of the Item Definition component in PeopleSoft CRM can be used to view item information
only. You will be unable to add or update item definitions in PeopleSoft CRM.
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As delivered, PeopleSoft EIP application messages are inactive. In both your PeopleSoft CRM and
PeopleSoft Supply Chain Management systems, you must activate the required application messages of the
Item Master EIP, set the associated message channel to run mode, define the publication or subscription
routing rules, and configure an existing message node or define a new message node.

PeopleSoft CRM stores only a subset of the item attributes defined in PeopleSoft Supply Chain
Management—only the item attributes that are used in PeopleSoft CRM are synchronized. To view the
complete item definition, use the item definition components in PeopleSoft Supply Chain M anagement.

Item definitions in PeopleSoft CRM are stored at the setID level only. Therefore, it is possible
for a particular item to have a status of Active at the setlD level but a status of Inactive
in any of the business units in which it is defined.

See Also
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Defining ltems”

Defining Defaults and Procurement Options for
Requisition Processing

Call center business units in PeopleSoft CRM that can create RMAs must be defined as valid sources of
requisitions in PeopleSoft Supply Chain Management. Using the Requisition Loader Defaults component
in PeopleSoft Supply Chain Management, you define each call center business unit as a loader business
unit and establish processing defaults for requisitions staged by the call center business unit, including
the purchasing business unit in PeopleSoft Purchasing that processes the requisitions.

See PeopleSoft Enerprise 8.9 Purchasing PeopleBook.

When defining procurement options in PeopleSoft Supply Chain Management, you can associate the call
center business unit with an appropriate distribution network on the Ship To Locations page. Sourcing
processes in PeopleSoft Purchasing can be configured to check available quantity first in the distribution
network before creating a purchase order with an external vendor. If quantity exists in one of the inventory
business unitsin the defined distribution network, a material stock request is created to fulfill the requisition.
Inventory business units representing field service trucks should not be included in distribution networks.

See PeopleSoft Enterprise 8.9 Inventory PeopleBook.

Note. Business units defined in PeopleSoft Support are available for selection on pages in PeopleSoft
Supply Chain Management only if the Business Unit EIP has been implemented.

See PeopleSoft Enterprise 8.8 Application Fundamentals for Financials, Enterprise Service
Automation and Supply Chain Management PeopleBook.
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Defining Valid Requisition Requester IDs

Every requisition generated in PeopleSoft CRM includes arequester 1D, representing the person or entity that
initiates a requisition request. For requisitions initiated from the RMA Form component, the system popul ates
the Requester field with the default requester ID defined on the User Preferences - Overall Preferences page.
You can select an alternate requester ID as necessary; however, the requester ID on requisitions staged in
PeopleSoft Purchasing must be defined as a valid requester ID in PeopleSoft Supply Chain Management.
Requesters are established on the Requester Setup page in PeopleSoft Supply Chain Management.

See PeopleSoft Enterprise 8.8 Application Fundamentals for Financials, Enterprise Service
Automation and Supply Chain Management PeopleBook.

You can set up requester 1Ds that are associated with multiple user IDs. In this case, a requester
ID represents a specific group or region. Setting up requester IDs in this manner enables you to
monitor requisitions staged by the associated group or region rather than by a specific person in
the Requisition Workbench component in PeopleSoft Purchasing.

See PeopleSoft 8.9 Purchasing PeopleBook.

Note. For requisitions initiated for advanced return RMAs in PeopleSoft Support, the system sets
the requisition 1D equal to the RMA ID. RMA |Ds are limited to 10 digits.

Setting Up Links to PeopleSoft Purchasing and
PeopleSoft Inventory

When using the RMA Form component within the portal, you can link to theRequisition Workbench
component in PeopleSoft Purchasing and the Item/Product Availability inquiry component in PeopleSoft
Inventory. Implementation of these links depends on where the portal isinstalled in your system. If the portal
isinstalled on the PeopleSoft CRM database, no further setup is required. However, if the portal is not
installed on the PeopleSoft CRM database, you must change the URL for the RF_FDM_LINKS entry in the
URL Catalog to point to the database on the portal for PeopleSoft Supply Chain Management. Change the
URL for the RF_FDM_LINKS entry on the URL Maintenance page under the Utilities menu in PeopleTools.

See Also
PeopleSoft Integration Tools and Utilities

PeopleTools Internet Technology

Synchronizing Problem Codes and Reason Codes

50

When creating an RMA in PeopleSoft Support, you must specify a problem code. You set up problem
codes for RMAs on the Problem Codes page under Set Up CRM, Common Definitions, Codes and Auto
Numbering. If you are integrating with PeopleSoft Inventory, the problem codes for RMASs in PeopleSoft
Support must match the reason codes established on the Reason Code page in PeopleSoft Inventory. In
addition, the matching reason codes in PeopleSoft Inventory must be defined with a reason type of Return
Material Authorization. When the RMA form is created in PeopleSoft Inventory, the problem code is used
asthereason code. If the reason code on the RMA form does not exist in PeopleSoft Inventory, the system
logs an error when the Returned Material Authorization EIP application message is processed.
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See Also
Chapter 3, “Setting Up Call Center Prompt Tables,” page 29

PeopleSoft Enterprise 8.8 Application Fundamentals for Financials, Enterprise Service
Automation and Supply Chain Management PeopleBook

Viewing RMA Status

The RMA status field is included on the RMA record in PeopleSoft Support. However, the RMA
status field does not appear on the pages in the RMA Form component, because the RMA status
in PeopleSoft Support is not updated by PeopleSoft Inventory.

If your implementation includes PeopleSoft Inventory and you have logged on to the portal using the
single sign-on feature, you can click View Status in the RMA Form component in PeopleSoft Support
to access PeopleSoft Inventory’s RMA Form page. On the RMA Form page in PeopleSoft Inventory,
you can check the status of the RMA. The View Status link is disabled in Add mode.

Processing Return-and-Replace RMAs in PeopleSoft
Supply Chain Management

Orders for return-and-replace RMAs are not created until the returned material has been physically
received at the specified return-to-inventory business unit. When a person records receipt of material

on a return-and-replace RMA in PeopleSoft Inventory, the system displays a message indicating that a
replacement order is required. Depending on your business process rules, the person enters a material
stock request in PeopleSoft Inventory or arequisition in PeopleSoft Purchasing to replace the customer’s
returned material. The person receiving the returned material uses the information on the RMA, such as the
customer’s address and information about the item and quantity returned to create the replacement order. To
facilitate tracking the replacement order in PeopleSoft Inventory or PeopleSoft Purchasing, the replacement
requisitions or material stock requests should be created using the same ID as the RMA.

See PeopleSoft Inventory PeopleBook.
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CHAPTER 5

Setting Up Links to PeopleSoft HRMS Pages
and Related Actions

PeopleSoft uses links to provide PeopleSoft HelpDesk for Human Resources users the ability to link to
PeopleSoft HRM S page, and for al other call center application users the ability to relate actions to cases.

This chapter provides an overview of links and discusses how to:

+ Set up content references.
* View and modify link definitions.

Understanding Link Setup

PeopleSoft provides a standard method to link to PeopleSoft HRM S pages from the Case page in
PeopleSoft HelpDesk for Human Resources, and to link related actions to call center cases. To enable
you to add and remove links with little or no configuration, PeopleSoft provides system-delivered
data for content references, link categories, link definitions, and link groups.

This section discusses:

* Link definitions.

» Link presentation on the case page.

» Link groups delivered by PeopleSoft.

» Link categories delivered by PeopleSoft.

 Link definitions delivered by PeopleSoft (content references).

Link Definitions

For users of PeopleSoft HelpDesk for Human Resources, this linking method enables you to run
PeopleSoft HRM S on multiple databases, using multiple PeopleSoft HRM S versions.

Link Setup

To link to an action (this includes linking from PeopleSoft HelpDesk for Human Resources to a
page in PeopleSoft HRMS) from the case page, you must have a valid:

1. Link group.

Define the appropriate link group to the display template. A link group definition is a grid that
is comprised of rows of link categories and associated link names.

2. Link category.
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There can be multiple versions of a category, each associated with a different target system
(for example PeopleSoft HRMS 8.8, PeopleSoft HRMS 8.3, and so on). However, only
one version of a category can be active at any time.

3. Link definitions.

Associate alink name to a link category. For each link definition, you must identify the values
that will be transferred to the key fields of the target page.

For security considerations when linking from a case from PeopleSoft HelpDesk for Human
Resources to PeopleSoft HRM S only, you must:

» Set up a node for each database server.

Note. For this setup to work, the system needs to know the name of the database, and the application server for
that database. You must set up the Content URL Text for the PeopleSoft HRM S node per your environment.

» Set up user Ids for both PeopleSoft HRM S and PeopleSoft CRM.
» Set up single sign on.
See PeopleTools Internet Technology
» Set up portal content references and security for each target page in PeopleSoft HRMS.

Note. The availability of alink is security-defined for the content reference. You must set
up security that matches the security for the target page. If there is a mismatch, users will
receive an error message when they attempt to access the page.

Link Presentation on the Case page

After links are set up, the link category (ies) will appear in the Action group box on the Case page. A user
can view a subset of links based on the security established for the content reference in the link definition. If
the user does not have access to any link definitions within a category, the category does not appear.

The group box can accommodate multiple link categories for PeopleSoft HelpDesk for Human Resources.

Note. This security is different from the security established for the target page in the PeopleSoft HRMS.

The group box displays:

» The link category (ies) name.

* A drop-down list box per link category for the user to specify a specific link within the category.
* Go button.

After you select a specific link name and click the Go button, the system opens a new
browser window with the target page.

Note. If the parameters are not sufficient to get access the target page, the target’s search page appears.

Link Groups Delivered by PeopleSoft
This table lists the link categories delivered by PeopleSoft:
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Link Group ID Description
COM Communications
ENG Energy
FIN Financials
Gov Government
HDREL Helpdesk Related Actions
HITEC Hi-Technology
HRMS HR HelpDesk
INS Insurance
SPRT Support Related Actions

Link Categories Delivered by PeopleSoft
This table lists the link categories delivered by PeopleSoft:

Link Category Link Version Action Flag Dechorinp%ion Description
BENEF 8.0SP1 Inactive Benefits Benefits
BENEF 8.3 Inactive Benefits Benefits Resources
BENEF 8.8 Active Benefits Benefits
HRMS 8.0 SP1 Inactive HRMS Human Resources
HRMS 8.3 Inactive HRMS Human Resources
HRMS 8.8 Active HRMS Human Resources
PAYR 8.0SP1 Inactive Payrall Payroll
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Link Category Link Version Action Flag Dechorinp%ion Description
PAYR 8.3 Inactive Payroll Payroll
PAYR 8.8 Active Payroll Payroll
RELA Other Active Related Actions Related Actions
STOCK 8.0SP1 Inactive Stock Stock
STOCK 8.3 Inactive Stock Stock
STOCK 8.8 Active Stock Stock
TRNG 8.0SP1 Inactive Training Training
TRNG 8.3 Inactive Training Training
TRNG 8.8 Active Training Training

Link Definitions Delivered by PeopleSoft (Content References)
This section lists the link definitions that are delivered by PeopleSoft:

Note. If you licensed PeopleSoft Benefits Administration, you can access both PeopleSoft Benefits
Administration links and Manage Base Benefits links. If you licensed Manage Base Benefits only, you
will not have access to PeopleSoft Benefits Administration links. Manage Base Benefits links include
all PeopleSoft Benefits Administration links except Election Entry and Create Event. If you have not
licensed PeopleSoft Benefits Administration, you should delete all of the delivered PeopleSoft Benefits
Administration links except Election Entry and Create Event from the Link Definition page.

Link Definitions for PeopleSoft HRMS 8.8
Thistable lists the link definitions delivered by PeopleSoft for PeopleSoft HRMS, version 8.8.

Note. This data is delivered with the Active Flag set to Active.
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Content
Category Link Name Short Name Reference Page Name Search Key
BENEF BENE Election Entry HC_BAS_ BENEFITS_ EMPLID
ELECTION_ ELECTION1
ENTRY_GBL
BENEF BENS Benefits HC_ BENEFITS EMPLID
Summary BENEFITS_ SUMMARY1
SUMMARY _
GBL9
BENEF DEBEN Dependent HC_DEPEND_ | DEPEND_ EMPLID
Benefits BENEF_GBL1 BENEF1
BENEF DISP Disability Plans | HC_ DISABILITY_ EMPLID
DISABILITY_ BENEFIT
BENEFIT_
GBL
BENEF EVENT Create Event HC_BAS ON_ | BAS ON_ EMPLID
DEM_EM_PG_ | DEM_EM
GBL
BENEF FSACA FSA Plans HC_FSA_ FSA_ EMPLID
(CAN) BENEFITS_ BENEFITS
CAN_GBL
BENEF FSAUS FSA Plans HC_FSA_ FSA_ EMPLID
(USA) BENEFITS_ BENEFITS
GBL
BENEF HLTH Health Plans HC _HEALTH_ | HEALTH_ EMPLID
BENEFITS_ BENEFITS1
GBL4
BENEF L/ADD Life/ADD Plans | HC_LIFE_ LIFE_ADD_ EMPLID
ADD_BENEF_ | BENEF1
GBL
BENEF LEAP LeavePlans HC_LEAVE_ LEAVE_ EMPLID
(USA) PLANS GBL PLANS
BENEF LEAPC LeavePlans HC_LEAVE_ LEAVE_ EMPLID
(CAN) PLANSA_GBL | PLANS
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Content
Category Link Name Short Name Reference Page Name Search Key
BENEF PENUS Pension Plan HC_US_ PENSION_ EMPLID
(USA) PENSION_ PLAN1
PLANS_GBL
BENEF PPCAN Pension Plan HC_ PENSION_ EMPLID
(CAN) PENSION_ PLAN1
PLAN_GBL5
BENEF RETP Retirement HC_RTRMNT_ | RTRMNT_ EMPLID
Plans PLANS_GBL PLANS
BENEF SAVP Savings Plans HC_ SAVINGS EMPLID
SAVINGS_ PLANSL
PLANS_GBL
BENEF VACP Vacation Plans HC_ VACATION_ EMPLID
VACATION_ BENEFIT
BENEFIT_
GBL
HRMS EMERC Emergency HC_ EMERGENCY_ | EMPLID
Contacts EMERGENCY_ [ CONTACT
CONTACT_
GBL4
HRMS JOBD Job Data HC_JOB_ JOB_DATA1 EMPLID
Information DATA_GBL
HRMS JOBS Job Summary HC_JOB_ JOB_ EMPLID
SUMMARY _ SUMMARY
GBL7
HRMS PERSD Personal Data HC_ PERSONAL _ EMPLID
PERSONAL _ DATA1
DATA_GBL7
PAYR DIRDC Direct Deposit - HC_DIRECT _ DIRECT_ EMPLID
CAN DEPOSIT_ DEPOSIT_
CAN_CAN CAN
PAYR Direct Deposit- | Direct Deposit - HC_DIRECT _ DIRECT_ EMPLID
USF USF DEPOSIT_ DEPOSIT
USA3
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Content
Category Link Name Short Name Reference Page Name Search Key
PAYR Direct Deposit Direct Deposit- | HC_DIRECT_ DIRECT_ EMPLID
-US us DEPOSIT_ DEPOSIT
USA5
PAYR GENDC General Deduct HC_GENL_ GENL_DED _ EMPLID
-Us DED_DATA_ DATA
USAS8
PAYR GENDC General Deduct HC_GENL_ GENL_DED _ EMPLID
- CAN DED_DATA_ DATA
CAN
PAYR GENDU General Deduct HC_GENL_ GENL_DED _ EMPLID
-USF DED_DATA_ DATA
USF
PAYR PAY SC Paysheets - HC_PAY_ PAY_SHEET_ EMPLID
CAN SHEET_ADD_ | LINE_S
CAN
PAYR PAY SF Paysheets- USF | HC_PAY_ PAY_SHEET_ EMPLID
SHEET_ADD_ | LINE_S
USA9
PAYR PAY SU Paysheets- US HC_PAY_ PAY_SHEET_ EMPLID
SHEET_ADD_ | LINE_S
USAS8
PAYR PCHK Paycheck -US HC_PAY_ PAY_CHECK_ | EMPLID
CHECK_USA5 | E
PAYR PCHKC Paycheck - HC_PAY_ PAY_CHECK_ | EMPLID
CAN CHECK_CAN2 | E
PAYR PCHKU Paycheck - USF | HC_PAY_ PAY_CHECK_ | EMPLID
CHECK_USF4 E
PAYR SAVB SavingsBond - HC_ SAVINGS_ EMPLID
us SAVINGS BOND_LOG
BOND_LOG_
USA

PeopleSoft Proprietary and Confidential

59



Setting Up Links to PeopleSoft HRMS Pages and Related Actions Chapter 5
Content
Category Link Name Short Name Reference Page Name Search Key
PAYR TAXCA Tax Data- CAN HC_TAX_ TAX_DATA _ EMPLID
DATA_CAN_ CAN1
CAN
PAYR TAXSF Tax Data- USF HC_TAX_ TAX_DATA1l EMPLID
DATA_USA2
PAYR TAXUS Tax Data- US HC_TAX_ TAX_DATA1l EMPLID
DATA_USA6
STOCK STKEX Stock Exercise HC ST_ ST_EXER_ EMPLID
EXER_SRCH_ SRCH1
GBL
STOCK STOCA Stock Activity HC ST_ ST_RUNCTL_ | EMPLID
RUNCTL_ STOK002
STOKO002_
GBL9
TRNG CENRL Course HC_TRN_ COURSE _ EMPLID
Enrollment STUDNT_ STUDNT_
CRS DT2_ ENRL
GBL
TRNG TRNSU Training HC_TRN_ TRN_ EMPLID
Summary STUDNT_ STUDNT_
CRS SU3_ CRS_SUM
GBL
Link Definitions for PeopleSoft HRMS 8.3
This table lists the link definitions delivered by PeopleSoft for PeopleSoft HRMS, version 8.3.
Note. This data is delivered with the Active Flag set to Inactive.
Content
Category Link Name Short Name Reference Page Name Search Key
BENEF BENE Election Entry HC _BAS_ BENEFITS EMPLID
ELECTION_ ELECTION1
ENTRY_GBL
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Content
Category Link Name Short Name Reference Page Name Search Key
BENEF BENS Benefits HC_ BENEFITS_ EMPLID
Summary BENEFITS_ SUMMARY1
SUMMARY _
GBL9
BENEF DEBEN Dependent HC DEPEND_ | DEPEND_ EMPLID
Benefits BENEF_GBL1 BENEF1
BENEF DISP Disability Plans | HC_ DISABILITY_ EMPLID
DISABILITY_ BENEFIT
BENEFIT_
GBL
BENEF EVENT Create Event HC_BAS ON_ | BAS ON_ EMPLID
DEM_EM_PG_ | DEM_EM
GBL
BENEF FSACA FSA Plans HC_FSA_ FSA_ EMPLID
(CAN) BENEFITS_ BENEFITS
CAN_GBL
BENEF FSAUS FSA Plans HC_FSA_ FSA_ EMPLID
(USA) BENEFITS_ BENEFITS
GBL
BENEF HLTH Health Plans HC _HEALTH_ | HEALTH_ EMPLID
BENEFITS_ BENEFITS1
GBL4
BENEF L/ADD Life/ADD Plans | HC_LIFE_ LIFE_ADD_ EMPLID
ADD_BENEF_ | BENEF1
GBL
BENEF LEAP LeavePlans HC_LEAVE_ LEAVE_ EMPLID
(USA) PLANS GBL PLANS
BENEF LEAPC LeavePlans HC_LEAVE_ LEAVE_ EMPLID
(CAN) PLANSA_GBL | PLANS
BENEF PENUS Pension Plan HC_US_ PENSION_ EMPLID
(USA) PENSION_ PLAN1
PLANS GBL
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Content
Category Link Name Short Name Reference Page Name Search Key
BENEF PPCAN Pension Plan HC_ PENSION _ EMPLID
(CAN) PENSION _ PLAN1
PLAN_GBL5
BENEF RETP Retirement HC RTRMNT_ | RTRMNT_ EMPLID
Plans PLANS GBL PLANS
BENEF SAVP SavingsPlans HC_ SAVINGS EMPLID
SAVINGS PLANS1
PLANS GBL
BENEF VACP Vacation Plans HC_ VACATION_ EMPLID
VACATION_ BENEFIT
BENEFIT_
GBL
HRMS EMERC Emergency HC_ EMERGENCY_ | EMPLID
Contacts EMERGENCY _ | CONTACT
CONTACT _
GBL4
HRMS JOBD Job Data HC_JOB_ JOB_DATA1 EMPLID
Information DATA_GBL
HRMS JOBS Job Summary HC_JOB_ JOB_ EMPLID
SUMMARY _ SUMMARY
GBL7
HRMS PERSD Personal Data HC_ PERSONAL _ EMPLID
PERSONAL _ DATA1
DATA_GBL7
PAYR DIRDC Direct Deposit - HC DIRECT _ DIRECT _ EMPLID
CAN DEPOSIT _ DEPOSIT_
CAN_CAN CAN
PAYR Direct Deposit - Direct Deposit - HC DIRECT _ DIRECT _ EMPLID
USF USF DEPOSIT _ DEPOSIT
USA3
PAYR Direct Deposit Direct Deposit - HC DIRECT _ DIRECT _ EMPLID
-Us us DEPOSIT_ DEPOSIT
USA5
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Content
Category Link Name Short Name Reference Page Name Search Key
PAYR GENDC General Deduct HC_GENL_ GENL_DED _ EMPLID
-Us DED_DATA_ DATA
USAS8
PAYR GENDC General Deduct HC_GENL_ GENL_DED _ EMPLID
- CAN DED_DATA_ DATA
CAN
PAYR GENDU General Deduct HC_GENL_ GENL_DED _ EMPLID
-USF DED_DATA_ DATA
USF
PAYR PAY SC Paysheets - HC_PAY_ PAY_SHEET_ EMPLID
CAN SHEET_ADD_ | ADD_S
CAN
PAYR PAY SF Paysheets- USF | HC_PAY_ PAY_SHEET_ EMPLID
SHEET_ADD_ | ADD_S
USA9
PAYR PAY SU Paysheets- US HC_PAY_ PAY_SHEET_ EMPLID
SHEET_ADD_ | ADD_S
USAS8
PAYR PCHK Paycheck -US HC_PAY_ PAY_CHECK_ | EMPLID
CHECK_USA5 | E
PAYR PCHKC Paycheck - HC_PAY_ PAY_CHECK_ | EMPLID
CAN CHECK_CAN2 | E
PAYR PCHKU Paycheck - USF | HC_PAY_ PAY_CHECK_ | EMPLID
CHECK_USF4 E
PAYR SAVB SavingsBond - HC_ SAVINGS_ EMPLID
us SAVINGS BOND_LOG
BOND_LOG_
USA
PAYR TAXCA Tax Data- CAN | HC_TAX_ TAX_DATA_ EMPLID
DATA_CAN_ CAN1
CAN
PAYR TAXSF Tax Data- USF HC_TAX_ TAX_DATA1 EMPLID
DATA_USA2
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Content
Category Link Name Short Name Reference Page Name Search Key
PAYR TAXUS Tax Data- US HC_TAX_ TAX_DATA1l EMPLID
DATA_USA6
STOCK STKEX Stock Excercise | HC_ST_ ST_EXER_ EMPLID
EXER_SRCH_ SRCH1
GBL
STOCK STOCA Stock Activity HC ST_ ST_RUNCTL_ | EMPLID
RUNCTL _ STOK002
STOK002_
GBL9
TRNG CENRL Course HC_TRN_ COURSE _ EMPLID
Enrollment STUDNT_ STUDNT_
CRS DT2_ ENRL
GBL
TRNG TRNSU Training HC TRN_ TRN_ EMPLID
Summary STUDNT_ STUDNT_
CRS_SuU3_ CRS_SUM
GBL
Link Definitions for PeopleSoft HRMS 8.0 SP1
Thistable lists the link definitions delivered by PeopleSoft for PeopleSoft HRM S, version 8.0 SP1.
Note. This data is delivered with the Active Flag set to Inactive.
Content Search
Category Link Name Short Name Reference Page Name Key
BENEF BENE Election Entry HC_BAS_ BENEFITS EMPLID
ELECTION_ ELECTION1
ENTRY_GBL
BENEF BENS Benefits HC_BENEFITS BENEFITS EMPLID
Summary SUMMARY _ SUMMARY 1
GBL9
BENEF DEBEN Dependent HC_DEPEND_ DEPEND_ EMPLID
Benefits BENEF_GBL1 BENEF1
BENEF DISP Disability Plans HC_ DISABILITY_ EMPLID
DISABILITY_ BENEFIT
BENEFIT_GBL
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Content Search
Category Link Name Short Name Reference Page Name Key
BENEF EVENT Create Event HC _BAS ON_ BAS ON_DEM_ EMPLID
DEM_EM_PG_ EM
GBL
BENEF FSACA FSA Plans HC_FSA_ FSA_BENEFITS EMPLID
(CAN) BENEFITS_
CAN_GBL
BENEF FSAUS FSA Plans HC FSA_ FSA_BENEFITS EMPLID
(USA) BENEFITS GBL
BENEF HLTH Health Plans HC_HEALTH_ HEALTH_ EMPLID
BENEFITS_ BENEFITS1
GBL4
BENEF L/ADD Lif/ADDPlans | HC_LIFE_ADD_ LIFE_ADD_ EMPLID
BENEF_GBL BENEF1
BENEF LEAP LeavePlans HC_LEAVE_ LEAVE_PLANS EMPLID
(USA) PLANS_GBL
BENEF LEAPC LeavePlans HC_LEAVE_ LEAVE_PLANS EMPLID
(CAN) PLANSA_GBL
BENEF PENUS Pension Plan HC_US_ PENSION_PLAN1 | EMPLID
(USA) PENSION_
PLANS_GBL
BENEF PPCAN Pension Plan HC_PENSION_ PENSION_PLAN1 | EMPLID
(CAN) PLAN_GBL5
BENEF RETP Retirement HC_RTRMNT_ RTRMNT_PLANS | EMPLID
Plans PLANS_GBL
BENEF SAVP Savings Plans HC_SAVINGS_ SAVINGS_ EMPLID
PLANS_GBL PLANS1
BENEF VACP Vacation Plans HC_VACATION_ | VACATION_ EMPLID
BENEFIT_GBL BENEFIT
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Content Search
Category Link Name Short Name Reference Page Name Key
HRMS EMERC Emergency HC_ EMERGENCY _ EMPLID
Contacts EMERGENCY _ CONTACT
CONTACT_
GBL4
HRMS JOBD Job Data HC _JOB_DATA _ JOB DATA1 EMPLID
Information GBL
HRMS JOBS Job Summary HC_JOB_ JOB_SUMMARY EMPLID
SUMMARY _
GBL7
HRMS PERSD Personal Data HC_PERSONAL_ | PERSONAL EMPLID
DATA_GBL7 DATA1
PAYR DIRDC Direct Deposit - HC _DIRECT _ DIRECT _ EMPLID
CAN DEPOSIT_CAN_ DEPOSIT_CAN
CAN
PAYR Direct Deposit Direct Deposit - HC _DIRECT _ DIRECT _ EMPLID
-USF USF DEPOSIT_USA3 DEPOSIT
PAYR Direct Deposit Direct Deposit - HC _DIRECT _ DIRECT _ EMPLID
-Us us DEPOSIT_USAS DEPOSIT
PAYR GENDC General Deduct HC GENL_DED_ | GENL_DED_ EMPLID
-Us DATA_USAS8 DATA
PAYR GENDC General Deduct HC GENL_DED_ | GENL_DED_ EMPLID
- CAN DATA_CAN DATA
PAYR GENDU General Deduct HC GENL_DED_ | GENL_DED_ EMPLID
- USF DATA_USF DATA
PAYR PAY SC Paysheets- HC_PAY _ PAY SHEET _ EMPLID
CAN SHEET_ADD_ ADD_S
CAN
PAYR PAY SF Paysheets- USF HC_PAY _ PAY SHEET _ EMPLID
SHEET_ADD_ ADD_S
USA9
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Content Search
Category Link Name Short Name Reference Page Name Key
PAYR PAY SU Paysheets- US HC PAY _ PAY SHEET _ EMPLID
SHEET _ADD_ ADD_S
USAS8
PAYR PCHK Paycheck -US HC_PAY _ PAY CHECK_E EMPLID
CHECK_USA5
PAYR PCHKC Paycheck - CAN HC PAY _ PAY CHECK_E EMPLID
CHECK_CAN2
PAYR PCHKU Paycheck - USF HC PAY _ PAY CHECK_E EMPLID
CHECK_USF4
PAYR SAVB Savings Bond - HC_SAVINGS SAVINGS EMPLID
us BOND_LOG BOND_LOG
USA
PAYR TAXCA Tax Data- CAN HC TAX_DATA_ TAX_DATA _ EMPLID
CAN_CAN CAN1
PAYR TAXSF Tax Data- USF HC TAX_DATA_ TAX_DATA1 EMPLID
USA2
PAYR TAXUS Tax Data- US HC TAX_DATA_ TAX_DATA1 EMPLID
USAG6
STOCK STKEX Stock Excercise HC_ST_EXER_ ST_EXER_SRCH1 | EMPLID
SRCH_GBL
STOCK STOCA Stock Activity HC ST ST _RUNCTL_ EMPLID
RUNCTL_ STOK002
STOK002_GBL9
TRNG CENRL Course HC TRN_ COURSE _ EMPLID
Enrollment STUDNT_CRS _ STUDNT_ENRL
DT2 GBL
TRNG TRNSU Training HC TRN_ TRN_STUDNT_ EMPLID
Summary STUDNT_CRS _ CRS SUM
SU3_GBL
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Link Definitions for PeopleSoft CRM
This table lists the link definitions delivered by PeopleSoft CRM.
Note. This data is delivered with the Active Flag set to Active.

Link Short Portal Content Class Class | Search
CategdryName Name CREF Reference Path ID Key Method
RELA | ASSET | Asset EMPLOYEE| CR RC_ EMPLID

Discovery ASSET_
DISCOVERY
RELA | BPRJ Create RC_ PCode ExecuteGen-
Workflow LINKAPPS| BusinessProject
RC
RELA | BSCR Branch RC_ PCode ExecuteGen-
Script LINK: Script
APPS RC
RELA | CREQ | Change RC_ PCode CreateChange
Request LINK: Request
APPS RC
RELA | FRAUD| Case RC_ PCode | BP_ID ExecuteGen-
Fraud LINKAPPS| BusinessProject
Workflow RC
RELA | LEAD | Sdes RC_ PCode Createl_ead
Lead LINK:
APPS RC
RELA | NDEF Defect RC_ PCode CreateDefect
-Create LINK:
New APPS RC
RELA | ORDER| Sdes RC_ PCode CreateSales-
Order LINK: Order
APPS RC
RELA | RDEF Defect RC_ PCode RelateDefect
— LINK:
Relate APPS RC
RELA | REMOT| Remote CR RC_ EMPLID
Control REMOTE_
CONTROL
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Link Short Portal Content Class Class | Search
CategdryName Name CREF Reference Path ID Key Method
RELA | RMA Create RC_ PCode CreateRMA
RMA LINK:
APPS RC
RELA | SO Service RC_ PCode CreateSO
Order LINK:
APPS RC
Setting Up Content References
This section discusses how to:
» Set up content references.
» Set up security for content references.
Pages Used to Set Up Content References
Page Name Object Name Navigation Usage
Content Ref Administration | PORTAL_CREF_ADM PeopleTools, Portal, Set up content references.
Structure and Content
Click the Add Content
Referencelink.

Content Reference Security

PORTAL_CREF_SEC

PeopleTools, Portal,
Structure and Content, Add
Content Reference, Security

Click the Add Content
ReferenceLink. Accessthe
Security page.

Set up security for content

references.

Setting Up Content References

PeopleSoft delivers the content references for PeopleSoft HRMS. To link to non-PeopleSoft |ocations,
you must register the links as content references for the employee portal.

Note. To link to non-Peoplesoft content, you must license the PeopleSoft Enterprise Portal.

Based on the security provided in the portal, individual agents will see the links for
the content to which they have access only.

See PeopleTools Internet Technology
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Setting Up Security for Content References
The availability of alink is based on the security that you define for the content reference. You
must set up security that matches the security for the target page. If there is a mismatch, users
receive an error message when they try to access the page.
See PeopleTools Internet Technology
Viewing and Modifying Link Definitions
This section discusses how to:
* View and modify link groups.
* View and modify link categories.
* View and modify link definitions.
Pages Used to View and Modify Link Definitions
Page Name Object Name Navigation Usage
Link Group RC_LINK_GROUP Set Up CRM, Product View and modify thelink
Related, Call Center, Link groupsinto which link
Group, Link Group categories are organized.
Link Category RC_LINK_CAT_PNL Set Up CRM, Product View and modify the

70

Related, Call Center, Link
Category, Link Category

categoriesinto which link
definitions are organized.

Link Definition

RC_LINK_PNL

Set Up CRM, Product
Related, Call Center, Link
Definition, Link Definition

View and modify link
definitions.

Viewing and Modifying Link Groups
Access the Link Group page.
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Link Group
Link Group

Link Group [SPRT
*pescription |Support Related Actions

Link Selection Cuztomize | Find | i Firzt 1-12 of 12 Last

*Link Category |M |M | | |
IReIated Actions ;I |OTH ;I IFreezer Dialog ;l =
IReIated actions ;I |OTH ;I IDefect Wi okl o ;I E|
IReIated actions ;I |OTH ;I ICreate Wi o rkflow ;I E|
IReIated &ctions ;I |OTH ;I IE-ranch Soript ;I =]
IReIated &ctions ;I |OTH ;I ICustDmer SuUrvey ;I =]
IReIated &ctions ;I |OTH ;I ISaIes Lead ;I [=]
IRelated Actions ;I |OTH ;I IDefect - Create New ;I E|
IRelated Actions -] |OTH =] ISales Order = [=]
IRelated Actions ;I IOTH ;I IRelate Defect ;I =
|Related Actions =l [otH =l |create RMa =] =]
IRelated &ctions ;I IOTH ;I IService Crder ;I El
IRelated Actions ;I IOTH ;I I'-.-'iew Solutions ;I =]

Link Group page

Link Category Select a link category that contains the desired link definition,
to be a part of this link group.

Version Select aversion. There can be multiple versions of a category, each associated
with a different target system (for example PeopleSoft HRM S 8.8, PeopleSoft
HRMS 8.3, and so on). However, only one version of a category can be active
at any time. Only the active versions will appear in this drop down list box.

Link Name Select alink name. Only those link definitions that are defined within the
selected link category will appear in the drop down list box.

Note. To add a new link group, click the Add button at the end of the row.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” Defining
Display Template General Options, page 20

Viewing and Modifying Link Categories
Access the Link Category Definition page.

PeopleSoft Proprietary and Confidential 71



Setting Up Links to PeopleSoft HRMS Pages and Related Actions Chapter 5
Link Category Definition
Description aABC

k]
Link Category Definitions Customize | Find | e First 1of1 Last
Link Mersion |Active Flag Order [Zhort Mame Long Description
Category
BEMEF 8.8 Active 20 Benefits Benefits

72

Madity System Data

This object is maintained by PeopleSoft.

Link Category Definition page

Modify System Data

Active Flag
Order

Click to modify the system data and enter information into the Active Flag,
Order, Short Name, and Long Description fields. The following message
appears. This object was delivered by PeopleSoft but updated by the customer.

Select either Active or Inactive.

Enter a number to indicate the order in which you want the item
to appear on the Case page.

Note. To add new information, click the Add button at the end of the row.

Viewing and Modifying Link Definitions
Access the Link Definition page.
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Link Definition

Link Category PAYTE

Yersion 3.5

Links 1-16 of 18 Link Details
Direct Deposit - CARN
Direct Deposit - USF
Direct Deposit -US

General Deduct - US

General Deduct - CARM
General Deduct -LUSF
Pavysheet - CAN
Faysheet - USF
Paysheet - US
Pavcheck - US
Pawcheck - CAN
FPavcheck - USF
Savings Bond - US
Tax Data - SAN

Tax Data - USF

Tax Data - US

*Link Mame DIRDC
*Short Name |Direct Depasit - CAN

Self-Service Cirect Deposit - AR

Long Description |Payroll - Direct Deposit - ©

StatusIHCtiVE =1
Transfer Details

% partal CREF
Portal Name | EMPLOYEE El

Page Mame DIRECT _DEPOZIT_CAN
L8 PeopleCode
Class ID Q

Class Path

Search Keys
*To Fieldnarne

Create a Mesw: Link
Terrn Marne

EMPLID EDTDIIEI the case is created

Description Payrall

" pefault Delete
[ solvable

¥ open in New Window
[T self-Service

Link Test

Usage

Content HC_DIRECT_DEPOSIT_Ci (2,

Action | Update =l

Package Tree Wiewer

1 Method Name

Default Walue

Link Definition page (1 of 2)

Drilldown Details
*Mavigation QL

Related Object Status Details
r PeopleCode

Class ID
Class Path Method Name
" Static Yalue
Static Status | =
Modified 03/01/2004 3:19PM PST knguyen3

Market

Package Tree \Wiewer

Link Definition (2 of 2)

Link Details

Link Name Enter a name for this link.

Short Name Enter a short name for this link definition. The value of this field is
what appears on the Link Group definition.

Self-Service

Long Description Enter a long description.

Status Select either Active or Inactive.
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Default

Solvable

Open in New Window

Self-Service

Usage

Transfer Details

Portal CREF
Portal Name
Content

Action

PeopleCode

ClassID
Class Path
Method Name
To FieldName

Chapter 5

Only the active link definitions will be included in the Link Category
drop down list box on the Case page

Select this check box if you want the link to become the default for
the category when it appears on the Case page.

Note. Because users may not have access to al links, you
can set multiple defaults.

Select this check box if you want the agent to close a case
by performing an action.

Closing a case by performing an action is a manual press — if the agent
performs an action that resolves the case, then the agent must change the
case status to “ Closed” and save the Case page. If the actions is marked as
“Solvable” and the agent tries to close the case, then the following error
message will appear: Associate a resolution before closing the case.

Note. All the Actions will be delivered as non-solvable out-of-the-box.

Select this check box if you want a new browser session to appear when the
agent selects the action and clicks the Go button on the Case page.

Note. Thisoption isapplicablefor those link definitions that are Portal CREFs.

Select this check box to have this action available on the Manage
Case page in self-service applications.

Displays the usage count. This value in this field increments each time the
system adds the link to the Link Actions Taken for this Case group box in
the Action Information group box on the Case page. To find out which
links are used most often, you can write reports using this field.

Select this option.
Select the object name that you want to associate with the link.
Thisis the actua content reference.

Select the page mode that will appear when the page is accessed.
Values are Add, Correction, or Update.

Select this option the PeopleCode method needs to be invoked
when the action is performed.

Specify the name of the application class.
Specify the class path of the application package.
Specify the method name.

These fields identify the search keys that the system uses to access the
linked component. These Search keys can be mentioned by associating
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Term Name

DrillDown Details

Setting Up Links to PeopleSoft HRMS Pages and Related Actions

Terms of Active Analytics Framework. These Terms are resolved when
an Action is performed from the Case page.

For example EMPILID (employee ID) is the search key used for most
PeopleSoft HRM S transactions and is associated as Term to the Link
Definition. A Term can be a Configurable Term, this Term when selected will
appear as hyperlink in the Search Keys grid. User will have to click on the
hyperlink will provide the value for the configurable Term. For example see
Defect Workflow Link Definition in Related Actions Link category.

This value is not editable if the selected term is not configurable. If the
selected term is configurable, then this field appears as a hyperlink.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration
Tools PeopleBook, “Working with Active Analytics Framework,”
Understanding Active Analytics Framework.

This section captures the details about the component and page to transfer control to when the user clicks
on one of the rows in the Related Actions Summary on the Case Summary page.

Navigation

M ar ket

Select this option.

Select the object name that you want to associate with the link.

Related Action Status Details

This section captures the PeopleCode method that will be invoked to get the status of the action that is
performed. This statusis displayed o the Related Actions Summary grid on the Case Summary page.

PeopleCode
ClassID
Class Path

M ethod Name
Static Value

Static Status
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Select the PeopleCode method to be invoked to capture the status of the action.
Specify the name of the application class.

Specify the class path of the application package.

Specify the method name.

Select this option if the static status val ue needs to be displayed for an action.
Select this static status value to be displayed for this link definition.

75



Setting Up Links to PeopleSoft HRMS Pages and Related Actions Chapter 5

76 PeopleSoft Proprietary and Confidential



CHAPTER 6

Setting Up Change Management

This chapter provides an overview of Change Management setup and discusses how to:
» Set up the Change Management prompt tables.

» Set up Change Management business unit options.

» Set up Change Management defaults.

» Set up a phase template.

» Set up a status transition.

Set up the task type role map.

Understanding Change Management Setup

You use Change Management codify and manage an organization’s internal business processes. For
example, a help desk might create use Change Management for commonly performed processes, such
as upgrading a user’'s computer or scheduling an employee's office relocation.

Requests for changes are recorded on the Change Request page, which also manages the change process
status, type, priority aswell as key dates, impacted assets and products. This section discusses:

* Prompt tables in Change Management.

» System delivered component audit.

» Phase Templates.

» Status Transitions and the Active Analytics Framework.
» Task Type Role Map and the Assignment Engine.

See Chapter 13, “Using Change Management,” page 195.

Change Request Prompt Tables

Change Management prompt tables refer to a group of relatively simple setup tables that hold
the values for various drop-down list box fields on the Change Request page. Thisis alist of the
different types of prompt tables that you set up to use Change Management.

» Business Reason
» Category

* Impact

* Phase
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* Priority

* Resolution

* Request Type

» Status

* Sub Type

Only the Request Type, Status, and Priority fields are required to save the change request.

Phase Templates

Each step in the change process consists of a phase. A phase comprises a taskor a series of tasks. Tasks
describe the work to be performed and the amount of time that the task normally takes.

At runtime, on the Change Request page, users can manually build phases in the Phase Summary
grid. Alternatively, they can load phases automatically using phase templates. This alternative
allows the phase model to be automatically populated to the Phase Summary grid through selection
the appropriate template from the Template drop down list box.

PeopleSoft offers functionality that allows this grid to be populated automatically based on the Type,
Sub-Type, and Priority selected and displayed on the Change Request. Templates created via setup
with matching Type, Sub-Type and Priority criteria and linked to the model when the model is built.
can be autoloaded by leaving the model name drop down blank and clicking the Load button. Clicking
the Load button without choosing a model from the drop down will allow any model matching the
Type, Sub-Type, and Priority fields of the Change Request to be selected.

Transitions and the Active Analytics Framework

Much of the automatic functionality for controlling the process flow of a Change Request will be accomplished
utilizing the AAF functionality. Thiswill provide the most flexibility for configurable process flow of
Change Requests. The Event Workflow setup will be configurable, and be implemented within both Change
Management and Task Management applications. Thiswill allow users to build rules as to who to notify, (what
roles), when to notify them, (when which status or phase changes occur), and in what format, (email, worklist).
It will also alow rulesto be built that will notify all impacted parties when a Change is set to be implemented.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework” .

Task Type Role Map and the Assignment Engine

In order for Change Management to know which roles are appropriate for a task, we will need to map task
type to role. One-to-one mapping between task type and role is sufficient for Change Management. Thisis
accomplished viathe Task Type Role Map option in Setup CRM, Product Related, Change M anagement.

Common Element Used in this Chapter

SetID Enter a setID. All of the prompt tables described in this chapter are
associated with setlDs. This enables you to set up different sets of
values for different call center business units.
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If you're setting up one set of values for all of your call centers,
use the same setID for all of the values.

If you're setting up different sets of values for different call centers,
enter the appropriate setlD for each value.

Setting Up Prompt Tables for Change Requests
This section discusses how to set up the following prompt tables:

» Business Reason
» Category

* Impact

» Phase

* Priority

» Resolution

* Request Type

» Status

* Sub Type
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Pages Used to Set Up Prompt Tables for Change Requests

Page Name Object Name Navigation Usage

Business Reason RG_UD_REQ BUSR Set Up CRM, Product Set up change request
Related, Change businessreasons.
Management, Business
Reason

Category RG_UD_REQ CATGYE Set Up CRM, Product Set up change request
Related, Change categories.
Management, Category

Impact RG_UD_REQ_IMPACT Set Up CRM, Product Set up change request impact
Related, Change values.
Management, I mpact

Phase RG_UD_REQ_STATE Set Up CRM, Product Set up change request
Related, Change phases.
Management, Phase

Priority RG_UD_REQ PRTY Set Up CRM, Product Set up change request
Related, Change priorities.
Management, Priority

Resolution RG_UD_REQ_RESO Set Up CRM, Product Set up change request
Related, Change resolutions.
Management, Resolution

Request Type RG_UD_REQ TYPE Set Up CRM, Product Set up change request types.
Related, Change
Management, Type, Type

Status RG_UD_REQ_STATUS Set Up CRM, Product Set up change request
Related, Change statuses.
Management, Status, Status

Sub Type RG_UD_REQ SUB_TYPE Set Up CRM, Product Set up change request
Related, Change sub types.

Management, Sub Type,
Sub Type

Setting Up Business Reasons

Access the Business Reason page:
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Business Reason

SetID SHARE

N
Business Reason Custamize | Find | i

First

1-4 of 4

Last

*Reason |*Descri|:|tinn

EES |Business Requirement

[FacL |Facility Related

[ThTR |1 Intro/Uparade/Renewal

RRRRK

|PROB |Problem/Incident Resolution

= = = =

| Addd new Business Reazon |

Business Reason page

Setting Up Change Request Categories
Access the Category page:

Category

SetID SHARE

w
Category Cuztomize | Find | QE

First

1-3of 3

*Category |*Descri|:ntian

[MaIR [Majar

[MINR [Minar

®RERK

|s1GN |Significant

| Add new Category

Category page

Setting Up Impact Values

Access the Impact page.
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Impact

SetID SHARE

Impact Cuztomize | Find | E First 1-4 of 4 Last

*lmpact |*Descrigti0n | | |
[Maa [Major & =
[MIN [Minar & B 5
[s1GN Significant & B M
[TRIv Trivial & B M

| Add neww Impact |

Impact page

Setting Up Change Request Phases
Access the Phase page.

Phase

SetID SHARE

Phase Cuztomize | Find | E First 1-100f 10 Last
*Phase |*Descrigtion | | |
|aPPR |approved @ B T
|CHPL |Change Planning @ % ﬁ
|DEW [In Developrent @ B i}
HoLD [on Hold & = [
[TMPL [Tmplermentation @ B ]
PLAT [Platform Test & B
[PosT |Past Martern Review @ B T
|PROP |Proposed @ B il
[REVW [In Review & N |
TEST [In Test & N |

| Acd Mew Phase |

Phase page

Setting Up Change Request Priorities
Access the Priority page.
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Priority

SetID SHARE

Priority Customize | Find | E First 1-4 of 4 Last
*Priority *Description

EMRG Ernergency @ FI% ﬁ
HIGH High & B
Lo Low & B m
MEDM Medium & 2 m

Acld Mew Priarity

Priority page

Setting Up Change Request Resolutions

Access the Resolution page.

Resolution

SetID SHARE

Resolution Customize | Find | D First 1-4 of 4 Last

*Resolution *Description

CAaMC Cancelled @ I.EI% @

DEFR Deferred @ F% ﬁ[

IMPL Implemented @ F% ﬁ[

IMPR In Process @ I-EI%I ﬁ[
Al Mew Resalution

* Required Field

Resolution page

Setting Up Change Request Types
Access the Type page.

PeopleSoft Proprietary and Confidential 83



Setting Up Change Management Chapter 6
Type
SetID SHARE

Type Custamize | Find | E First 1-9of9 Last
*Reguest Tvpe |*Descrigtian | |
[poc |Documentation @ B i}
|ENGR |Engineering {Defect Management) @ % m
|EN\.-'R |Envir0nmenta| Infrastructure (Facilities) @ = m
|HARD |Hardware @ B T
|IT |IT Infrastructure Management procedures @ % ﬁl
|soFT |Software @ B m
[TacT [Tactical Plans & B o
[TELE [Telecammunication @ B T
[TRAN [Training Course @ % ||
| Adld Mewe Type |

Type page

Setting Up Change Request Statuses

Access the Status page.
Status

SetID SHARE
~

Status Cuztomize | Find | ﬁ First 1-9of9 Last
*status |*Descri|gti|:|n | Cascade | | |
|.¢\PPR |.0.|:|prwed @ | % ﬁl
BOUT [Backed out & r SO |
lcLos [Closed & " B
[comp [Carnpleted & r N |
|E><EC |Executing @' r I.Eél ﬁl
[HoLD |on Hold & r B o
INEW Hew & r = m
[rE |Rejected & r B o
[REWW [In Review & r |

| Acdd New Status |

* Required Field

Status page
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Setting Up Change Request Sub Types

Access the Sub Type page.

Setting Up Change Management

Sub Type

SetID SHARE

Sub Type
*Reguest Type
ENWVR

EMWE
HARD
HARD
HARD
IT
IT

L LOLOLOLLLO

SOFT

*Zub Type
CHG

LOC

HDRE
RECH
UPGD
CHNG
MEW

UPGD

*Description

Campus opening or closing
Location change

CI Reconfiguration

CI Introduction or Removal
Jpagrade

Changed Business Requirernent

~
Custamize | Find | |:|

Request new or modified business process

Jpgrade

First 1-8 of & Last

RRE|RERE|RR R
'_'.'1|
=== === ==

Add Mew Sub Type

Sub Type page

Request Type
Sub Type

Select a Request Type.
Enter a sub type.

Setting Up Change Management Business Units

This section discusses how to set up Change Management business units.

Pages used to Set Up Change Management Business Units

Page Name

Object Name

Navigation

Usage

Define Change M anagement

BUS UNIT_TBL_RG

Set Up CRM, Business
Unit Related, Change

Management, Define Change
Management

Definebusinessrulesfor a
call center businessunit.

Setting Up Change Management Business Units

Access the Define Change Management page.
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e Defaults

Business Unit ITHDK

*pescription |IT Help Desk @

*Short Description |IT Hip Dsk

Call Center Business Unit |ITHDK &)

Quality Business Unit |ITHDK aQ

* Required Field

v Assign Provider Group

¥ Assign Person

El save £EL Return to Search Es 2ddd UpdateDizplay

Define Change Management page

Business Unit

Short Description

Call Center Business Unit

Call Center Business Unit

Assign Provider Group

Assign Person

Enter a business unit identifier. To maximize system performance,
always use exactly five characters.

Enter the description that appears on the Case page and other
places where the business unit appears.

Enter the default PeopleSoft Quality Management business unit to use
when selecting a case to relate to a change request.

Enter the default PeopleSoft Quality Management business unit to use
when selecting a case to relate to a change request.

Select this check box to use assignment engine functionality when assigning
a provider group to degenerated phases and task.

Select this check box to use assignment engine functionality when
assigning a person to autogenerated phases and task.

Setting Up Change Management Defaults

This section discusses how to set up Change Management business units.
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Pages used to Set Up Change Management Defaults

Page Name Object Name Navigation Usage
Defaults BUS UNIT_RG_DEF Set Up CRM, Business Set up Change M anagement
Unit Related, Change defaults.
Management Definition,
Defaults
Setting Up Change Management Business Units
Access the Change Management Business Units— Defaults page:
Define Change Management \_
Business Unit ITHDK
Request Type | Q
Sub Type Q
Status Q
Business Reason |PROE ') Problermn/Incident
Priority O\
Category Q
Impact MIN L Minar
Model ID Q
B save &L Return to Search E 2cd UpdsteiDisplay
Defaults page
Request Type The default request type for a new change request.
Sub Type The default sub type for a new change request.
Status The default status for a new change request.
Priority The default Priority for a new change request.
Category The default Category for a new change request.
Impact The default case type for a new case.
Template ID The default template ID for a new change request.

Setting Up Phase Templates

This section discusses how to set up a phase model.
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Pages used to Create a Phase Template
Page Name Object Name Navigation Usage
Phase RG_UD_REQ_STATE Set Up CRM, Product Create phases. Theses
Related, Change phases appear in the Phase
Management, Phase drop down list box on the
Phase Template page.
Task Group Template RB_TSK_GRP_TPL Set Up CRM, Common Definetask group templates.
Definition, Task You associate atask group
Management, Task Group template to aphase onthe
Template, Task Group Phase Template page.
Template .
See PeopleSoft Enterprise
CRM 8.9 Application
Fundamental s PeopleBook,
“Working with Tasks".
Phase Template RG_UD_PHS MODEL Set Up CRM, Product Create the phase model.
Related, Change I dentify the phases and the
Management, Phase Model, | phases task group templates
Model that are to be associated to
the phase model.

Creating Phases
Access the Phase page.

Phase

SetID ITHD1

Phase
*Phasze

BPPR
BSSE
IMPL
PREP
REWI
SCHE

*Description
Approval

Assessment
Implementation
Preparation
Review

Zcheduling

§
Customize | Find | i

First 1-6 of 6 Last

%

%
Fl%
;EI

%

RRE|R]|RER
SH=NSN== NS

Add Mewr Phase

* Required Field

Phase page

Phase

Add New Phase

88

Click to add a new phase to for this setID.

This phase will appear on the Phase drop down list box on

the Phase Model page.
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Defining Task Group Templates
Access the Task Group Template page.

Task Group Template
Task Group

Task Group Template [REVIEW ¥ Active

Application Usage | Change Managerent =]
*Description |Review Change

N

Customize | Find | i First 1-3 of 3 Last
*Task Type *Prigrity Task Qwner Assigned To Location Description
IMeeting ;l IMediur;l aQ, aQ, Review Meeting E|
IChange .C\.ctiv;l IMediur;l aQ, aQ, Follow up Action E|
IChange .C\.ctiv;l IMediur;l aQ, aQ, Close Request E|

Modified 03/11/2004 10:448M PST SAMPLE

E save L\ Return to Search +E] et in List +[E] Previous in List 1y Refresh [E% Lcted

Task Group Template page

Specify the default type, priority, assignee, and location of each tasks that is part of the task group.

Defining Phase Templates
Access the Phase Template page.
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Phase Template
SetID ITHD1
*Template ID |[MODELL *Description E-mail Server Replacernent @,
*Long Description [E-mail Server Replacement ;I@
[
Phases Phase Find | Wiew all First 1 1 of e [P Last
Assessment
Approval Add || Deete |
Pﬁm *Phasel.ﬁ.ssessment ;I *statusINew ;I
Scheduling
Irplernentation Days z Hours Last Modified 04/30/2004 3:30PM IDILLOM
Review Template Phase Tasks Find | Wiaw all First Lazt
Task Group Template ID Last Modified Modified By
| Assess Request | 03/11/2004 10:474M SAMPLE I}
Acd Mevy Task Group Template
* Required Field
Phase Template page
Phase Select a phase to be associated to this phase template. Phases are set
up in Set up CRM, Change Management.
Status Select a status. This status will be associated to the task or series
of tasks that are tied to this phase.
Setting the Task Type Role Map
This section discusses how to set up Task Type Role map.
Pages used to Create a Phase Template
Page Name Object Name Navigation Usage
Task Type RoleMap RG_UD_TSK_ROLE Set Up CRM, Product Create one-to-one mapping
Related, Change between task types and roles
Management, Task Type in Change Management.
RoleMap

Setting the Task Type Role Map
Access the Task Type Role Map page.
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Task Type Role Map

SetID CRMOZ

)
Task Type Role Map Cuztomize | Find | |_—| First 1-2of 2 Last
*Task Type *Role Ascign All Members of| Datetime
Group Added
|Change Activity =] Change Adrinistrator Q - B T
|Change Approval ;I Change Approval Board QL W % ﬁ
|Meeting =] Change Manager Q - B T

Add Mewe Task Type Role Map

Task Type Role Map page

Task Type Role Map

Task Type Select a task type.

Role Select a management role.

Assign All Members Select if you want all members of a provider group to be associated
of Group with a particular task type.
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CHAPTER 7

Defining EIP Options for Integration to
PeopleSoft HRMS

This chapter provides an overview of the integration between PeopleSoft Customer Relationship
Management (PeopleSoft CRM) and PeopleSoft Human Resources Management (PeopleSoft HRM S)
and discusses how to define EIP (Enterprise Integration Point) options.

Understanding the Integration Between PeopleSoft
CRM and HRMS

This section discusses:

» EIP message process.

* Request message.

* Response message.
* Inactive worker data.

EIP Message Process

All search information is stored in the PeopleSoft CRM database. When an agent accesses the 360 Degree
View page for a specific employee, a secured sync request is sent to PeopleSoft HRMS.

When PeopleSoft HRMS validates the request, a response is sent to PeopleSoft CRM, and
the information is used to display the 360-degree view of the employee. The EIP message
is implemented by a run-time sync request and response.

Each time an agent accesses an employee record from the 360 Degree View search page, the system triggers a
run time EIP. For security reasons the information is not saved into the PeopleSoft CRM database.

See PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Using the 360-Degree View”.

Request Message

The system sends a secured sync request message from PeopleSoft CRM to PeopleSoft HRMS. The system
validates the requestor’s information before the system processes the request. It contains this information:

« Authentication cookie.

Thisis a PeopleSoft-provided authentication token for the purpose of single sign on. PeopleSoft CRM
transfers this cookie to PeopleSoft HRM S, so that it can call the SwitchUser function to get avalid user. The
system then uses the cookie to validate security accessin PeopleSoft HRMS before it provides service.
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» EmplID (employee ID) from the 360 Degree View search page.
» As of date.

This isthe date that is passed for effective-dated components in PeopleSoft HRM S. The default value
is%date (today’s date). The system can use this to query information from past dates.

» Language.

This is the language that the agent used to log into the application. The default value
is (%language). PeopleSoft HRMS retrieves information based on the language code
in the request for internationalization support.

PeopleSoft delivers the following sectionswith aY (yes) selected as the default. It notifies PeopleSoft HRM S
to request information for the section. You can select or clear these options in the installation setup for your
organization as awhole. For example, if your organization doesn’'t use PeopleSoft Payroll, clear the selection.

» Job section.

* Benefits beneficiary section.
* Payroll section.

* Direct reports section.

Response Message

Sync response from PeopleSoft HRM S contains a response to the information provided in the request. The
system displays all error messages provided by PeopleSoft HRM S (including the denia of access).

Note. You must establish the same user IDs for both PeopleSoft CRM and PeopleSoft HRM S as well
as grant security access to the information. Depending on the setup in PeopleSoft HRM S, a user 1D
may not have access to all of the information. If that's the case, the response returned from PeopleSoft
HRMS will contain an error message, such as Secured for certain information.

Inactive Worker Data

The system can message only active worker data to PeopleSoft HelpDesk for Human
Resources from PeopleSoft HRMS.

You can, however, configure the system to bring inactive worker statuses into PeopleSoft CRM. In addition
to Active status, there are 11 worker statuses used in PeopleSoft HRM S that you can select on the Worker
Statuses to EIP setup page. Options include: Deceased, Retired, and Leave of Absence.

Defining EIP Options
This section discusses how to:

» Activate and deactivate EIP subscription options.
* Bring inactive worker statuses into PeopleSoft CRM.
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Pages Used to Define EIP Options

Page Name

Object Name

Navigation

Usage

HRHD EIP Options

RC_HR_INSTALLATION

Set Up CRM, Install,
Installation Options, HRHD
EIP Options

Activate and deactivate the
subscription optionsthat
you want to display onthe
360 Degree View pagefor
PeopleSoft HelpDesk for
Human Resources.

Worker Statusesto EIP
(worker statusesto
enterprise integration points)

RB_WRKR_EIP_OPN

Set Up CRM, Common
Definitions, Integration
Rules, Integration Defaults,

Worker Statuses

Bring inactive worker
statusesinto PeopleSoft
CRM.

Activate and Deactivate EIP Subscription Options
Access the HRHD EIP Options page.

General Qptions Calendar Options Alt Character Anonymous Object \_
Define HRMS EIP Options
¥ 1ob Section ¥ Payroll Section
¥ BenefitfBeneficiary Section ¥ Direct Report Section
HRHD EIP Options page
All of the check boxes on this page are selected by default. Clear the check boxes
associated with the sections that you don't want to display on the 360 Degree View page for
PeopleSoft HelpDesk for Human Resources. Click Save.
See Also
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Using the 360-Degree View”
Bringing Inactive Worker Statuses Into PeopleSoft CRM
Access the Worker Statuses to EIP page.
PeopleSoft Proprietary and Confidential 95




Defining EIP Options for Integration to PeopleSoft HRMS

96

Chapter 7

Worker Statuses to EIP

k]
Custornize | Find | B
Employes Status

Select Employee
Status
W A
- D
- L
r P
r Q
r R
r 5
r T
- U
- W
- i
- e

Active

Deceased

Leave of Absence
Leave With Pay
Retired With Pay
Retired

Suspended
Terminated
Terminated With Pay
Terminated Pension Pay Out
Short Wark Break

Retired-Pension Administration

First 1-1z2ofl12 Last

Worker Statuses to EIP page

Select all of the check boxes associated with the worker statuses that you want available in the
PeopleSoft HelpDesk for Human Resources application. HRMS. Click Save.

The system creates workers with the statuses that you selected available to agents on both
the PeopleSoft HelpDesk for Human Resources Case search page and the PeopleSoft
HelpDesk for Human Resources 360-Degree View page.
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CHAPTER 8

Managing Cases

This chapter provides overviews of the configurable case, case access, case management and discusses how to:
» Access new and existing cases.

» Manage basic case information.

* Validate errors reported by callers.

See Also

Chapter 9, “Processing Cases,” page 139

Understanding the Configurable Case

In this release, one Case component supports all call center applications and industry solutions. Display
Templates that are associated with the Case component control the appearance and behavior of the Case
component and its pages to support the varied business needs of the call center applications. |mplementers
can choose to show or hide pages, sections, fields, and can control field labels.

This new technology replaces the Page Configurator of previous versions that was used to hide
and display fields in the self-service application case component.

Understanding Case Access
This section discusses:

e Case creation.
» Existing case retrieval.
» Saved searches.

Case Creation
There are several methods for creating new cases:

» The basic method for creating a new case is to navigate to your call center application (Support,
HelpDesk, or HR HelpDesk) and select Create a Case.

When users want to add new cases, they will be taken directly to the Case component in Add mode.
Users can search for customers/employees directly on the Case page, thus increasing efficiency and
usability—users can enter information about the case before identifying the customer.
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Quick Create.

You can use the Quick Create function to provide service quickly to create new
customers, consumers, contacts, and workers.

» Use a computer telephony integration (CTI) system to identify a caller.

The CTI system enters caller information on the 360-Degree View page. From there you can
access the Add a New Case page to create a new case. The system populates customer or
contact information on this page from the 360-Degree View page.

» Clone an existing case by clicking the Clone Case button on the case toolbar.
Use this method when the new case is substantially similar to another case.
» Create a new case from the Related Cases page of an existing case.

Use this method when the new case is related to an existing case. This method enables you to establish
the relationship between the cases at the same time that you create the new case.

Using this method, you can select the type of information to copy to the new case. If you do not
copy caler information, you use the identify the caller from the new case page.

* |f agents enable the view option for the Agent — My Cases pagelet, they can create cases
without leaving their personal case access portal.

* In the email workspace, agents can make use of email-handling options to create and associate a
case to an email to support the completion of the correspondence. Cases include standard Support
and HelpDesk cases as well as those that are specific to industry solutions.

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ PeopleSoft ERMS”.

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “PeopleSoft CRM CTI”;
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Using the 360-Degree View,”
Accessing the 360-Degree View and Chapter 9, “Processing Cases,” Managing Related Cases, page 148.

Default Contact Information
When you create a new case, the system enters default contact information for the caller.

When both the customer and contact are selected, the contact information is obtained from
the contact’s preferred primary phone and email information.

Case Retrieval

To access an existing case, you can accessit directly from your My Cases pagelet, or you use the Case Search
page. You can perform a search based on case information (such as the case number) or caller information.

If you know the case number, you do not have to identify the business unit before searching. If you are
searching based on other criteria, enter a business unit before performing the search.

Note. The number and type of information fields on the Case Search page to use in searching for casesis
determined in the Configurable Search Definition, which is associated to the Display Template.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Configuring Display Templates’ and PeopleSoft Enterprise CRM 8.9 Automation and
Configuration Tools PeopleBook, “Configuring Search Pages’.
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If you use CTI to access the Case page, the system normally bypasses the Case Search page because
the CTI system provides the data that would otherwise be found through the search mechanism.
However, if acaller provides an invalid case number, the system cannot go directly to the Case page.
Instead, it displays the Case Search page and enters the data that is provided by CTI into the search
fields. Because the appearance of the Case Search page indicates that the case number isinvalid,
you must delete the invalid case number before performing the search.

Note. When a case is secure , only agents in the assigned provider group have authorization to open the
case. If you use CTI to access the Case page, and the system tries to send the case to an agent who is not
authorized, the agent receives a message stating that he or she is not authorized to open the case. To avoid
this situation, consider the secure case scenario when you configure your CTI routing rule.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,”
Understanding Call Center Business Units, page 9

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Configuring CTI Application Pages”

PeopleSoft Enterprise CRM Portal Pack 8.9 PeopleBook, “Working with CRM Employee-
Facing Pagelets,” Using PeopleSoft Support Pagelets

Saved Searches

Saved searches enable you to reuse case search criteria. Searches are saved under your user ID; the system
maintains separate lists of saved searches for each user as well as separate lists of searches for PeopleSoft
Customer Relationship Management (PeopleSoft CRM) call center applications.

The behavior of the saved search depends on how the search page was set up on the Configurable Search
Setup page. The system administrator can choose to populate the results grid automatically with the most
recently used search criteria or with the user’s default saved search. If the administrator selects the check box
that enables users to choose how the results grid is initialized, then users have the option to:

e Save search criteria
» Personalize available search fields.
» Decide how the results grid is initialized.

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Search Pages,” BO Searches on Configurable Search Pages

Understanding Case Management
This section discusses:
» Case page activities.

Quick Code.

Case Information Security.

Product Identification.
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e Case toolbar functions.
» Upsell opportunities.
e Case closure.

Note. This chapter discusses the case page activities. Subsegquent chapters discuss additional case
processing that take place on other pages in the Case component.

Case Management Activities
Depending on the display template, the Case page can be divided into the following sections:
» Partner Information

» Customer Information*

* Problem*

» Case Information*

» Actions*

* Add a Note

* Incident Address

» Dispute Information

» Complaint Details

Note. Sections marked with an asterisk (*) are delivered enabled out of the box. The display
template controls the visibility of the other sections.

See Chapter 9, “Processing Cases,” page 139.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

Partner Section Information

Partner section options appear on the display templates only if PeopleSoft Enterprise Partner Relationship
Management isinstalled. To display the options on the case page, you must select the desired options from
the Partner section. You can elect to display the options grouped in a section of the case page or as separate
fields (such as Partner and Partner Contact) on the Case information (Main sub-page) of the case page.

If you have purchased PeopleSoft Enterprise PRM for Service, the display template contains partner section
and field options, which are delivered disabled. There are two display layout options: on the Case Information
section or as its own “Partner” section on the case page. There is no benefit to using both layout options.

Customer Information

In the Support application, the case’'s Customer Information section contains Customer fields; the
same section for a HelpDesk or HR HelpDesk case contains Employee fields.

Consider the following when using the Customer Information section:

* |f you are searching for a company, you can enter a partial value of the company’s name and click the
Search button. The system returns alist of companies that begin with the value you entered in the
Company field. If there is only one company that matches your search, a page with al of the contacts
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for that particular company appears. When creating a case for a company, you must identify a contact
person. A contact person is optional if you are creating a case for a consumer.

* If you are searching for a consumer, you can enter a partial value in either the First Name or Last Name
fields and click the Search button. Do not enter anything in the Company field.

* |f you want to edit a contact’s contact method, click the Edit hyperlink to launch the
Contact Detail page. This page lists the contact information for the selected contact. Only
address information is listed for HR Helpdesk cases.

» The display of Customer search fields and some of the display fields are controlled
by the Business Object Search.

See PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Setting Up Business
Object Search and Quick Create,” Understanding BO Search and Quick Create Setup.

The Customer Section is grouped using an “Expandable Group Box” layout. Use the display
template to control which fields are displayed in which section.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

Problem Section
This section consists of two fields: the Problem Summary and the Problem Descriptionfields.
The Problem Summary field is required.

The system can be configured so that values for the Problem Summary and Description fields can be entered
by default on the Case page when the user selects a quick code. If a Problem Summary is aready entered
on an existing case, a quick code will not overwrite the Problem Summary and Description.

Case Information Section

The fields on the Case Information section are grouped using the configurable “Embedded Tabs’
section layout—by default, the Main and More tabs. Use the display template to determine the
number of tabs, their labels, and the fields to be displayed on them.

In this section, you can:

» Secure a case.
» Enable the creation of a case with an anonymous caller.
» Enable the creation of a case that specifies a site as the “customer” rather than a person or company.

This capability is useful for service calls that must be specified by location rather
than by a contact name or billing entity.

* Display the business unit associated with the case.
» Select a quick code.

You can configure a quick code to populate other fields.
» Categorize a case.

Note. The Category, Specialty Type, and Detail fields can affect the way in which the
system assigns provider groups and agents to the case.

» Assign a case.
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There are many ways to assign a case. You can configure the system to automatically
suggest a provider group and/or agent.

» Associate and describe a product for which support is extended.

You can record its placement within a product hierarchy, serial number, where it was
purchased, and whether it is installed.

* Record asset information.
Track company equipment with identification numbers, and whether it is installed.
» Track the reported problem.

You can prioritize and categorize it by type and severity, create and assign error codes and
messages to attach to it, and record the response and outcome.

* Perform an entitlement search.

PeopleSoft call center applications enables you to set up agreements and warranties that govern
and track customers' and employees’ entitlement to support.

« Authorize a credit card.

Actions Section

The link categories that you or your implementation team set up during installation appear in the Actions
section on the main Case and Summary pages. You can link to pages such as those in the Human
Resources database (used in HR Helpdesk), or you can link to Related Actions.

By using the Active Analytics Framework or by selecting a quick code, you can configure your system
to automatically suggest an action. If you manually select an action, you can do so from the Actions
section, or you can access the Related Action page on the Case component.

Only those link categories and definitions that are associated to a link group —which is
associated to a display template—appear in the Actions section.

See Chapter 5, “Setting Up Links to PeopleSoft HRMS Pages and Related Actions,”
Viewing and Modifying Link Groups , page 70.

Add a Notes Section

Delivered hidden, the Add a Notes section allows you to provide agents with a note field right
on the main case page, saving them the time and extra steps of clicking to display the Notes
and Attachment or Summary pages. In addition, agents can edit an existing note. However,
agents must use the Notes and Attachments tab for attachments.

See Chapter 9, “Processing Cases,” Adding Notes and Attachments, page 143.

Incident Address Section

This section is delivered hidden. If you want the Incident Address section visible,
modify the display template to enable this section.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

In the Incident Address group box, you record information about the location of the incident.
In this group box, you can:

» Enter either a street address or the intersection for the incident.
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If the system is integrated with Environmental Systems Research Institute (ESRI) software
to generate maps, the address must include at least the Address 1 field and the zip code.
Location by intersection requires two cross streets.

» Describe additional information about the location using free-form text.

Dispute Information

If you have purchased the PeopleSoft CRM Communications solution, you can enable the display of
information, fields, and action links specific to the recording of complaint calls concerning telecom services:

» A dispute information section, offering a selection of fields and details specific to
handling billing disputes, for example:

- Bill date and period.

- Adjustment type and amount.

- Reason for the dispute.
* A communications-specific case search definition.
* A set of industry-specific action links.

Actions are:

- Create RMA (return materials agreements)

- Create Workflow

- Defect — Create New

- Defect — Relate

- Sdles Lead

- Sadles Order

- Service Order

When enabled, the Dispute Information section appears when the Case Type is Bill Dispute, which
is an option available only in the telecommunications solution.

Complaint Information

Although not exclusive of al other call center applications, he Complaint Information section is
designed for support response in the insurance and financial services environment:

» A Complaint Details section, offering a selection of specific fields and details, for example:

A description of the cause.

Reimbursement information.

Communications records.

Personnel involved.
- Checkboxes for followup actions.

* An industry-specific case search definition.

* An set of action links for insurance and financial product support.
Action links are Create Workflow and Sales Lead.
Actions are:
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Create Workflow
Defect — Create New
Defect — Relate

- Sales Lead

- Sales Order

Service Order

Create RMA (return materials agreements)

Chapter 8

To specify the display of complaint information, select Complaint for the Case Type on the case. Make
sure that the section is enabled on the Case display template General Options section.

See Also

Chapter 5, “ Setting Up Links to PeopleSoft HRM S Pages and Related Actions,” Link Definitions, page 53

Quick Code

You can use quick codes to populate the following fields on the Case page:

Summary
Description
Status

Priority

Impact

Severity

Provider Group
Assigned To
Case Type
Category

Type

Detail

Error Code

Error Message
Interested Parties
Notes

Product ID
Search Solution Keyword
Suggested Action
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Case Information Security

You can control the visibility of the Secured check box by using a display template. When an agent determines
that acaseissensitive, he or she can sel ect the Secured check box in the Case Information section of thetemplate
to specify that the case should be viewed only by individuals associated with the provider group on the case.

When a case is marked secured, the agent must specify a provider group before the case can be
saved. Once the agent secures the casg, it is associated with the provider group. Only agents
belonging to the provider group can access the case. If the agent who created the case is not a
member of the provider group, the agent cannot access the secured case.

Note. Security isimplemented on specific pages throughout the system. If your organization modifies the
system to show case summary information on additional pages, you must secure the information appropriately.

The word Secured is substituted for the case summary on the following pages.

e Case Search.

Secured appears in the Problem Summary field of the search results grid both when accessing
a case and when searching for a case to relate to another case.

Note. The other fields in the search results grid display actual case data; therefore, agents can view
the case status or the assigned agent without accessing the case. This limited visibility enables
even non-authorized agents to provide limited support when callers inquire about a secure case.
The link to access the case, however, is disabled for unauthorized users.

» 360-Degree View for authorized and unauthorized cases.

There are two case nodes in the 360-Degree View page for PeopleSoft HelpDesk for Human
Resources; one for cases that cannot be accesses, and one for those that can.

Secured appears if the Case node in the action tree is configured to show the case summary.
You can aso configure the unauthorized node to show the summary of the secured case.
PeopleSoft, however, delivers this node without that information.

* Related Cases.
» Solution - Related Actions.
» Solution Advisor.
Secured appears in the search results grid.
» Worklist.
Secured appears if the agent is not in the provider group.
» Email notifications (automated and manual).

To prevent unauthorized individuals from receiving email on secured cases, create a role query.
PeopleSoft Workflow uses role queries to determine which users should receive work items. The
summary, however, does not change for email notifications regarding secured cases.

See PeopleSoft Workflow
See PeopleSoft Query
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Note. When an agent prompts for cases, the system displays only those cases that the agent
is authorized to access. In order to access a secured case, the agent must be a member
of the provider group associated with the case.

Configuration Issues for Secured Cases

To avoid sending out information about secured cases when you are setting up Active Analytics
Framework (AAF), business projects, workflow actions, and email templates, you can use the
SECURE_CASE_FLG field in the RC_CASE record to define record field conditions.

For example, suppose that you wanted to suppress secured cases from being viewed by unauthorized
users. You could define an event to perform a check for avalue equal to N on the SECURE_CASE FLG
field before displaying or distributing case information.

Case Assignments

You can assign a case to any worker (except future-dated workers). The worker to whom a caseisassigned is
considered the case owner, even if other agents or specialists are helping the assignee.

You can also assign cases to provider groups rather than to individual agents. Provider groups are pools of
agents with something in common, like agents who support a certain product or work at a particular call center.

You can assign cases by:

 Entering the provider group or agent name manually.
* Invoking the assignment engine, which suggests an assignee.

The assignment engine attempts to match the person or provider group with all of the competencies
associated with the case category, type, or detail, whichever is the appropriate level for the case.

Additionally, because you can associate competencies with problem types, the assignment engine attempts
to match the person or provider group with the competencies listed for the problem as well.

You can set up the assignment engine to assign cases to provider groups according to the
competencies associated with problem types and then assign cases to agents according to the
competencies associated with category, type, and detail.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting
Up and Performing Assignment Searches’.

Note. Based on how you configure the system, the assignment engine will also uses
product, customer, region, and location information.

» Entering a quick code.
You can enter a quick code that is associated with a default assignee (either a provider group or an agent).
» Having the system assign the case at save time.

auto-assignment options that are configured in the Call Center BU (call center business unit) component
occur only if you have not already assigned the case. If you use Active Analytics Framework (AAF) to
assign the case, the event definitions determine the conditions under which the assignment occurs.

Assignment Notifications

PeopleSoft delivers call center workflow to send notifications when a case is assigned or reassigned.
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If you assign cases to provider groups (without specifying an agent within the group), you can use PeopleSoft’'s
Active Analytics Framework to send an assignment notification to the provider group’s worklist. Usually,
the worklist monitor assigns the worklist item, the case, or both to an individual.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” Defining
Call Center Business Units, page 12

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up and Maintaining
Provider Groups and Group Members,” Understanding Provider Groups and Group Members

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
and Performing Assignment Searches’

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”

Case Closure

TheCase Status field on the Case page shows where the case isin its life cycle. You close a
case by selecting the appropriate status in the Case Status field.

Case status values vary by implementation, but all case statuses fall into one of these categories.
* Open

* Closed

* On Hold

» Canceled

These processing rules are based on the case status categories:

* Your business unit settings determine whether you can reopen canceled or closed cases.

You can aso set up the Call Center BU - Case Defaults page to change the status automatically
when an agent obtains a successful resolution.

See Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9.

* When you close a case, the current date and time are entered in the Closed Date field; if
you reopen the case, the Closed Date field is cleared.

* |f acaseisassociated with a solvable action, you can close the case by selecting the action.

» Unlessacase is associated with a business project, cases must be resolved or a solvable action applied
before they can be closed. You cannot reopen the resolution unless you aso reopen the case.

When cascading statuses through related cases, these rules also apply:
» Changing the parent case’s status changes the status of all child cases unless:
- The child case is associated with an open service order.
- The child caseisin aclosed or canceled status that is not the same as the parent’s original status.
* You can close a case using more than one resolution.
» Closing aparent case cascadesthe successful solution to the child casesthat are associated with the parent case.
» Reopening a parent case changes the successful solutions in the child cases to failed solutions.
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» When a case is closed, it becomes read-only except for the Case Notes and Resolution Status fields. This

flexibility accommodates instances where multiple resolutions can close a case for that business unit.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Using Solutions,”
Understanding Case, Service Order, and Defect Resolution

Case Toolbar Functions

The toolbar at the top of all of the pages in the Case component provides access to several common activities.

The toolbar is configurable; these activities are available only if the toolbar is active.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Configuring Toolbars’.

PeopleSoft delivers configurable toolbar definitions—there is one for each application.

Common Call Center Toolbar Buttons
The configurable toolbar in all call center applications contains these buttons:
Spell Check

» Launch 360-Degree View

» Send Notification

* Send Email

» Time Entry

* Return to Search

* Previousin Ligt

* Next in Search

* Add a New Case

* Find an Existing Case

* Clone Case

* Correspondence Management

Additional Toolbar Buttons for PeopleSoft Support

In addition to the common buttons , the toolbar for PeopleSoft Support contains these additional buttons:
» Upsell Opportunity Alert

* Order Capture

* Map Dashboard

» CTI Dider

Additional Toolbar Buttons for PeopleSoft HelpDesk

In addition to the common buttons , the toolbar for HelpDesk contains these additiona buttons:

» Asset Discovery
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Provided the system and data integration has been accomplished, this button launches a third-party asset
management application, in the process passing the desired asset information to the application for reporting.

Launch from
- 360-degree view of an employee.
- Case toolbar.
* Remote Control
The Remote Control button launches a third-party “remote control” processthat allows an IT agent to:
- Remotely query for data from an installed product or asset
- Run a process to remotely take control of an employee's computer in order to resolve a problem.
You can create Installed Product records for newly identified assets for an employee using this EIP.

See Chapter 8, “Managing Cases,” Integrating with Third-Party Asset Management Applications, page 137.

Notifications

The Case toolbar includes two buttons that provide convenient access to case-related
communication and worklist tasks.

* Notification—Launches the Send Notification page.
» Email—L aunches the Outbound Email page.
Time Tracking

When you create a new case, the system creates a time record for the case. For the system to
do this, you must first set up autonumbering for time records.

Important! Because the system creates atime record for every case, you must set up autonumbering
for time records even if you don’t track the time that you spend working on cases.

To track the time that you spend working on a case, click the Track Time button in the
case toolbar to access the Manage Time page.

Use the Manage Time page to record the start and end times for each block of time that you work on the case.
Unless the case is resolved during the first call, there will be separate time records for the different blocks of
time spent working on the case. Every person who works on a case needs to record time separately.

The time entry record is created the first time that the case is saved in the agent-facing component.

For cases created elsewhere (for example, cases created in self-service, through cloning, or through
related case functionality), the system does not create the time record until the case is accessed and
saved in the agent-facing component. If auser clicks the Track Time button for a case that does not
yet have a time record, the system prompts the user to save the case first.

When you add a new row to the time record, the system enters the name of currently assigned agent into that
row. If your name does not appear as the currently assigned agent, change this to your own name.

The system enters the current date and time as the start time. These default values are helpful for
agents who create the time record when they start working on a case and then return to the time
record later to enter the end time. If you create the record at the end of a block of time when
you've worked on the case, you must override the default start time.
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Upsell Opportunities
This functionality is available only in PeopleSoft Support.

If a caller reports a problem with an old or superseded product, you might want to recommend that the
caller upgrade to a newer product. A flashing button, which appears on the toolbar on the Case page, aerts
agents to a potential upsell opportunity. The flashing button is triggered based on conditions set up in

the Active Analytics Framework. For example, you can trigger the upsell toolbar button to flash when a
customer is identified, or when a product is selected and the case a has a specified priority. If PeopleSoft
Enterprise Advisor has been installed, it is used to recommend a product to upsell. If Advisor is not installed,
a branch script is used. Branch scripts are associated with specific products. Clicking the button launches
either Advisor or a branch script and adds it to the list of Related Actions for the Case.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working
with Active Analytics Framework,” Configuring Case Upsell Actions.

From the Actions section on the Case page or from the Related Actions page, you can transfer directly to the
Order Capture page. Whenever possible, the system maps branch script answers to corresponding fields on
the Order Capture page. This mapping is accomplished using variables associated with the Branch Script.
For example, the system maps the Product field (if it appears) to the Order Capture page.

Background Processing

This section discusses case processing that is transparent to the end user.

Active Analytics Framework (AAF)

PeopleSoft Active Analytics Framework is a suite of tools comprising a closed-1oop decision-making system
where specific business issues can be addressed. Applications can respond when certain conditions are met
and certain actions are recommended. Actionsinclude, giving a priority service or a better discount for
high-value customers; identification of fraudulent transactions; and displaying alerts and warning messages.

At runtime, applications send requests to the AAF decision engine to evaluate all of the policies pertaining to a
trigger point. For policies whose conditions are evaluated to true, their associated actions are invoked.

Your organization can set up Active Analytics Framework (AAF) to trigger various actions under
specified conditions. Active Analytics Framework (AAF) can perform several actions that are
transparent to the person who triggers the action. AAF can:

» Send general-purpose notifications.
» Send notifications related to entitlements.

Agreement lines provide customers with specific entitlements such as guaranteed response times and
recovery times. Each entitlement can be associated with a workflow rule that sends a notification at
predetermined time. Typically, the notification informs you of the impending deadline.

» Track consumption of prepaid cases under an agreement line that covers a specific
number of prepaid cases (PeopleSoft Support only).

e Cascade the case status and resolution information to child cases.

Active Analytics Framework (AAF) also triggers actions whose effects are visible
in the case where they are triggered:

» Suggest an action.
* Display alert messages and cross-sell and up-sell notifications.
» Recommend a solution, or a product in an up sell or cross-sell.
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» Log entries in the Events tab of the Case History page.

» Log entriesin the Events tab of the Product History page of an installed product, service, or asset.
* Log entries in the Events tab of the Change Request History page.

* Instantiate a business project.

» Update information on a case page.

» Display a new page from alink (Not available for self-service cases.)

» Display the Upsell button in the toolbar.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”.

Capturing Interactions

Interactions are records of communication between you and your customers. Interactions
can be related to transactional objects such as cases, service orders, and so forth. The
related transactions are considered subinteractions.

You don’t need to set up workflow to capture interactions; the system captures them
automatically based on certain actions that you perform.

The system records inbound interactions for a case when:

* You create or access a case from the 360-Degree View page.
* You create or access a case through the CTI system.
» A customer or employee uses self-service pages to access, update, or add a case.

The system records outbound interactions for a case when:

* You create correspondence for a case.

Note. When an email is sent from a case to an employeg, it creates an interaction only if the
employee is the customer, contact, or alternate contact for the case.

* You create notifications for a case.

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working with
Active Analytics Framework,” Understanding Active Analytics Framework

Accessing Existing Cases

This section discusses how to access existing cases:
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Pages Used to Access Existing Cases

Chapter 8

Page Name

Object Name

Navigation

Usage

Case Search

RC_CASE_SEARCH_UPD

» Support, Search Cases
» HelpDesk, Search Cases

* HR HelpDesk, Search
Cases

Access existing cases.

Relate Existing Case -
Search page

RC_CASE_SEARCH_SEC

HelpDesk, Search Cases

Click the Relate an Existing
Case button on the Related
Casespage.

Select acaseto relateto the
current case. The system
displaysthe Relate Existing
Case - Search page.

Note. With the exception of
PeopleSoft HelpDesk, this
pageisdelivered hidden.

If you want to relate cases
to other cases, modify the
display template to enable

this page.

Accessing Existing Cases
Access the Case Search page.

= Search

Use Saved Searchl

Zearch Clear

*Business Unit
Case

Customer Ref. #
PIN

SIN

Partner Company
Partner Contact
Customer
Contact
Customer Phone
Customer Extension
Customer Email
Contact Phone

Contact Extension

Basic Search

=

= 5|

= *

Ihegins with -I

= -

= -

= *

= *

PLPLPLPLPLPLPLPLL P
e i i i

E Save Search Criteriaﬁ[ Delete Saved Search "\Q Personalize Search

Case Search page (1 of 2)
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Contact Phone I = ;I a
Contact Extension m Q
Contact Email |= - a
Case Status|™ ;I | ;I
Summary m
Case Type |~ ;I ;I
Case Severity | = ;I ;I
Case Priority | T ;I ;I
Source | = ;l ;I
Product|= - a
Problem Type | = =] | =]
Provider Group | = - a
Assigned To Iﬁ a
Date Created Iﬁ E‘:I
Date Closed Iﬁ [
Search Clear Basic Search B csve search criteria I Delete saved search _\O‘ Personalize Search

Case Search page (2 of 2)

General Information on Searching for Existing Cases

If the case is secured, the message Secured appears instead of the problem summary. This message
comes from the message catalog, so that you can easily modify the text.

If you are using the Secure Case functionality, you must first establish a person ID on the User Profiles

— ID page (select PeopleTools, Security, User Profiles, User Profiles, ID) for each user and then associate

the person 1D with an employee ID in the Worker component (sel ect Workforce, Worker, Add Worker). The
system uses the person ID to determine whether the user isin the provider group assigned to a secure case. If a
user does not have a person ID when they try to access a case, the system displays an error message.

Most search criteria fields correspond to fields on the Case page. However, on the Case page, you
must enter valid values, whereas on the Case Search page, you can enter part of the whole value in
most fields (depending on what operators are set for a given search field).

Note. The information that is available for searching on the Case Search page is conditional, based on
the template that you or your implementation team have assigned to the business unit.

There are a few exceptions:

* You must enter a complete value in these fields. Case (case number), Business Unit, and
National 1D (PeopleSoft HelpDesk for Human Resources only).

* You can enter partial values in the Customer and Contact fields, but only after you click the lookup
button associated with the field. The system displays the appropriate lookup page, where you can
search for and select a customer or contact before attempting the search again.

Basic and Advanced Searches

You can use basic search to perform searches using the most commonly used search fields.
Advanced search provides users with a list of less commonly used search fields in addition to
the more commonly used search fields available in basic search.
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Users can perform Boolean searches using field-level search criteria. The system administrator defines
the operators that appear on the Configurable Search Setup page. Users can further refine the list of
operators for each field if they are granted permission to personalize their search settings.

The system displays a list of the searchable fields. For each field, you can enter a
search operator and the search text.

This table lists the search operators that are available for field-level searching. The operators that
appear depend on whether the field being searched is a string or a number.

Operator Description
< Thefield valueislessthan the value that you enter.
<= Thefield valueislessthan or equal to the value that you enter.
> Thefield valueis greater than the value that you enter.
>= Thefield valueisgreater than or equal to the value that you enter.

= Thefield valueisequal to the valuethat you enter.

beginswith Thefield value matches thefirst characters of the value that you enter.

between Thefield valueis between the two valuesthat you enter. You must enter two
values. For example, suppose that you select BETWEEN and enter 100 and 200,
the search returns valuesfrom 100 to 200, inclusive.

in You enter acomma-delimited series of values, and the system findsfield values
that match any one of the values that you entered.

ishlank Thefield valuethat you are asking the system to search is blank.

not Thefield valueis not equal to the valuethat you enter.

Note. PeopleSoft does not deliver the contains operator because it may cause performance problems.
To add it to the list of available operators, use the Configurable Search Setup page.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Configuring Search Pages,” Configuring Searches.

Searches

Depending on how your implementation team configures the search pages for your system,
you may not be able to view all of these fields.
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Note. If you do not see afield for which you want to perform a search on the basic search page, click the
Advanced Search link. If the field that you are looking for does not appear, click the Personalize Search
link. The system displays the Personalize Search Settings page (if the system administrator has made this
page available to you). You can use this page to select additional fields to display on the search page.

If you still do not see the field that you are looking for, contact your system administrator.

Use Saved Search
Basic Search

Advanced Search

Save Search Criteria

Delete Saved Search

Per sonalize Search

Provides access to all saved searches.

Click to display a condensed list of fields from which you can search or add
new cases. Basic search displays the most commonly used search fields
only. These fields include, for example,Company, Contact, Site.

Click to display an expanded list of fields from which you can
search or add new cases.

Click to save the current search criteria as a saved search (either as a new
saved search or as a modification to an existing saved search). Then enter the
name of the saved search in the Save Search Asfield and click Save Search.

Click to delete a saved search. Then select the name of the search
that you want to delete and click Delete.

Click to configure the search page to your own personal preferences.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “ Configuring Search Pages,” Personalizing the Search Page.

Search Criteria Fields for PeopleSoft Support, HelpDesk, and
HelpDesk for Human Resources

Business Unit

Enter a business unit. Your user preferences determine the default business
unit that appears when you open the Case Search page. Thisfield is required
when you add new cases and when you search for existing cases. The

only exception is that you do not have to enter a business unit if you

enter the case ID when searching for an existing case.

Note. To perform a search, the system requires you to enter a business unit
and one additional field. If you enter the business unit only, you receive a
message instructing you to enter additional search criteria

When you create a new PeopleSoft Support case, the business unit
controls which customers are included in the search domain. Customers
are associated with setlDs; you can access those customersin the setlD
that are associated with the case’s business unit only.

When you create a new PeopleSoft HelpDesk and HelpDesk for Human
Resources case, the business unit that you specify on the Case Search page
does not limit which employees are included in the search domain.

Search Criteria Fields for PeopleSoft Support Only

PIN (personal identification

number)
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SIN (site identification Enter a SIN to identify a customer, a site, and an agreement.
number)
Customer Enter a customer name. The system searches against al contacts

associated with the customer, even if you provide support under an
agreement that specifies named callers. Once you're on the Case
page, however, you can access the agreement line and verify whether
the contact is allowed to report cases.

Contact Enter the name of a contact, who acts as a representative for the company,
regardless of whether that person is associated with the case in question.

Search Criteria Fields Specific to PeopleSoft HelpDesk and
HelpDesk for Human Resources

Name Enter the name of aworker or employee who is experiencing the problem.

Department, Location, and  Enter a department, location or physical location in the search, if
Physical L ocation applicable. The Case search page does not limit values for these fields
based on the name or employee ID that you enter.

Search Criteria Field Specific PeopleSoft HelpDesk for Human Resources

National 1D Enter the national 1D of an employee. If the employee has both the national
ID and socia security number (SSN), the system performs a search on the
one that is set as primary. On the Case page, the system changes the |abel
to the ID that is set as primary; either National ID or SSN.

Search Commands

Search Click this button (or press ALT + S) to perform a search. The system searches
for al possible matches and displays the results in the Search Results grid.

Clear Click thisbutton (or pressALT + C) to clear datafrom the search criteriafields.

Search Results

After you perform asearch, the system completes the Search Results grid. Click any entry in the grid to navigate
to the Case page. If you're adding a new case, the system enters the caller information on the Case page.

The fields in the results grid correspond to the search criteria fields. The fields that appear
depend on your search criteria. For example, if you searched based on phone number or email
address, the Search Results grid displays that information.

Create Anonymous Case Click to create an anonymous case. The system enters Anonymous
as the Contact Name in the Search Results grid. Click the
contact name to add a new case.

Search Strategies
Here are some search tips.

* You can enter partial values in any field except Case, Business Unit, and National ID.

For example, if you select begins with as the operator and then enter Smi in the Name field, the
search results include alist of all people whose last names start with Smi.
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* You can enter the least amount of data that is needed to limit the search results.

Entering extra information is time-consuming and increases the likelihood of a typographical
error that prevents the system from finding any information.

For example, if caller Larry Green provides his name, you can perform a search using that
information without asking for his phone number or email address. If there are multiple Larry
Greens, you can select one of the Larry Greens from the search results.

» A case number uniquely identifies a case; searching for existing cases by case number
displays the Case page (this involves the fewest keystrokes).

e The search is not case-sensitive.
See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up PeopleSoft
Customer Relationship Management Security and User Preferences’

Managing Basic Case Information
This section discusses how to:

e Perform toolbar functions.
* Record Customer information.
» Enter product and problem information.

Verify entitlement (PeopleSoft Support only).
» Assign a case.

Note. The information that is available on the Case page is conditional and is based on the template
that you or your implementation team have assigned to the business unit.

Pages Used to Manage Basic Case Information

Page Name Object Name Navigation Usage
Support Case RC_CASE » Support, Create aCase, Add and manage PeopleSoft
Case Support cases. Usethis
. pageto perform case
guaggort, Search Cases, management tasks such as

reviewing identifying
information, performing
toolbar functions, tracking
customer information,
entering problem details,
verifying customer
entitlements, assigning as
well asresolving cases.
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Page Name

Object Name

Navigation

Usage

HelpDesk Case

RC_CASE

* HelpDesk, Createa
Casg, Case

» HelpDesk, Search Cases,
Case

Add and manage PeopleSoft
HelpDesk cases. Usethis
pageto perform case
management tasks such as
reviewing identifying
information, performing
toolbar functions, tracking
employeeinformation,
entering problem details,
assigning aswell as
resolving cases.

PeopleSoft HelpDesk for
Human Resources Case

RC_CASE

* HR HelpDesk, Create
aCase, Case

* HR HelpDesk, Create
aCase, Case

Add and manage PeopleSoft
HelpDesk for Human
Resources cases. Use

this pageto perform case
management tasks such as
reviewing identifying
information, performing
toolbar functions, tracking
employeeinformation,
entering problem details,
assigning cases, resolving
cases aswell asperforming
and tracking actionstakenin
the human resources system.

Manage Time

RF_TIME

& Click the Time Entry
button on the Case page (or
any page with the case
toolbar).

Select Timefrom thecall
center application menu.

Support, Time, Time Entry

Track time spent working
onacase.

Send Notification

RC_ADHOC_EMAIL

E or & Click the Send
Notification button or Set
Reminder button on the Case
page (or any page with the
casetoolbar).

Send amanual notification.

Note. If you have purchased
PeopleSoft ERMS, you can
use the Outbound Email
button on the tool bar.

Note. If thereareno
interested parties defined for
acase, and you select the
Interested Parties check box
on the Send Notification
page, awarning will appear
that statesthere areno
Interested Parties associ ated
with thiscase.

120
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Page Name

Object Name

o Navigation

Usage

Hierarchy

Installed Product Viewable

RF_INSTPROD_VH_SEC

- Click theView
Product Hierarchy button on
the Informati onsection on
the Case page.

View theinstalled products
that meet the criteria
available on the Case page.
For theinstalled products
that the system returns, the
page displays parent, child,
and sibling relationshipsto
other installed products.

Entitlement Match

RF_ENTL_LIST SEC

Select Agreement orWarranty |
Click the Select Agreement or|
Warranty button on the Case
page.

Select from alist of
warranties or agreement
linesthat may cover the case.

Entitlement Details

RF_VIEW_ENTL_SEC

Click the available warranty
or agreement linelink on
the Case page.

View the entitlements
associated withacase. This
link isavailable after an
agreement line or awarranty
has been selected.

Provider Group Summary

RF_ASSIGN_PG_SEC

T

& Click the Suggest a
Provider Group button on
the Case page.

Select aprovider group from
the search result that can be
assigned to the case. Groups
areranked by their fit score,
an evaluation of how well
each group matched the
criteriaon the case.

Candidate Summary

RF_ASSIGN_LIST_SEC

?
i Click the Suggest an
Agent button on the Case

page.

Select aworker from the
search result that can be
assigned to the case.
Candidates are ranked by
their fit score, an evaluation
of how well each candidate
matched the criteriaon

the case.

Reviewing ldentification Information
Access the Case page in PeopleSoft Support, HelpDesk, and HelpDesk for Human Resources.

Performing Toolbar Functions

Access the Case page in PeopleSoft Support, HelpDesk or HelpDesk for Human Resources.

The toolbar at the top of the Case page and all pages in the Case component includes a row with
buttons and a time zone control. The toolbar configuration controls which buttons appear. As
delivered, the button row in the toolbar displays the these page elements:

360

Click the Launch 360-Degree View button to view employee, consumer,
or representative details and perform transactions.

Employee details appear for PeopleSoft HelpDesk cases only. Consumer or
representative detail s appear for PeopleSoft Support cases only.
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The system records interactions and subinteractions in the Interaction Tree on
the 360-Degree View page. Interactions also appear on the Case History page.

=] Click the button to access the Send Notification page, where you
can send an email or worklist notification with a text message and
alink to the current case. The system prompts you to save the case
before you access the Send Notification page.

Note. Notifications are also tracked as interactions.

o Click the Email button to access the Outbound Email page, in
which you can generate a response to the case, forward its details
to other recipients, or access the worklist.

@ Click the Time Entry button to access the Manage Time page, where you
can track the time that you spent working on the case. You are prompted
to save the case before you access the Manage Time page. This button
appears only after the case has been saved for the first time.

E Click the Return to Search button to access the Case Search page
in Update an Existing Case mode.
= 1= Click the Previousin List and Next in List buttons to navigate to the next or
=and = previous case that appears in your search results on the Case Search page.
E' Click the Add a New Case button to access the Case Search

page in Add a New Case mode.

Click the Update a Case button to access the Case Search page
in Find an Existing Case mode.

Note. The Configurable Search Setup pages determine what result set
(if any) appears when you click the Update Case button.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “ Configuring Search Pages,” Configuring Searches.

ﬁ Click the Clone Case button to create a new case with the same caller
information and problem information as the existing case. The system
creates the new case and displays a message providing the new case
number. After you click OK in the message dialog box, the system
displays the new case in a new browser window.

Agreements, warranties, solutions, notes and attachments, case history, related
cases, related actions, and interested parties are not copied to the new case, and
the Resolved by First Contact check box is aways clear in the new case.

| Click the Order Capture button to access the Entry Form page in the
Order Capture component. The system populates the customer and
product data on the Entry Form page automatically.

m Click the Upsall button to run the upsell script. It appears only if
an upsell script is associated with the product and if other business
unit-specific upsell criteria are met.

The upsell functionality is specific to PeopleSoft Support.

122 PeopleSoft Proprietary and Confidential



Chapter 8

B
=8
History

Current user time

Time zone

See Also

Managing Cases

Click the Create Correspondence button to access the Create Correspondence
page and draft emails and add attachments to your correspondence.

Select avalue and click the green arrow to return to the selected page. It appears
if you accessthe Case page through another page besides the Case Search page.

Displays the time that you opened the component. This field is
informational only; it is not saved with the case.

Select the time zone in which to display the times on the page. Values are:
My Time Zone: The current user’s local time zone.

Customer (PeopleSoft Support only): The time zone that is
associated with the caller.

Employee (PeopleSoft HelpDesk and HelpDesk for Human Resources
only): The time zone that is associated with the caller.

Assigned: The time zone of the agent who is currently assigned to the case.

Previously Assigned: The time zone of the agent who was
previously assigned to the case.

Chapter 9, “Processing Cases,” Reviewing Case History, page 144

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Sending Manual Notifications”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Configuring Toolbars’

Recording Partner Information

Access the Partner section on the Case page. Depending on the display template, this section may be hidden.
Modify the display template if you want the Partner Information section visible on the Case page. If you have
purchased PeopleSoft Enterprise PRM for Service, the display template contains partner section and field
options, which are delivered disabled. There are two display layout options. on the Case Information section
or asitsown “Partner” section on the case page. Thereis no benefit to using both layout options.
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Case 05/28/2004 Z;06:00PM POT [My Time Zone =l
Save |@ Spell Check| 360 360-Degree View | =] Motification | @' Time Entr\,r| & .D.I:II:I| Update| > Personalize
Case ID Mew Status Open - New Case
Customer BJ's Appliance Center Contact Barry Conrad
Summary Contact Method 001-555/223-1002
Open Cases 0 Customer ¥Yalue Goldiririsis
N Solution Summary Motes Case History Related Actions
Partner Information Case Information
. More
Partner Company |Zool Solutions a = =
- ql.‘_‘ Quick Eudel ;I
Partner Contact|Gina Hernandez 5
Case Type | Question or Problem ;l
Customer Information *Gtatus I Open - Mew Case ;I
Company Bl's Appliance Center Provider Group 1=
Contact Barry Conrad am Assigned To [Stu Marx QR
site Q o
Product A ==
Contact Method 001-555/223-1002 Edit
. Description
[» show Details
Problem Typel ;I
Q search Again Serial Number O\ﬂ
Installed Mo
Partner Information section on the Case page
Partner Company Displays the partnerwho is related to the case.
Partner Contact Displays the contact person for this case.

Note. The contact must have a currently active relationship
with the company to be valid.

See PeopleSoft Enterprise Partner Relationship Management 8.9 PeopleBook.

Recording Customer Information

Access the Customer/Employee section on the Case page in PeopleSoft Support, HelpDesk,
and HelpDesk for Human Resources.

Customer Information

In PeopleSoft Support cases, this group box displays information about the customer who reported the
problem. In HelpDesk and HelpDesk for Human Resources cases, this box displays employee information.

Select the Show Details hyperlink to see more information on the customer.
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Customer Information

Company MMa& Property Managerment Group

Contact Fred Albright Q
Site QL
Contact Method 651/785-6657(2339) Edit
Hide Dietails
SIN QL
PIN Q

Region Midwest - US4

Customer Reference

2, search Again

Customer Information (Show Details) section on the Case page

Note. The visibility of fields in this section depends on the Business Object Search setup, the
display template that is used, and how you modify the display template.

Note. These fields are specific to PeopleSoft Support.

Customer Displays the customer (company or consumer) who reported the case.

Contact Displays the contact person for this case. If the customer is a company,
thisis a person acting on the company’s behalf. If the customer is a
consumer, this is someone acting on the consumer’s behalf.

Note. The contact must have a currently active relationship
with the company to be valid.

If a consumer does not have a contact, this field is blank on the Case
page. (However, the search results grid on the Case Search page shows
the consumer name in both the customer and contact columns).

Customer Reference Enter the reference number provided by the customer, if available. This
number is used for the customer’s internal tracking purposes.

SIN Displays the site identification number, which is generated for each
valid site on an agreement line when the agreement line is created. The
SIN identifies the agreement line, the site, and the customer, but not the
contact. If you enter a SIN, you cannot also enter a PIN.

When you select a SIN, the system entersthe associated sitein the Sitefield. If
the product is not valid for the SIN, the system clears the Product field.

Site Displays the customer site that is associated with the case. Initialy,
the system uses the contact’s site (for this customer) as the default
value. If thissite doesn’t exist or isn't unique, the system uses the
customer’s site (if unique) as the default value.
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Region

Employee Information

Chapter 8

The site is validated against the SIN and the installed product fields for

the case. If you select a SIN or a product, the system enters the site that is
associated with that SIN or product. If you select a site for which the current
SIN or product isinvalid, the system clearsthe SIN or product information.

Displays the region that is associated with the default address.

In PeopleSoft HelpDesk cases, the Employee Information group box displays information about the employee
who reported the problem. Because you' ve already identified the employee before you ever get to the Case page,
the system collapsesthisregion when you first open the page. To view employeeinformation, expand theregion.

Note. The visibility of fields in this section is dependent on the display template that is
used and how you modify the display template.

Note. These fields are specific to PeopleSoft HelpDesk and HelpDesk for Human Resources.

Name

National 1D

Gender

Department, L ocation, and

Physical L ocation

Alternate Contact

Contact Method

Displays the worker who is experiencing the problem.

Displays the person’s ID by which they are identified nationally. In
the United States it is the social security number. This field appearsin
PeopleSoft HelpDesk for Human Resources cases only.

Displays the person’s gender if known. This field appears in PeopleSoft
HelpDesk for Human Resources cases only.

Displays information about the worker who is experiencing the problem.

Enter an alternate contact for a case, for example, an office manager
who handles calls for other employees.

Select the Edit hyperlink to edit a contact’s contact method. A secondary page appears.

Phone Type, Phone, Email
Type, and Email

Contact Method

Contact Details

Select the phone type and email type for the contact, for example,
business or home. Based on the selected phone and email types, the
system displays the associated phone number and email address that
can be used to get in touch with the contact.

Select the preferred method for contacting the caller. Values
are Phone and Email.

Enter additional contact information in this field if the contact method
involves a phone number or an email address that is not in the system.
For example, suppose that you need to contact the caller at a hotel phone
number, you can enter the phone number here and thus avoid having to
add the hotel phone number to the caller’s permanent record.

To add a phone number or email address to the caller’s permanent
record, click the Transfer button next to the caller's name and
update the caller’s record as required.
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Additional Fields in the Customer Section

Depending on the display template, these fields may or may not be enabled. The Billing and A ccount
fields are available only for the PeopleSoft CRM solutions Contact Center for Insurance, Contact Center
for Communications, Contact Center for Energy, and Contact Center for Banking.

Alternate Contact
Billing Account
Account Name
Account Number
Account Type

Contact Details

See Also

Select an aternate contact. This option appliesto HelpDesk and HR Helpdesk.

Enter the billing account number.
Enter the billing account name.
Enter the financial account number.
Enter the financial account type.

Enter additional contact information in this field if the contact method
involves a phone number or an email address that is not in the system.
For example, suppose that you need to contact the caller at a hotel phone
number, you can enter the phone number here and thus avoid having to
add the hotel phone number to the caller’s permanent record.

To add a phone number or email address to the caller’'s permanent
record, click the Transfer button next to the caler’s name and
update the caller’s record as required.

Chapter 8, “Managing Cases,” Case Creation, page 99

Entering Case Information

Access the Case Information section on the Case page in PeopleSoft Support, HelpDesk
and HelpDesk for Human Resources.

PeopleSoft Proprietary and Confidential
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Case Information

] L More

[T Secured Ccase

Quick Eudel =]
Case Type | Technical Question =
*Statu5|0pen - Mew Case ;l
Provider Group |%ppliances Eastern Q= &4
Assigned To [Teresa Pine Q= ?ﬁ%
Product SR1015 Q&=

Description 24 in. Dishwasher 5 Cycles (St

Problem Type ;I
Serial Number|5R1015-1009 Q5

Select Agreerment or Warranty

Credit Authorization
Priority | Medium ]
seugrityllntermittent ;I

Case Information section, Main tab

Case Information

Main \
O—

Product SR1022 QA =

Description ITM Intel Pentium PC with CORW

Problem Trpel ;l
Asset Tag AST-3R1022-1002 Q=
Installed ves

Case Information section, More tab

This section contains the Case attribute fields. The fields on the Case Information section are grouped using
“Embedded Tabs” Section layout—the Main and More tabs. Use the display template to control which fields
are displayed on which tabs. Also, display templates to control the visibility of fields within the section.

Enter information about the case in the following fields.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring

Display Templates,” Configuring Display Templates for Components.
See Chapter 8, “Managing Cases,” Assigning a Case, page 133.

Quick Code Select a quick code. Depending on your business rules, the quick code you

select automatically populates other fields or suggests an action.
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Case Type

Case Subtype

Case Status

Product

Description

Problem Type

Serial Number

Installed

Select Agreement or
Warranty

PeopleSoft Proprietary and Confidential

Managing Cases

Select the case type that best describes the part of your organization that is
responsible for the problem. For example, a case can be a documentation
issue, a service request, or a possible product defect.

Select the case subtype that best describes the kind of type
selected for Case Type.

Select the overall status of the case. Use the different statuses to track the
progression of the case. Specific statuses are defined by your organization.

Select the product that requires support.

In PeopleSoft HelpDesk, this field prompts against all valid products for the
business unit, not just those that are registered to the employee on the Installed
Products page. In PeopleSoft Support, this field prompts against the products
that are registered to the customer on the Installed Products page.

Selecting a product identifies the product description, and the serial number.
When you select an installed product, the system entersthe associated sitein the
Sitefield, and if the current SIN isnot valid for the product, clearsthe SIN field.

To define anew installed product for this customer, click the Transfer
button to access the Installed Products component.

Enter a complete description of the problem that the caller is
reporting. If you do not enter a description, the system copies the
value of the Summary field into this field.

Select an aspect of the product for which a call center agent might be qualified
to resolve the problem. Thisfield isrelated to the Product field. You

must first select a product before the system displays problem type values
that you can select. If the Product field is blank, no values are available.

If you use the system’s auto-assignment feature, the assignment engine
employs the competencies associated with the problem type to help identify
the agents who are most qualified to solve the problem.

Enter the serial number of the product that requires support in PeopleSoft
Support. If you have selected a product, the system enters the seria
number for that product. If you haven't selected a product, selecting a
serial number enters both the product and the serial number.

Displays as selected in PeopleSoft Support and HelpDesk, if the
product that you select is registered to the employee, consumer, or
customer on the Installed Products page.

Click to search for warranties and agreement lines that might cover the
case. Thislink isavailable for open cases only.

Warranties are associated with products and are therefore found only in the
Support application and then only if you’ ve specified a product.

If the entitlement search returns more than one match, and if the system
displays the results on the Entitlement Match page, where you can select a
warranty or agreement line, view warranty or agreement line details, and
associate a warranty or agreement line with the case.

The system returns agreement lines as search results in entitlement searches
for either a product or an installed product. The search attempts to
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Credit Authorization

Priority

Severity

View Product Hierarchy

Business Unit

Visibility
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locate either a product or an installed product on the agreement line that
matches the product or installed product on the case.

A warranty is returned in an entitlement search only if an
installed product is supplied.

If the entitlement search finds only one valid warranty or agreement line,
the system bypasses the Entitlement Match page and displays the Detail
page for the warranty or agreement line that was found.

Once you' ve associated an agreement line with the case and saved the case,
the Search Entitlement button is no longer visible on the Support application
Case page, and the Customer, Contact, Business Unit, PIN, SIN, Site, Product,
Serial Number, and Problem Type fields can no longer be modified.

In the HelpDesk Case page, Business Unit, Employee, Product, and
Asset Tag can no longer be modified.

Note. Once the page is saved, you can’'t modify an agreement line
without special administrative-level permission.

This link initiates a search of the customer’s billing records for a flag
indicating whether to accept the customer’s payment by credit card.

Select the priority that classifies the case according to its effect on
the caller’s ability to continue operations. A problem that stops
mission-critical activities has a higher priority than a problem that has
aworkaround or that inconveniences someone.

Select the severity of the case according to its reproducibility.

Click the View Product Hierarchy button to view the installed product records
that meet the caller and product criteria already entered on the Case page. The
system displays the parent, child, and sibling relationships for the selected
installed product records on the Installed Product Viewable Hierarchy page.

In PeopleSoft Support cases, the search is based on any customer, site,
product, and serial number that have been entered.

In PeopleSoft HelpDesk cases, the search is based on any worker,
department, product, and asset tag that have been entered.

Displays the business unit that is associated with the case. Business units also
control prompting for many other fields in the case: the system displays values
that are valid for the business unit only. When you change the business unit,
the valuesin this field are those for which the appropriate vertical (support or
helpdesk) has been established. The system confirms that the these conditions
are met before the case is transferred to the business unit that you select:

» The case has no related actions or related cases.

» The current and new business units reference the same setup data (that
is, they use the same setID) for the following record groups. FS 18
(items), RB_01 (customers), RF_07 (agreements and warranties), and
RC_02 through RC_09 (case attributes and AAF).

Select the visibility of the case. The options are Internal and External.
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Resolved by Fir st Contact

Source

I mpact

Asset Tag

Installed

Summary

Category, Specialty Type,
and Details

Managing Cases

Select to indicate that the agent resolved the case on the first
contact with the customer or employee.

Select the communication channel used by the person who originally
reported the problem. For example, a person can report a case by
telephone, email, or a self-service web page.

Select a value from the dropdown that describes the impact that
the problem has to business processes.

Enter the asset tag of the installed product that requires support in PeopleSoft
HelpDesk. If you have entered a product, values are limited to asset tags

for the specified product. If you haven’t entered a product, selecting

an asset tag enters both the product and the asset tag.

Displays yes or no in PeopleSoft Support and HelpDesk, if the
product that you select is registered to the employee, consumer, or
customer on the Installed Products page.

Enter a summary of the problem that the caller is reporting. Thisfield
is required. If you do not enter a value, the system uses the first 80
characters of the Description field as the summary. This shortcut helps
you to avoid retyping the same text into two fields.

Select category, specialty type and details for the case. These are hierarchical
fields: the category value that you enter limits the specialty type values, and
the specialty type value that you enter limits the details values.

Note. These fields can be set up to drive the case assignment process.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration
Tools PeopleBook, “Configuring Toolbars’.

See Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Case
Specialty Types and Details Within Each Category, page 40.

Additional Fields in the Case Information Section

Use the display template to control the visibility of these fields. You can choose whether
these fields appear on the Main or More sub-page.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

Secured Case

Anonymous Caller

PeopleSoft Proprietary and Confidential

Select to indicate to the system that the case should only be viewed by
individuals associated with the provider group on the case.

When you mark a case as secured, you must enter a provider
group before you can save the case. Once you secure the case, it
is associated with the provider group.

Only agents belonging to the provider group can access the case. If the
agent who created the case is not a member of the provider group, the
agent will not have access to the secured case.

Select if the caller wants to remain anonymous. No personal information is
recorded, and no personal information is required to save the case.
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Site without Customer

Remote Case/l ssue | D

Purchased From
Target Close Date

Error Code and Error
M essage

See Also

Chapter 8

If the caller wantsto register, uncheck the Anonymous checkbox and search for
existing customers or use the Quick Create function to create a new customer.

Note. The Anonymous Caller option requires that an anonymous customer
or worker is already set up using the installation options.

See PeopleSoft Enterprise CRM 8.9 Business Object Management
PeopleBook, “Using Business Object Search and Quick Create Functionality,”
Creating Business Objects by Using the Quick Create Component.

Select to enable cases to be created for specific sites without a customer. This
check box is displayed after the Customer Information is selected. If you plan
to use this option, first set up an anonymous customer, since the system
assigns the anonymous customer when this option is selected.

Note that in the Peoplesoft CRM Energy call center solution, the Customer
Search returns Companies, Persons, and Sites. In this example, you can
search for Sites and determine if a customer is applicable on the case. For
other call center solutions, the Customer Search returns Companies and
Persons. Thisis configurable via BO Search setup. Also note that the
Peoplesoft CRM Energy solution allows you create a site without associating a
customer. Other solutions require a customer when creating a site.

The unique key(s) of the case in the third-party system from which the case
was passed to PeopleSoft Enterprise Call Center. This option is used to map
the case created in CRM with its counterpart stored in a third-party system.

Enter the name of the vendor from whom the customer acquired the
product or service that is referenced in the case.

Enter the date desired for the resolution of the problem.

Error codes are relevant for business units that support products that can
display error messages, products such as software or electronics. If you
enable error code processing, users can access alist of frequently used
solutions based on the error code or error message entered for the case.
Enter any error code and error message that the caller reports.

To fill in the message associated with the error code, click the Validate
button. If the error code has not been used before, the system displays
the Error Validation page. You can then use this page to search for

or create new error codes and messages.

By entering error information, you enable the Frequently Used Solutions
page to list frequently used solutions according to error. The system does
not restrict you from prompting against known errors.

Chapter 3, “Setting Up Call Center Prompt Tables,” page 29

Chapter 8, “Managing Cases,” Validating Errors Reported by Callers, page 135

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Tracking Installed Products’

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Using Business Projects’
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Assigning a Case

Access the Case page in PeopleSoft Support, HelpDesk and HelpDesk for Human Resources.
You can:

» Assign cases to either provider groups or agents.

» Assign cases manually.

» Ask the system to suggest assignees.

» Allow the system to assign the case automatically based on your business unit definition.

Provider Group Select the provider group to which you want to assign the case. For new cases,
the default provider group (if any) depends on your business unit configuration.

% Click the Suggest a Provider Group button to generate a list of
suggested provider groups on the Provider Group Summary page.
Select one of the suggested provider groups.

Assigned To Select an agent who belongs to the selected provider group. For new cases, the
default assignee depends on your business unit configuration.

You cannot select an agent without first selecting a provider group. The
only time that a case is assigned to an agent and not a provider group is
when the default assignee is the agent who created the case.

7 i?l Click the Suggest an Agent button to generate a ranked list of
qualified, available agents on the Candidate List page, where you
can select one of the suggested agents.

You must select a provider group before you can generate a candidate list.
See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” Defining
Business Rules for a Call Center Business Unit, page 15

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
and Performing Assignment Searches’

Related Actions Section

The Action Link Groups that you or your implementation team set up during installation appear in the Related
Actions group box on the Case page. You can link to Related Actions like creating a Service Order or a Defect.
In Helpdesk for Human Resources, you can link to pages in the Human Resources database.

PeopleSoft Support and HelpDesk applications offer the capability to link to pre-defined
actions from the case page. You can execute actions on the Actions section on the Case Page,
the Summary page, or the on the Related Actions page.

See Chapter 9, “Processing Cases,” Managing Related Actions, page 155.

PeopleSoft delivers a number of pre-defined actions.

» Creating a Branch Script
» Creating an RMA
» Create Workflow
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» Defect — Creat New
Defect — Relate

» Sdles Lead

Sales Order

» Service Order

» Asset Discovery

» Change Request
* Remote Control
Suggest Action

Displays a suggested action that the agent can perform. The system automatically suggests
the Action, which is driven by policies set up in AAF.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working
with Active Analytics Framework,” Configuring Case Suggested Actions.

Links

Displays the category name (for example, HRMS, Benefits, Related Actions), specific
links in that category, and a Go button.

Depending on the security established for the links that are set up as CREFs, an agent can view all links or a
subset of thelinks. If the user does not have access to any links in a category, the category does not appear.
Go Click the button after selecting alink in a category to access the

corresponding component (specified as link).

When you click Go, the system:

* Opens a new browser window with the target page (optional).

» Entersthe link’s long description in the Related Actions section.

Note. PeopleSoft includes links to Base Benefits and Benefits Administration
enrollment functionality in PeopleSoft Human Resources (Peopl eSoft
HRMS). Enrollment in medical and FSA (flexible spending accounts) plans
under the COBRA (Consolidated Omnibus Budget Reconciliation Act)
provisionsis carried out in a different manner within PeopleSoft HRMS. To
access the enrollment pages for medical and FSA plans under COBRA,

log on directly to your PeopleSoft HRM S system.

See PeopleSoft Human Resources PeopleBook
See PeopleSoft Benefits Administration PeopleBook

Status Each link action corresponds to a row in this group box.

Every time an agent accesses a link, the link usage count is increased
by one. The usage count is visible as a read-only field on the Link
Definition page. You can use this field for reporting purposes to find
out how often a particular link action is taken.
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Note. The availability of alink is specified on the Security page for
the content reference. It is your responsibility to set up security that
matches the security for the target page. If there is a mismatch, an error
appears when you attempt to access the page.

See Also
Chapter 5, “Setting Up Links to PeopleSoft HRM S Pages and Related Actions,” page 53

Chapter 5, “Setting Up Links to PeopleSoft HRMS Pages and Related Actions,”
Setting Up Content References, page 69

Validating Errors Reported by Callers

These links are delivered hidden. If you want to validate errors reported by callers,
modify the display template to enable these links.

This section provides an overview of error validation and discusses how to validate errors.

Error Message Validation

When you support products such as software or electronics that provide users with diagnostic error messages,
looking up frequently used solutions using the error message is an efficient way to resolve cases.

You record error information on the Case page. The system does not force you to select from known error
messages. Instead, you can enter whatever error information the caller provides. After you enter an error code
and move your cursor to another field, the Validate link appears next to the Error Code field.

When you enter an error code, the system goes through the following process to ensure
that there is a corresponding entry in the Error table:

1. The system checks whether the data that you entered is an unambiguous match for a single known error.
If a match is found, the system associates the case with the known error.

An unambiguous match is not necessarily an exact match. For example, suppose that the case does
not specify the error code, but has a message that is an exact match for a known message, the system
considers the match an unambiguous match. However, an error code by itself is never sufficient for an
unambiguous match, because different products might use the same code for different purposes.

2. If no unambiguous match is established, you can click the Validate link to access the Error Validation page.
From this page, you can:
» Search for similar errors.

If you find and select an error, the system associates the case with that error. The search
is a Verity-based keyword search, so it does not require an exact match—a close match
suffices. This helps you find the error even if you don’t type the full text of the error
message or if you have typographical errors in your data

» Create anew error record, using the error code and error message that you entered on the Case page.

This process facilitates the process of adding error records to the database. Error records are established
asthe errors are reported, and you can avoid the up-front effort of creating records for all possible errors.
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Page Used to Validate Errors
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Page Name Object Name Navigation Usage
Error Vaidation RC_CASE_ERROR Click the Validate buttonin | Search for existing errorsor
the Caselnformationgroup | create anew error.
box on the Case page. Use thispagewhen an error
onacase doesnot havean
unambiguous match in the
error table.
The error code elements
arevisibleonly if you have
enabled the error code
tracking for the business unit
with which you areworking.
See Chapter 8, “Managing
Cases,” Entering Case
Information, page 127.
Validating an Error
Access the Error Validation page.
Case
Error Validation
Case 05/16/2004 10:47:46AM PDT |My Time Zone =l

Case ID 220067

Customer MM& Property Managerment Sroup
Summary MNeed to get the refrigerator serviced. ...
Open Cases 13

Case Error Information

Error Code 3226

Status Open - Awaiting User
Contact Ter Thomas

Customer ¥alue Gold3ririrds

Error Message Flease select a existing search to be deleted

Search

Create Mew: Errar

Return to Case

Contact Method 500/957-4563

Wwe are unable to find a match for the supplied Error. Please refine your search and try again, or create a new error,

Error Validation page

Error Code and Error
M essage

Search

Create New Error

Displays the error code and error message that are prepopulated
using the data from the Case page.

Click to search for existing errors.

Click to create a new error record using the error code and message on the
Error Validation page. If you have changed the information on this page, the
error code and message on the Case page are updated to reflect the change.

When you create a new error, the system associates the underlying case with
the system-generated ID that is assigned to the error. The presence of an error
ID on the case record indicates that the error has been validated.
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Return to Case Click to leave the page without validating the error. Aslong as the error
remains unvalidated, the Validate link on the Case page remains available.

Integrating with Third-Party Asset Management Applications

PeopleSoft HelpDesk gives I T support personnel the ability to pass case information to a third-party
asset management application in the performance of asset management tasks. Assets can be any
network-connected device, such as a computer, peripheral, or router.

PeopleSoft HelpDesk provides the framework to launch the third-party application from the case
toolbar and from the Related Actions area. The are two toolbar buttons—one for Asset Discovery
and one for Remote Control. These launch a third-party asset management application and pass
information specific to the case to the third party applications. The information from the case is
passed in the URL. Case information passed is typically person or asset |Ds, such as employee ID
number, or the asset tag. The Asset Management toolbar buttions are displayed only when the Asset
Management Integration check box is checked; they are hidden if unchecked.

A Case/Event History entry is created to capture the date and time that the asset
management application is launched.

To set up case information transfer:

» Set up the link in the Link Definition page.
» Modify the content reference and point it at the Asset Management application installed at your site.
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Processing Cases

This chapter provides an overview of processing cases and discusses how to:
» Search for solutions.

* View the Case Summary page.

» Add notes and attachments.

» Manage related cases

» Manage related actions.

* Manage interested parties.

* Record hilling information.

* Manage attributes.

Understanding Processing a Case

In addition to covering problem identification and resolution, this chapter discusses other case management
activities that you perform in the Case component on pages other than the Case page.

Note. Pages that are present in both PeopleSoft Support and PeopleSoft HelpDesk are illustrated
only once. Screen shots that show customer and contact fields are from PeopleSoft Support. Screen
shots that show employee fields are from PeopleSoft HelpDesk cases.

Searching for Solutions

PeopleSoft Customer Relationship Management (CRM) call center, ERMS, field service, and quality
management applications enable you to track both the final solution—the one that resolved the
caller’s problem—and other solutions that were considered. By tracking all solution usage, you
capture valuable information about the effectiveness of your solution set.

You can search for solutions by clicking the Find Solutions button at the bottom of any page
in the Case component, or you can access the Solutions page.

See PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Using Solutions,”
Finding and Attempting Solutions.
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Viewing the Case Summary Page

The Case Summary page allows usersto see all the case information nd case activity on a single page.

140

Modify the display template to control what information and sections you want visible on this
page. The Case Summary page could consist of these sections:

Problem
Information

Notes Summary
Attempted Solutions
Related Actions
Related Cases
Interested Parties
Case History

Billing Summary

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.
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Page Used to View the Case Summary page

Page Name Object Name Navigation Usage
Summary RC_CASE_SUMMARY  Support, Search Cases, View all thecase
Summary information on asingle page.

You can use the display See PeopleSoft Enterprise
templateto configureyour | CRM 8.9 Automation

system so that when and Configuration Tools
you accessan existing PeopleBook, “ Configuring
case, you default to the Display Templates,”
Summary page. Configuring Display

« HelpDesk, Search Cases, Templatesfor Components.
Summary

You can use the display
template to configure your
system so that when

yOu access an existing
case, you default to the
Summary page.

* HR HelpDesk, Search
Cases, Summary

You can use the display
template to configure your
system so that when

yOu access an existing
case, you default to the
Summary page.

Viewing the Summary Page

Access the Summary page.
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Case

03/31/2004 2:48:32PM PST [My Time Zone =1

142

Save | @ Spell Check | 360 360-Degree View | [=7] Motification | £, Email | (?E:’;!' Time Entry | ) Search | b

Case ID 140
Customer Health Conscious.com

Summary Steps to rerove strange odor on the outs...

Open Cases 5

Zase History

Personalize

Status Case Closed - Resolved
Contact Sabrielle Sanchez
Contact Method 403/995-7146-4930
Customer Yalue Go|ds

Related Cases Related Actions

Case Solution \m Notes
Problem
Summary
Steps to remove strange odor on the outside of the refrigerator.
wrhat is it

Description

Steps to remove strange odor on the outside of the ;I
refrigerator, What is it,

=
Notes Summary

There are no Notes for this Case

Add Mote or Attachment

Case Information

.Im Mare o

Status Closed - Resolved

Yd

Provider Group Appliances Eastern/5] £2
20

Assigned To Teresa Pinelf i

Priority Mediurm

Severity Interrnittent

Summary page (1 of 3)

k)
Solutions Considered for this Case Customize | Find | Wiew all | i First 1ofl Lazt
Select ID  |Cescription Date Modified Added |Status
By
Steps to rermove strange odor on the
ts... 03/05/2001 . . o
| 17 QUES ) ) S DWP1  In Consideration A
Check the defrost pan under the unit and clean it 4:38:51FM PST
with a mild soapy solution,
L Emil Wigwy
bl
Related Action Summary Zustomize | Find | B First 1-2 of 2 Lazt

Type Sumrnary Status |Date Created |F\dded By
Advisar Dialog Launch Advisar Freezer Dialog 03/26/2004 11:06AM Sandy Garcia
Guality Defect Test 4 Qpen 03/26,/2004 3:27PM Joseph Than

Related Actions 0

Interested Parties

There are no Interested Parties for this Case,

Add Interested Parties

Summary (2 of 3)
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N
Event History Customnize | Find | Wiew all | i First 1-5of 5 Last

Date Details Marne

Folicy Marme

Case Status Changed From
Qpen - Mew Case to Closed -
Resolved

03/29/2004 3:20PM psT ©ase Status Julie Baxter

Changed

03/29/2004 3:20PM psT C55:Case Status
Changed

Case Status Changed From
QOpen - Mew Case to Closed -

Julie Baxter

Resolved
03/05/2001 4:53PM PST Case Mote STEWART, TOM
03/05/2001 4:58PM PST status of case is changed STEWART,TCM
03/05/2001 4:58PM PST AssignedToChanged STEWART,TOM

Save Case Re-open Case

Summary (3 of 3)

Adding Notes and Attachments
This section discusses how to add notes and attachments to a case.

Recording notes and attaching files to those notes is often essential to your work. Notes are the
primary method that you will use to track your case research and communications. If you exchange
files with the caller, you need to associate those files with the case.

PeopleSoft CRM provides a standard interface for working with notes and attachments across
all the components that require this functionality.

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with
Notes and Attachments,” Understanding Notes and Attachments.

Note. Once a case is closed, you can only add a note by using the Notes page’s Add a Note
section—you cannot enter a note on the Main page in the Add Notes section.

Note. This page is delivered enabled. Notes can aso be added on the Summary page.

Pages Used to Add Notes and Attachments

Page Name Object Name Navigation Usage
Notes RC_CASE_NOTE  Support, Search Cases, Track notes and attachments
Notes that arerelated to cases.
» HelpDesk, Search Cases,
Notes
» HRHelpDesk, Search
Cases, Notes

Adding Notes and Attachments
Access the Notes page.
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Case 06/10/2004 5:43:114M PDT [My Time Zone =1
Save | @, Spell Check | 360 360-Degree Wiew | [Z7] Motification | £ Email | :S})' Time Entry | i} Search | ® Personalize
Case ID 1159 Status Open - Awaiting User
Customer Larry Hill Contact Kelly Hill
Summary Steps to remove frost build-up on the in... Contact Method 925/694-7811
Open Cases 1 Customer Yalue Goldiririrr
Case Solution Surmrmary Case Histaory Related Actians

Notes Summary
Mo notes or attachrents have been added to this Case.
Add a Mote

Added 08/10/2004 S:43AM Stu Marx

*Summary @
Details ;I@

[ -

Mote Information Contact Information
*yisibility | Internal =] {+  Customer Q
Note Tvpel =] Contact Q
Origin
¢ Employee L

Apply Mote & add an attachment

Notes page
See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Working with Notes and Attachments’

Reviewing Case History

144

This section provides an overview of case history and explains how to:

* View the event history of a case.
* View interactions for a case.

* View the audit trail for a case.

Understanding Case History

The Case History page includes three subtabs: a Event History page, an Interactions
page, and an Audit History page:

» Event history provides a summary of the major eventsin the life cycle of a case.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working
with Active Analytics Framework,” Configuring Case History Actions.

» Caseinteractionsarethe sum of the eventsthat take place when acustomer or worker contacts the organization.
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» Case auditing complements event history processing by providing an automated mechanism for keeping a
detailed change history without cluttering up the Event History page. Events to be logged are configurable.

Some overlap is acceptable in the data that these pages capture.

Event History Page

This page displays information about major events in the life of the case, including a description of the
event and details of any field changes that are associated with the event. AAF determines the events that
are logged. In addition, each item references the policy name of the AAF policy containing the case
history action that logged the item. Policies are not active until you set them up.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working
with Active Analytics Framework,” Configuring Case History Actions,

The following mechanisms insert data into the case history table:

Interactions Page

This page displays the events that occurred when a customer contacted the organization. An interaction is
created every time a case is opened/accessed via CTI, from the 360-degree view, or in Self-Service. An
interaction is also created when notifications, email, and correspondence are sent. Interactions are logged
automatically, there is no way to turn them on and off. An interaction may contain multiple subinteractions.

Audit History Page

This page displays record-level changes to case data. Your organization chooses which fields in the
record to audit and the types of changes to capture (adding, updating, displaying, or deleting). However,
there is no conditional logic to evaluate the before and after values of the field; the system captures

all audited actions regardless of the field value. Auditing is delivered disabled.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
Auditing for Cases and Inbound Email”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBaook, “Working with Interactions’
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Pages Used to Review Case History
Page Name Object Name Navigation Usage
Event History RC_ACTION_HIST » Support, Search Cases, View asummary of
CaseHistory important eventsin thelife

» HelpDesk, Search Cases,
CaseHistory

* HR HelpDesk, Search
Cases, Case History

cycleof acase.

Interactions RC_ACTION_HIST Click theInteractionstabon | View information about
the Case History page. interactionsrelated to
the case.
Audit Trail RC_ACTION_HIST Click the Audit tab on the View detailed information
CaseHistory page. about changesto specific
fieldsinthe case.
See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
Auditing for Cases and Inbound Email”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working with
Active Analytics Framework,” Configuring Case History Actions

Viewing the Event History of a Case

Access the Case History page.

Case 06/01/2004 8:35:23FM PDT [My Time Zone B |

Save | @, Spell Check | 360 360-Degree View | [=] Motification | < Emnail | (S}' Tirme Entry | ] Search | »

Personalize

Case ID 117
Customer MMA Property Management Group
Summary Air is not coal enough
Open Cases 13

Status COpen - Mew Case
Contact Bill Hauser
Contact Method 651/7585-1293(1232)
Customer Yalue Goldiririrsr

Case Solution Surmmary Motes Related Cases Related Actions E:l
N Interactions Audit
N
Event History Customize | Find | Wiew all | ] First 1-2 of 2 Last
Date Policy Marne Details Wisibility | Changed By
06/12/2000
3 4EPM POT Case Mote all STEWART, TOM
06/12/2000 .
2. 45pM POT status of case is changed all STEWART, TOM
Save Caze Find Solutions Ezcalate Case

=~ Audit History

Created 0&/12/2000 Z2:45PM PDT By DWP1 STEWART,TOM

Modified 0&/12/2000 Z:45PM PDT By DWF1 STEWART,TOM

Case History — Events page
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I nter actions
Audit
Date

Policy Name

Details

Visibility

Changed By

Processing Cases

Click to display the Interactions page.
Click to display the Event History page.
The date that this action occurred.

The system populates this field with the description of the action
from the Event Definition page.

Describes the details of the action that was taken. For example, is a case
gets escalated or the assignement of a case changes.

The system displays either All or Internal to indicate who can
view the details of the event.

The name of the agent who initiated the event.

Viewing Interactions for a Case

Access the Case History page. Click the Interactions link.

Case Zolution SUMMmary MNotes Related Cases Related Actions E:I
Events B Audit
.
Interactions Customize | Find | i 1ofi
Date/Tirme Created | Type Channel Contact Marme Subject/Description Created By
=l 11/01/2002 Phaone Kyle Warner Added Case Mo, 220400 Cletus Byrne
12:34PM
Save Case Find Salutions Escalate Casze
=~ Audit History
Created 11/01/2002 12:36PM PST By HITECHSAMPLE Byrne,Cletus
Modified 11/01/2002 12:52FM PST By HITECHSAMPLE Bvyrne,Cletus
Case History: Interactions page
Viewing the Audit Trail for a Case
Access the Case History page. Click the Audit link.
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Case Solution Surnmmary Motes Related Cases Related Actions E:l
Events Interactions \
N
Audit History Customize | Find | Wiew all | e First 1-4 of 4 Last
Record Mame Field Marne Action Date/Time Changed By | Walue Before Yalue After
Taken Change Change
Change 0&8/01/2004
RC_CASE RC_CONTACT_INFO Old (PPR 2:11:17.000000PM - SPPOt APD 925/877-4014
Adrmin
only) PDT
Change 08/01/2004
RC_CASE CM_TYFE_ID Old (PPR 2:11:17.000000pM SUPROMtARE z
Admin
only) PDT
Change 0&8/01/2004
RC_CASE RC_CATEGORY old (PPR 2:11:17.000000pM =4PROME ARP Hu
adrmin
only) FDT
Upgrading
Change 06/01/2004 . .
RC_RESOLUTION RSLN_SUMMARY  Old (PPR 2:11:17.000000pM SUPPOrt App  Microsoft Windows
Adrmin a5 or Windows 3.1
Qnly) PDT to W

Case History: Audit page

Your organization chooses which fields in the record to audit and the types of changes to capture (adding,
changing , or deleting). However, there is no conditional logic to evaluate the before and after values
of the field; the system captures al audited actions regardless of the field value.

Managing Related Cases

148

This section provides an overview of related cases and discusses how to:
» Review and initiate case relationships.

» Specify relationship details when relating a case to an existing case.

» Specify relationship details when creating a new case.

Note. With the exception of PeopleSoft HelpDesk, this page is delivered hidden. If you want to
relate cases to other cases, modify the display template to enable this page.

Note. You can also modify the display template to enable the Related Cases grid on the Case Summary page.

Understanding Related Cases

Cases can be related to each other for numerous reasons. Your organization establishes valid case relationship
types on the Case Relationship Type page. Each relationship is marked as hierarchical or equivalent
(non-hierarchical). Each casein arelationship has arelationship label. If the relationship is hierarchical, the
parent case and the child case have separate labels. If the relationship isequivalent, thereisonly one valid label.

The Case Relationships page displays a list of all cases that are related to the current case. Relationships
are always reciprocal: If case A isrelated to case B, then the Related Cases page for both cases reflects

the relationship. However, child cases of a common parent do not appear on each other’s Related Cases
—use the Related Case page of the parent case to see all case relationships at a glance.
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Similarly, two cases that are equivalent to a third case do not appear on each other’s Related Cases
page. That is, the fact that case A is equivalent to both case B and case C does not establish

a relationship between case B and case C. To see all equivalent cases in one place, you must
make the equivalent cases into children of a common parent.

Your organization can use the AAF action of Case Relationship to cascade case statuses. You can write
apolicy to use this action to cascade statuses from a parent case to al of its child cases. For example, if
your organization establishes a global relationship type for tracking problems where a single fix (such as
rebooting a server) fixes a problem for multiple people, then it may make sense to automatically close all
child cases when the parent case is closed. When the status cascades to children, any status-related workflow
for the child case is triggered, including cascading statuses to the child case’s children.

Note. The Case Relationship policy is delivered, inactive, in the Case Status Changed policy.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working
with Active Analytics Framework,” Configuring Case Relationship Actions.

Methods for relating cases are:

» Relate the current case to another existing case.

For example, you receive four calls reporting problems about your Web server before you recognize that
thisis aglobal problem. The four cases that you've already created need to be related to each other.
When you relate the cases, you can choose one as the parent case and make the other three into children
or you can make all four of the original cases into children of a new parent case.

» Create a new case and relate it to the current case.

For example, you've established a global case for your Web server problem. Someone
calls to report the problem. From the existing global case, you can create a new child case
and copy the problem information into the new case.

Note. You can also modify the display template to enable the the user to relate a case to
anew or an existing case on the Case Summary page.

The following diagram illustrates the methods for relating cases:

= Choose
i c .tolnew New Spequ the information to :
or existing case relationship B 10 nevl Identify caller
case? details pycase Don't copy
caller
information
Existing
case Copy caller
information
Identify existing System creates
case new case
Spe(_:lfy the Relationship is
relationship -
) established
details

Methods for relating cases
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Relating a Case to an Existing Case
To relate a case to an existing case:

1. On the Related Cases page, click the Relate an Existing Case button.
TheSearch Cases page appears.
2. Usethe Search Cases page to identify the case that you want to associate with the current case.

Enter search criteria to help you find the case and click the Search button. The system
returns a list of cases that match your criteria. To select a case, click that case in the results
list. The Relate Existing Case - Relationship page appears.

If your search criteria uniquely identify a case, the system bypasses the list of search results
and displays the Relate Existing Case - Relationship page.

3. Usethe Relate Existing Case - Relationship page to specify the relationship details.

Specify a relationship type and choose relationship labels for each of the cases. Valid relationship
types are defined by your organization and are based on the business unit of the case.

4. Click OK.

The system establishes the relationship and saves the case. The new case relationship
appears on the Related Cases page.

Creating and Relating a New Case
To create a new case related to the current case:

1. On the Related Cases page, click the Create and Relate a New Case button.
The Create a New Case - Relationship page appears.
2. Usethe Create a New Case - Relationship page to specify the relationship details.

Specify arelationship type and choose relationship labels for each case. Your organization
defines valid relationship types based on the business unit of the case.

3. Select the information to copy from the original case to the new case.
You can copy the customer or employee information, problem information, resolution information.
4. Click OK.

Customer or employee information is required for all cases. Therefore, if you chose not to copy caller
information, the Create a New Case - Relations page appears so that you can identify the company/contact
or consumer-employee/contact for whom you are creating and relating a case.

Note. Contact information is optional if you are creating a case for a consumer.

If you chose to copy the caller information, the system immediately creates the new case and returns
you to the Related Cases page. The newly established case relationship appears in the Existing Related
Cases grid. Select the case link in the Related Cases grid to transfer to the new case.

See Also
Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Case Relationship Types and L abels, page 45
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Page Name Object Name Navigation Usage
Related Cases RC_RELATIONSHIP » HelpDesk, Search Cases, | Manage case relationships:
Case, Related Cases rel ate casesto each other
based on case relationship
gel pDFt;sréI(e':(;egte aCase, typesthat your organization
a%e, Re ases has established; view
and deleteexisting case
rel ationships.
Prerequisites: Your
organization must define
caserelationship types
and workflow rulesfor
cascading statuses through
related cases.
Search Cases page RC_CASE_SEARCH_REL Click the Relate an Existing | Select acasetorelatetothe
Case button on the Related current case.
Cases page.
Relate Existing Case - RC_REL_TYPE_SEC Select thecaseonthe Relate | Specify therelationship
Relationship Existing Case - Search page. | detailswhenrelating acase
to an existing case.
CreateaNew Case- RC_REL_COPY Click the Create and Relate | Specify therelationship
Relationship aNew Case button onthe detailswhen you createa
Related Cases page. new related case; specify

whichinformation from the
originating case to copy

into the casethat you are
creating.
Reviewing and Initiating Case Relationships
Access the Related Cases page.
Case Saolution Summary Motes Case History Related Actions EJ
L]
Related Cases Cuztomize | Find | g First 1ofl Last
Relationship |Type Case Customer Marme Status Date Added
Child Carmman 220416 Global Payment David Chowler Open - New  08/01/2004 &:51PM Delete
Metwork Case FOT
Relate an Existing Caze Create and Relate a Mew Case
Save Case Finel Salutions Escalate Caze
=~ Audit History
Created 11/08/2001 1:10PM PST By SAMPLE
Modified 06/01/2004 5:51FM PDT By CCMGR Call Center Manager

Related Cases page
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Note. If the case is secured, the message Secured appears instead of the case summary. This message

comes from the message catalog so that you can easily modify the text.

The Existing Related Cases grid lists all existing case relationships.

Relationship Describes how the current case is related to the related case. If the relationship
is hierarchical, the parent case and the child case can have different valuesin
thisfield. For example, one value might be Global Case and the other value
might be Ticket. If the relationship is equivalent, thereis only one valid label.

Type The relationship type. Thisvalue isthe same for both cases in the relationship.
For example, if your organization established arelationship type called Global,
then both the parent and child record have Global in the Type column.

Case The case number of the related case. Click the case number
to display the related case.
Customer and Contact If this is a PeopleSoft Support case, these fields identify the customer
and contact who are associated with the related case.
Employee (employee | D) If thisis a PeopleSoft HelpDesk case, these fields identify the employee
and Employee Name who is associated with the related case.
Status The status of the related case (from the Case Status field for that case).
Date Added The date and time that the relationship was established.
Delete Click to delete the case relationship. This does not delete either

case, only the relationship.

Creating New Case Relationships

Relate an Existing Case Click to display the Relate Existing Case - Search page, where you
identify an existing case to relate to the current case. After you identify
the case, the system displays the Relate Existing Case - Relationship page,
where you establish the relationship between the cases.

Create and Relate a Click to display the Create a New Case - Relationship page, where
New Case you can choose the information to be copied to the new case and
establish the relationship between the cases.

Specifying Relationship Details When Relating a

Case to an Existing Case
Access the Relate Existing Case - Relationship page.
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Relate Existing Case

Relationship

Select the relationship characteristics between Case 20001 and Case 220416,

Relate an Eristing Case

*Relationship Type | Common =]
*Case 20001 |Parent =]
*Case 220416 | Child =]

Relate Existing Case - Relationship page

Relationship Type Specify arelationship type. Relationship types can be either hierarchical
(parent-child) or non-hierarchical. Values are defined by your organization
and are based on the business unit of the case.

Case (current case number)  Select relationship labels for the current case and the case
and Case (related case that you're relating to it.

number) If the relationship is hierarchical, there is one valid label for the parent case

and one valid label for the child case. Match the cases to the appropriate
labels to establish the desired parent-child relationship.

If the relationship is not hierarchical, there is only one valid label.
Select that label for both cases.

If you select invalid labels (for example, labels that belong to other relationship
types), the system displays an error message when you click OK.

See Also
Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Case Relationship Types and Labels, page 45

Specifying Relationship Details When Creating a New Case
Access the Create a New Case - Relationship page.

Create a New Case
Relationship
Characteristics Information
Select the relationship characteristics between the two Select information to be copied from case 20001 to the
Cases. new case.
*Relationship Tn_.rpell:l:nmmcun ;l ¥ Customer
W
*Case 20001 |Equal =] I Problem
¥ Resolution
* My EaseIEquaI ;l

Create a New Case - Relationship page
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Relationship Type

Case (current case number)
and New Case

Chapter 9

Specify arelationship type. Relationship types can be either hierarchical
(parent-child) or non-hierarchical. Values are defined by your organization
and are based on the business unit of the case.

Select relationship labels for both the current case and the new
case that you're creating.

If the relationship is hierarchical, there is one valid label for the parent case
and one valid label for the child case. Match the cases to the appropriate
labels to establish the desired parent-child relationship.

If the relationship is not hierarchical, there is only one valid label.
Select that label for both cases.

If you select invalid labels (for example, labels that belong to other relationship
types), the system will display an error message when you click OK.

Information to Copy to the New Case

The system always copies the business unit to the new case. You choose which other
information to copy to the new case.

Customer

Employee

Problem

Resolution

OK

154

In PeopleSoft Support, select this check box to copy the caller from

the originating case to the new case. The system copies the customer,
contact, site, PIN (person identification number), SIN (site identification
number), contact method, and contact details.

For PeopleSoft HelpDesk applications, select this check box to copy
the caller from the originating case to the new case. The system copies
the employee number, employee name, phone type, email address type,
contact method, contact details, and alternate contact.

Select to copy problem information from the originating case to the new case.
The system copies the problem summary, description, case status, case type,
source, priority, severity, impact,error code, error message, resolved on first
contact, closed date and time, provider group, assignee, product, problem type,
serial number, asset tag, and category, type and detail information.

If you do not copy problem information, the summary for the newly
created case identifies the originating case.

Note. If you don't copy caller information to the new case, then the product,
serial number, and asset tag that are copied might not be valid for the caller
that you identify. In this situation, modify the values before saving the case.

Select this check box to copy resolution information from the originating
case to the new case. The system copies al attempted resolutions and
their statuses, but not the resolution notes.

Click this button to create the new case, establish the relationship between the
two cases, and return to the Related Cases page. If you are not copying caller
information, the system prompts you to identify the caller for the new case
before the case is created. You use the Create a New Case - Search page to
select a caller; this page is identical to the Case Search page.
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Cancd Click this button to return to the Related Cases page without

establishing the relationship.

See Also

Chapter 8, “Managing Cases,” page 99

Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Case Relationship Types and Labels, page 45

Managing Related Actions

This section provides an overview of related actions and discusses how to:

Review related actions and initiate new relationships.
Initiate and relate scripts.

Relate existing quality defects.

Create new defects.

Create and relating sales leads.

Create and relate sales orders.

Create and relate RMAs.

Create and relate service orders.

Understanding Related Actions
In PeopleSoft CRM, you can:

Manually create a related action on a case.
Configure the system so that selecting a quick code suggests an action.
Configure the system so that PeopleSoft’s Active Analytics Framework suggests an action.

Related Actions for PeopleSoft Support Cases

This table illustrates which related actions you can associate with Peopl Soft Support cases:

Object Description

Create RMA An RMA authorizesacustomer to return defective
or unwanted materials. You can manage RMAsonly
if PeopleSoft Support isintegrated with PeopleSoft
Inventory.

Create Workflow Choose abusiness project to use.

See PeopleSoft Enterprise CRM 8.9 Automation and
Configuration Tools PeopleBook, “Using Business
Projects’.
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Object

Description

Defect-Create New

Defectsidentify problemswith your products. You can
create anew defect.

Relate Existing

Associate existing defects with cases, and you can create
defectsfrom cases.

Defect — Related Existing

Associate existing defects with cases, and you can create
defectsfrom cases.

Saleslead

Sales |eads popul ate the sales pipeline. You can create
salesleadsonly if you’ ve implemented PeopleSoft Sales.

Sales Order

A salesorder records arequest for aproduct that is
provided by your company’s sales, marketing or field
servicesorganization. You can create salesordersonly if
you’ ve implemented PeopleSoft Order Capture.

Service Order

A serviceorder records arequest for aservicethat is
provided by your company’sfield services organization.
You can create service ordersonly if you' veimplemented
PeopleSoft FieldService.

View Solutions

You can search for solutions.

Branch Script

Launch aspecified branch script.

Additiona Link Definitions can be set up to launch PeopleSoft Enterprise Real Time Advisor,
or a specific branch script, or a specific business project.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,

“Configuring Display Templates’.

Related Actions for PeopleSoft HelpDesk Cases

Thistable illustrates related actions that you can associate with PeopleSoft HelpDesk cases:

Object

Description

Asset Discovery

Launch athird-party asset management application from
acase, to information-gathering tasks on networked
devices.

Change Request

Create achangerequest.

156
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Object

Description

Create Workflow

Select abusiness project to use.

See PeopleSoft Enterprise CRM 8.9 Automation and
Configuration Tools PeopleBook, “ Setting Up Peopl eSoft
CRM Workflow”.

Defect—Create New

Defectsidentify problemswith your products. You can
create anew defect.

Defect — Relate Existing

You can associ ate exi sting defects with cases, and you
can create defectsfrom cases.

Remote Control

Launch athird-party asset management application from
acase, to perform troubleshooting on aremote device,
such as an empl oyee’s laptop.

In addition to the actions listed, you can set up the system to do any of the support actions,

with the exception of customer-facing transactions.

Service Order and Material Return Comparison

When customers report problems with broken or defective parts or materials, you can do one of the following:

* |If the customer is entitled to on-site service, create a service order so that your organization can
send a field service technician to the customer’s site to repair the part.

« |If the customer is not entitled to on-site service, create a return material authorization
(RMA) so that the customer can return the merchandise.
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Pages Used to Relate a Case to Other PeopleSoft CRM Objects

Page Name

Object Name

Navigation

Usage

Related Actions

RC_ASSOCIATION

* Support, Create aCase
Gotothe Actions section.

» HelpDesk, Create aCase
Gotothe Actions section.

* HR HelpDesk, Create
aCase

Gotothe Actions section.
Inthisapplication, the
actions are linksto pages
inthe HRM S database.

» Support, Search Cases,
Case, Related Actions

» HelpDesk, Search Cases,
Case, Related Actions

Relate acaseto other
PeopleSoft CRM objects.

Use Branch Script page

RC_LINK_SCRIPT_SEC

On the Case page, Actions
section, select Branch Script
from the Related Actions
drop down, then click the Go
button.

Select abranch script to
relateto acase.

Defect — Relate Existing

RC_CASE DEFECT SEC

On the Related Actions page,
select Quality Defect-Relate
Existing inthe Relate New
Object field, then click the
Go button.

Search for and identify a
defect to relate to the case.

Defect — Create New

RQ_DEFECT MAIN

On the Related Actions page,
select Quality Defect-Create
New in the Relate New
Object field, then click the
Go button.

Add anew defect and relate
ittothecase.

Create RMA RC_RMA_HDR OntheRelated Actions page, | Createan RMA andrelateit
select Return Material to the current case.
Authorization inthe Relate
New Object field, then click
the Go button.

Create SalesLead RC_LINK_LEAD_SEC Onthe Related Actions page, | Create asaeslead and relate
select SalesLead inthe it to the current case.
Relate New Object field,
then click the Go button.

Create Order RC_LINK_RO_SEC Onthe Related Actions page, | Create an order and relate it

select SalesOrder in the
Relate New Object field,
then click the Go button

to the current case.

Create Service Order

RC_LINK_RO_SEC

On the Related Actions page,
select Service Order in the
Relate New Object field,
then click the Go button.

Create aserviceorder and
relateit to the current case.

PeopleSoft Proprietary and Confidential




Chapter 9

Processing Cases

Reviewing Related Actions and Initiating New Relationships
Access the Related Actions page.

Change Reguest Tasks Notes Related Changes Interested Parties E:l
|Se|ect one... ;I
Related Actions
Type jin] Description Date and Added By
Time Added
% Help Desk Case 142 %‘?:golu:':t;gcgnns Upgrading Microsoft 2:3{’%2,;12004 Help Desk Agent ]j
Type | ;l Add Related Action

Related Actions page

Note. If the case is secured, the message Secured appears instead of the case summary. This message

comes from the message catalog so that you can easily modify the text.

Related Actions Summary

This grid lists all existing relationships between the current case and other PeopleSoft CRM objects.

Type The type of related object: customer satisfaction script, lead
qualification script, troubleshooting guide, business project, sales
lead, sales order, RMA, or service order.

Summary A description of the object, derived from the description field on
the page where the object is maintained.

Associated Date The date that the object was associated with the case.

Relate New Action

Relate New Action Select the type of action that you want to create and relate to the case.
Note. Based on the products that you have installed you may want to
change the list of objects that appear in the drop-down list box. For
example, if you don't have PeopleSoft FieldService installed, you
wouldn’t want Service Order to appear.
To dter the list of values that appear, access the Industry Specific
Translates page for Field Name RC_ASSOC_TY PE (Support)
and RC_ASSOC_TYPE_HD (HelpDesk). Then inactivate the
fields that you don’'t want to appear.
See PeopleSoft Enterprise CRM 8.9 Automation and Configuration
Tools PeopleBook, “Configuring Field Values,” Modifying
Industry-Specific Trandate Values.

Go After you select an action, click Go to access the page where you enter
information specific to the type of object that you're creating.
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Initiating and Relating Scripts
Access the Use Branch Script page.

case
Use Branch Script

Select a Branch Script to use for this case,

Branch Script 11000025 C  Script Name Lahb Freezer Cross Sell

Usze Branch Script Cancel and Return to Case

* Required Field

Use Branch Script page

Branch Script Select the desired script from the list of predefined scripts availablein the list.

Use Branch Script Click to launch the script on the Execute Script page. Once you launch the
script, the relationship between the case and the script is established.

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Defining Scripts”

Relating Existing Quality Defects

Access the Defect — Related Existing page. On this page, you can sort and filter to narrow
down your list of defects, or you can search for other defects.

Business Unit Select the business unit for the defect you want to relate. The default comes
from the Business Unit (Quality) field in the Call Center BU page.

Defect ID Select the defect that you want to relate to the current case.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” Defining
Call Center Business Units, page 12

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”

Creating New Defects
Access the Defect — Create New page.

Creating and Relating Sales Leads
Access the Create Sales Lead page.

Note. Only PeopleSoft Support users can create sales leads; this functionality is not
available in PeopleSoft HelpDesk applications.
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Business Unit Select a sales business unit for the lead that you’ re creating. The default comes
from the Business Unit SFA field on the Call Center BU page.

Description Enter a description for the new lead.

Create Sales L ead Click to create the lead.

See Also

PeopleSoft Enterprise Sales 8.9 PeopleBook, “ Creating Sales L eads and Opportunities”

Creating and Relating Sales Orders
Access the Create Order page.

Note. Only PeopleSoft Support users can create orders; this functionality is not available
in PeopleSoft HelpDesk applications.

Business Unit Select an order business unit for the order that you're creating. Business units
are limited to those using the same customer setid as the case.

Description Enter a description for the new order.

Create Order Click to create the order.

See Also

PeopleSoft Enterprise CRM 8.9 Order Capture Applications PeopleBook, “Managing Orders and Quotes”

Creating and Relating RMAs
Access the Create RMA page.

History I Select One... "I

Save | [ Add | Update | 360 360-Degree View | [=7] Wotification | @E Correspondence | Personalize
RMA Number MEXT Case ID 2 -
Customer MMA Property Management Group Customer Yalue Goldiririrdr
Contact Fred Albright Unit USZ00 - CRMCO APPLIANCES
| b Motes
Contact Information
*Case ID 2/ = *Contact |Fred Albright Q=
Ph0“3|651f?85'668? =l Email | falbright@mma.com =]

RMA page (1 of 3)
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Return Product Information Find First 1of1 Last
- Delete
*Return to IBUIUSZDI - CRMCO Appliance WHS;I *Return Date |03/31/2004 [#]
*RMA Line Typelﬁ\dvanCEd Exchange =l *problem Cudel =1
Site | 3} *fddress [ 1200 Lake Drive Circle Pin MM Us_ - |5
Serial ID |SR1015-1009 Q&= Lot ID
o— . .
Product ID [SR1015 QM % Product Name 24 in. Dishwasher 5 Cycles (St
*Item ID SR1015 O\E Itemy Mame 24 in, Dishwasher § Cycles (St
*Qty Returned |1.0000 UoM Ea

Requester |S4MPLE

Comments d@
=
b
Replacement Item({s) Customnize | Find | Yiew all | ] First 1ofl Lazt
*Replacerent Itermn ID Replacerent Ttern Mame *Oty Requested dom
TR1015 a5 24 in. Dishwasher 5§ Cycles (St 1.0000 EA =]

Add Return Product

RMA page (2 of 3)

Gotor Wiew Status Requisition Workbench

Created Last Modified

* Required Field
WARMNING: Additional return iterns may not be added to this RMA after saving

B save 1y Refresh B 2t Update/Display

RMA page (3 of 3)

Note. Only PeopleSoft Support users can create RMAS; this functionality is not available
in PeopleSoft HelpDesk applications.

See Chapter 12, “Managing Material Returns,” page 181.

See Also

Chapter 12, “Managing Material Returns,” Understanding Material Return Processing, page 181

Creating and Relating Service Orders
Access the Create Service Order page.

Note. Only PeopleSoft Support users can create service orders; this functionality is not
available in PeopleSoft HelpDesk applications.

Business Unit Enter a business unit for the service order that you're creating. The default
comes from the Field Service Unit field in the Call Center BU page.

Service D Select the service that is to be performed.
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Create Service Order Click to create the service order.

See Also

PeopleSoft Enterprise Integrated FieldService 8.9 PeopleBook, “Creating and Managing Service Orders’

Identifying Interested Parties

The main people associated with a case are those who have the problem (customer contacts, consumers and
their contact, employees and their alternate contacts) and the agent to whom the case is assigned. Additionally,
there may be many other people interested in the case and its progress, such as agents who are working on
this case or asimilar case, a customer’s account manager and sales representative, and so on.

By adding people to the list of interested parties for the case, you facilitate communication with these people.
When you send a notification from the case, the Send Notification page includes a check box that you can
select to send the notification to the interested parties in addition to any other addressees.

Note. This page is delivered hidden. If you want to identify interested parties on the case, you will need
to modify the template to enable the page. Also, use the display template to enable the Interested Parties
section on the Case Summary page, or on the infomation section of the Main case page.
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Page Used to Identify Interested Parties

Page Name Object Name Navigation Usage
Interested Parties RC_INTEREST_PARTY » Support, Search Cases, List the names of people
Case who might want to receive

Select the Add | nterested information about this case.

Partiesbutton onthe Main
Case page.

» Support, Search Cases,
Case, Interested Parties

» Support, Create aCase,
Case

Select the Add Interested
Partiesbutton onthe Main
Case page.

» Support, Create aCase,
Interested Parties

» HelpDesk, Search Cases,
Case

Select the Add Interested
Partiesbutton onthe Main
Case page.

» HelpDesk, Search Cases,
Case, Interested Parties

* HelpDesk, Createa
Casg, Case

Select the Add Interested
Partiesbutton onthe Main
Case page.

* HR HelpDesk, Createa
Case, Interested Parties

» HelpDesk, Search Cases,
Case

Select the Add Interested
Partiesbutton onthe Main
Case page.

» HelpDesk, Search Cases,
Case, Interested Parties

* HelpDesk, Createa
Casg, Case

Select the Add Interested
Partiesbutton onthe Main
Case page.

Identifying Interested Parties
Access the Interested Parties page.
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™

Zhange Request

Related Changes Related Actions Interested Parties

EL | Select One...

Interested Parties Cuztomize | Find | Wiew All | E First 1-2of 2 Last
Marne | | |Emai| Address |Phase | |
|T3rsun Bruno aQ ﬂ CRMOA@HOTMAIL, COM IChange Planning ;l E
|amed Carver Q. 5 akLCRM@YAHOO.COM | Implemnentation =
|Peter Martin Q M |In Test =] i}
Add an Interested Party
Interested Parties page
Name To be an interested party, a person must have a person record in

the PeopleSoft CRM database.

For the system to send notifications to the person, the person must have a user
ID (for worklist notifications) or an email address (for email notifications).

Reason Code The reason that the person isincluded as an interested party. Your organization
defines values based on the business unit of the case.

Date Added The date and time that the person was added as an interested party.

Recording Billing Information

PeopleSoft alows the PeopleSoft Support and Support vertical applications to bill for their services.
Cases with an agreement will be billed through contracts. Cases with a Warranty, or no Agreement
are called On Demand and will be sent into the contract interface table, and then on to billing. The
contracts system will take care of the Billing and Accounting rules.

The Billing page is delivered hidden. If you want to bill for cases, modify the template to
enable the page and perform the setup for billing.

See PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Setting Up an
Integration to PeopleSoft Transaction Billing Processor,” Understanding PeopleSoft CRM
Integration with PeopleSoft Transaction Billing Processor.

Note. This functionality is not available to Help Desk and HR Help Desk.

Note. You can control access to the billing page using regular role based security. Only the
manager’s role has access; agents do not have access.
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Page Used to Record Billing Information

Page Name Object Name Navigation Usage
Billing RC_CASE _BI From a case page, select View page to manage billing
Billing. information for acase.

Recording Billing Information
Access the Billing page.

Case 03/31/2004 6:31:43PM PST [My Time Zone =l
Save | @ Spell Check | 360 360-Cegree View | ['=] Motification | . Email | @' Tirne Entry | 1 Search | b Personalize
Case ID 2 Status Open - New Case
Customer MMA Property Management Group Contact Fred aAlbright
Summary Dishwasher is not cleaning the dishes pr... Contact Method 651/735-6657-2839
Open Cases 13 Customer ¥Yalue Goldiririrsir
] MNotes Case History Related Cases Related Actions Interested Parties \_E
Billing Information Payment Information
Bill To Customer Q Purchase Order
Bill To Contact Q % Invoice *Payment Terms QE
Bill To Address| = " credit Card  Credit Card Information
Billing Currency Q,
Billing page (1 of 2)
Billing Details
Currency Eudel ;I Billing Status Pending
Fee Price +/-  Adjustment Type Adjust Armount Reason Total Price
Case Fes n.aannnm 0.00a00 | :,' D.DDDDDI :l' Other 0.00000
Grand Total 0.00000

Fecalculate Totals Clear Adjustments

Billing page (2 of 2)

This page serves multiple purposes. It enables a user with a manager role to view billing information,
purchase order numbers, and credit card authorization information for thecase that is performed at the
customer site. It also enables users to view subtotals for fee by case or time, apply adjustments to
transaction fees, recalculate totals, and view the billable amount in the customer currency.

Billing Information

the system populates this group box with information from the bill to customer on case.

Bill to Customer Select the customer that should be billed for the case.

Bill To Contact Select the contact that should be billed for the case.

Bill To Address Select the customer address to which the bill should be sent.

Bill Currency Select the currency that the customer is using for the transaction.
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Payment Information

Purchase Order

Invoice

Payment Terms

Credit Card

Credit Card Information

Tax Parameters

Billing Details

Processing Cases

The currency name appears to the right of the field. When the
information is sent to PeopleSoft Contracts, the system prints the
name of the currency on the invoice.

Enter the customer-provided purchase order number.

Note. Thisfield does not have any integration to PeopleSoft Supply Chain
Management (PeopleSoft SCM) and is not required. If you enter a purchase
order number in thisfield, the system postsit to PeopleSoft Contracts. When
PeopleSoft Contracts sends the information to PeopleSoft Billing for invoice
generation, the system prints the purchase order number on the invoice.

Select if the customer intends to pay for the service by invoice.

If you selected the Invoice option, use this field to select the billing cycle
for the invoice (for example, NET30 - Due in 30 days). The payment
terms appear on the invoice that is sent to the customer.

Select if the customer intends to pay for the service by credit card. The system
displays the Credit Card Information link after you select this option.

Click to access the Credit Card Details page, where you enter credit card
authorization information, such as the card type, card number, expiration
month, and year. The system displays the authorization status, date,

and code on the Transactions Results page after you click the Submit
Transaction button on the Credit Card Details page.

Note. You can integrate credit card information with Cybersource,
a third-party taxware vendor.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook,
“ Setting Up the Credit Card Interface”

Click thislink to access the Tax Parameters page, where you indicate whether
the customer is exempt from taxes. If the customer is tax exempt, enter the
exemption certificate number and tax code that the customer supplies to you.

The system uses a default tax code based on the customer’s address, but
you can override it by choosing another value.

A case can be hilled by case (flat fee) or time, and it applies to either on demand case or agreement
case. When a case is created with agreement, and pricing is enabled from installatoin option, the case
is billed based on transaction fee defined in that agreement Ine. It could either flat fee or time based.
When a case is created without agreement, on demand case fee is applied. Based on BU setup (whether
the on demand case is by time or by case), it retrieves pricing information from pricing setup for either
case based or time based. When a case is billed by case, only aflat fee is applied. When a case is
billed by time, it will be billed based on the total billable hours worked on that case, mulitplied by

the hourly rate. Once the case is billed, no more hillable hours can be entered.

Managers can use this section to adjust the fees by increasing or decreasing a fee by a percent or by an amount.
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The system then calculates the sum of all lines, including those that have changed, and
provides the recalculated amount in the Total Amount field.

|- Click the Expanded button to the left of the Fee column to view all
et billable amounts that were included in the price for a given fee.Thisis
only applicable when case is billed by time.

Adjustment Enter either a dollar amount or a percentage value.
Type Select Percent or Amount.
Reason Select the reason for the adjustment. These values are user-definable. The

PeopleSoft system delivers this feature without any valid val ues.

Other If the predefined values for the Reason field do not describe the reason
for the adjustment, click thislink to access the Other Reason page, where
you can enter a unique description of the reason.

Extended Price Thisvalueis calculated when you click the Recal culate Totals button. The
system sums the total of the price, plus or minus any adjustments.

Recalculate Totals Click this button any time there is a change to the Billing Details
grid that impacts the price or the currency code. The system
recalculates the total cost of the fees.

Clear Adjustments Click this button to clear the adjustments that were made and
return to the original total amounts.
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Tracking Time Spent on Cases

This chapter provides an overview of time tracking and discusses how to manage time.

Understanding Time Logs

In PeopleSoft CRM, atime log is automatically generated for every case created in the system. A casetime
log is prepopul ated with the case's assigned agent name and its start date and time. Time logs are stored in
the PeopleSoft database for informational purposes. You can design your own reports and processes to
leverage the time data captured for each case. PeopleSoft PeopleSoft Support and HelpDesk delivers a Crystal
report that shows the average time that each support or help desk agent spent to close a case.

Note. If you log time for atask that spans multiple days, it is highly recommended that you enter time report
for each work day (that is, start and end dates are identical), which allows the system to record the exact
number of work hours per work day for reporting. For example, you want to log time for a service activity that
you just finished and it lasted three days, from 4 p.m. of June 6 through 10 am. of June 8. If you enter the
entire period of timein one time log entry, the system includes the nonwork hours during this time period when
it calculates the total number of hours you spent on this task. In this scenario, June 7 becomes a 24-hour work
day even though you actually worked eight hours on that day. To make sure the system captures work hours
accurately, log time for each work day that you spend on the task by adding rows to the task’s time log.

See Also
Appendix C, “PeopleSoft CRM Call Center Reports,” page 273

Managing Time

This section discusses how to log time that is spent working on cases.
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Page Used to Manage Time
Page Name Object Name Navigation Usage
Manage Time RF_TIME  Support, Time, Manage Log theactual period of time
Time spent to compl ete a case.
* Click the Time Entry
button on the toolbar of
the Case component of
PeopleSoft Support,
HelpDesk or HelpDesk
for Human Resources,
or the Issue component
of PeopleSoft CRM for
Financial Services.
Logging Time

Access the Manage Time page.

Manage Time

Case ID 220063
Customer Yalue Gaoldsririrss

Save || Refresh || CL Search | #E] Mext | #E] Previous | 360 380-

Time
Time Entry Comments
Agent
Maureen MoSuire Q.
Richard Blaine Q
Add Time

Diegree Yiew | kj Personalize | Personalize

Customer MMA Property Managerment Group
Contact Fred Albright

TechnicianllDDQDQ =]

[
Custamize | Find | First 1-2 of 2 Last

Duration
1 hour ]j[
45 min. ]j'[

Manage Time page

Each case is associated with only one system generated time log (each with unique time report ID). While
you cannot manually create time logs, you can, however, add rows within an existing time log. Itis
useful if atask spans multiple days and you want to report work time on a daily basis.

Technician

Select the ID number of the technician who is responsible

for service on the case.

Add Time

Return to Case

170

Click to add a new row that you can use to enter additional time.

Click to return to the associated case.

PeopleSoft Proprietary and Confidential




Chapter 10 Tracking Time Spent on Cases

Summary Tab

The Summary tab lists the agents who spent time on the case and the duration for the block of time that
they entered. Each entry represents a block of time the person spent working on a case. Add additional
entries to represent work that stops and starts or is performed by other workers.

Agent Select the worker who spent the time performing the work on the case.
For a case time log, the system populates this field with the name of
the agent assigned to the case (if available).

Duration Displays the amount of time the agent entered for that specific row.

Time Entry Tab

Use the Time Entry tab to enter time associated with the case. Each entry represents a continuous
block of time that one person spent working on a case. Add additiona entries to represent work
that stops and starts or that is performed by other workers.

Note. Do not enter overlapping time periods in the entries of atimelog. In other words, make sure the start
time of the next time log entry is always later than the end time of the current time log entry.

Start Dateand Start Time  Enter the date and time that the work began on the case. The system
uses the information the end date and time fields to calculation
duration on the Summary page

Start Date and Start Time Enter the date and time that the work ended on the case.
Comments
Enter any comments related to the time that you entered.

See Also

Chapter 8, “Managing Cases,” page 99

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Configuring Toolbars’
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Managing Credit Card Payments

This chapter provides an overview of credit card processing and discusses how to process
credit card payments and review transactions.

Note. This chapter is relevant to PeopleSoft Support only; PeopleSoft HelpDesk and PeopleSoft
HelpDesk for Human Resources do not incorporate credit card functionality.

Understanding Credit Card Processing

If your organization accepts credit cards in payment for support, you use the Authorize Credit
Card page to manage this process. This page is not available when the case is associated with an
agreement where this form of payment (pay for service) is inapplicable.

See PeopleSoft Enterprise Components
This section discusses:

* Processing options.

* Credit card transactions.

* Transaction process flow.

Processing Options
Credit card processing depends on whether you use athird-party credit card authorization and payment vendor.
If you entered a merchant ID on the setup page, these conditions occur:

» The Authorize Credit Card page contains a Submit button that agents use to submit transactions.

» The Authorize Credit Card page requires you to enter information that your third-party
credit card authorization and payment vendor requires.

If you did not enter the merchant 1D, there are no required fields on the Authorize Credit Card
page. This page does not have a Submit button; instead, the page captures information for use with
your organization’s own solution for processing credit card payments.

Credit Card Transactions

PeopleSoft Support facilitates credit card processing through integration with third-party
credit card authorization and payment vendors.

Depending on how your organization has configured your credit card processing, some
or al of these transaction options are available:
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Transaction Option

Processing

Authorize Only

card.

Verifiesthat the card isvalid for the charge (the customer
has enough credit to pay for the order, the card is ot
stolen, and so on). The vendor does not bill the credit

Bill Only

transaction for billing only.

Billsthe card without first verifying that thecardis
validfor the charge. Select thisoption if you have
pre-authorized the transaction and you want to submit the

Authorizeand Bill

authorization.

Performs both authorization and billing. The vendor
chargesthe customer’scredit card upon receiving

Credit Only

Creditsthe customer’scredit card.

Transaction Process Flow

This diagram illustrates the credit card transaction process flow. The system performs all credit card
validation before submitting data to the vendor, which prevents unnecessary transaction charges.

Enter name,
address, and
credit card
information

Go to the
Authorize Credit
Card page

Software
installed?

Yes

NO " Glick the Submit

for Approval
button

Return to
the case

Save the case

Validation Fails

System checks that
all required fields
are filled in

System validates
credit card number

System saves
information to the
credit card history

No Authorize Only
transaction?

Yes

System submits
transaction to
vendor

No

Vendor returns
authorization
information

Credit card processing flow

When the system validates a credit card number, it validates:

* The credit card number is the correct length.

» The credit card number starts with a valid prefix.
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» The credit card number isvalid (if the Credit Card Setup page specifies the use of a check digit algorithm).

The system saves the authorization information along with the other transaction information
in the credit card history once you manually save the case. This ensures that you have

records of any realtime billing or credit transactions.

Processing Credit Cards and Reviewing Transactions

This section discusses how to:

* Submit credit card information for authorization.

* Review credit card transactions.

Pages Used to Process Credit Cards and Review Transactions

Page Name

Object Name

Navigation

Usage

Authorize Credit Card

RC_CARD_INFO

* Support, Support Case,
Case

* Click the Credit
Authorization link on the
Case page.

Submit acustomer’scredit
card information for
authorization.

Review Electronic Card

RB_CARD_HISTORY

Review Electronic Card

Review credit card

link on the Review
Electronic Card History

page.

History History, Electronic Card transactionsthat have been
History submitted for authorization.
Address Secondary Page RB_CARD_ADDR Click the Contact Address Review addressinformation

that isrelated to acredit card
transaction.

Submitting Credit Card Information for Authorization
Access the Authorize Credit Card page.
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Case

Authorize Credit Card

1101 /2002 104657 Akt PST (NN ayl=u]y]:

Contact Status
Qpen - Await. .

Case Customer
220070  Michelle Hudson

Summary
Meed to replace the hoses. Schedule a service appaintment.

First Hame: Inichelle

Last Name: |Hudsnn

Country: UsA | QA United States

Address 1: 4435 Pinehurst Rd

Address 2 |

Address 3: |

City: |New York

County: | Postal: natss
State: MY Q hew vark

Telephone: |516331-1288

Email Address: |mhudsnn@vahnn.wm

Authorize Credit Card page (1 of 2)

Credit Card Information

Credit Card Type: 0 Q& viga
Credit Card Number: |
Expiry Month | Year: | j i | j subrmit |
Amount: | usp @
&+ puthorize Only ¢ Authorize and Bill T Bill Only © Credit Only

Authorization Status: | j
Credit Card Auth Code: Authorization Date:
Return Message Status:

Feturn to Case

Authorize Credit Card page (2 of 2)

176

First Name, Last Name,
Country, Address 1,
Address 2, City County,
Postal, State, Telephone,
and Email Address

Enter this information for the credit card holder. The default name is
the name of the consumer or contact who is associated with the case;
change the value if this is not the name on the credit card.

The system enters the contact’s primary address, telephone number, and
email address by default. Confirm that the address is the billing address
for the credit card, because address verification is part of the authorization
process. The address format is based on the country that you enter.
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Credit card information stored in a person’s record (for example,
information entered in the Consumer or Contact component) does
not appear by default on this page.

If, after submitting a credit card charge, you return to this page to authorize
additional charges, the information that you previously entered is saved, but
the credit card number is masked so that you see only the last four digits.
The information is preserved for the current case only. If the same person
pays for another case, you must reenter all of the information.

Note. Credit card numbers that are stored in the database are encrypted for security purposes.

Credit Card Information

This group box displays fields that are generally required by third-party credit card
software vendors. All fields are required.

Credit Card Type Enter a credit card type. Values are based on the credit cards that are
designated Active on the Credit Card Setup page and may include AMEX,
Diners Club/Carte Blanche, Discover, MasterCard, and Visa.

Credit Card Number Enter the number of the credit card that is to be charged for the transaction.
Expiry Month/Year Select the credit card expiration date (2-digit month and 4-digit year).

Note. The Expiry/Month Year field (CR_CARD_EXPY R) contains translate
values for valid expiration years. You must periodically review and update this
field with valid expiration year values. PeopleSoft Customer Relationship
Management (PeopleSoft CRM) delivers values that range from 2001 to 2010.

Amount Enter the amount that is to be authorized.

Transaction Type

The options that are available depend on how your organization has configured credit card processing.

Authorize Only Select to submit the transaction for authorization only. The vendor verifies
that the card is valid for the charge and does not bill the credit card.

Authorize and Bill Select to submit the transaction for authorization and billing. The
vendor performs both authorization, and if the charge is authorized, the
vendor charges the customer’s credit card.

Bill Only Select if you have preauthorized the transaction and you want to submit
the transaction for billing only. The vendor bills the card without
verifying that the card is valid for the charge.

Credit Only Select to submit a credit transaction. The vendor credits the
customer’s credit card.

Submit Click to validate all of the data on the page. If the system finds missing or
invalid data, an error message explains the problem. You must correct all
of the errors before the approval process can be initiated.
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If al validation criteria are met, clicking this button calls the business
interlink. The vendor then performs the authorization, billing, and
credit processing that you requested.

Warning! When you submit an authorize and bill, bill only, or credit only
transaction, the system saves the transaction information after the vendor
returns the information. When you submit an authorize only transaction,
you must save your work manually by saving the Case page. If you fail to
save the case results in an incompl ete credit card transaction, you will have
no record of the completed transaction in your system.

This group box displays authorization information for the credit card transaction.

Authorization Status

Credit Card Auth Code
(credit card authorization
code)

Authorization Date

Return M essage Status

Return to Case

Return to Case

Select the status of the authorization attempt.
These statuses are examples and may not be suitable for al vendors:

Unprocessed/Retry: Transaction has not been processed or is afailed
credit card process and is being resubmitted.

Authorized: Transactionisapproved. Thefundsarereserved for thetransaction.

Credited: A credit has been authorized and processed for the transaction.
The funds are credited back to the specified credit card.

Denied: Transaction has failed credit card processing and has been declined,
or disallowed, by the company issuing the credit card.

Billed: Transaction is complete. Funds are charged to the credit card.
Billed transactions must be preceded by an authorization.

Authorized and Billed: Signifies successful output from the
background settlement process.

Manually Approved/Settled: Transaction is approved. Someone contacted
the credit card service to obtain verbal approval.

Change to Terms: Payment type has been changed from credit
card to payment terms.

Cancel Order: Transaction is cancelled and is not subject to further processing.

Processing: Transaction has been submitted for approval
and is awaiting results.

Enter areference number for an authorized transaction.

Enter the date that the transaction was authorized.

Displays a message regarding the authorization. For example, if alink
is not working, you might see Interlink Error.

Click to return to the Case page.
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If you entered information on the Authorize Credit Card page, then
returned to the case without submitting the transaction for authorization,
the system displays a warning message.

If you return to the case without submitting the transaction, the information
still appears on the Authorize Credit Card page and is saved to the credit
card history when you save the case, even though the authorization

status fields are blank. To prevent this from happening, you can either
clear al data from the Authorize Credit Card page before returning

to the case or close the case without saving.

Reviewing Credit Card Transactions
Access the Credit Card Process History page.

These field definitions describe only the fields that do not correspond to similarly named
fields on the Authorize Credit Card page.

Business Unit, Case
Number, and Sequence
Number

Return M essage Status,
M essage 1, M essage 2,
and M essage 3

Address Verification
Service

Contact Address

PeopleSoft Proprietary and Confidential

The business unit and case number identify the case where the credit card
charge originated. If multiple credit card transactions are associated with a
case, the sequence number differentiates the transactions.

nts

Displays information regarding your authorization, billing, or credit request.

Displays address verification results. An example is Exact Address Match.

Click to access the Address Secondary page, where you can review the
address information used to process the credit card transaction.
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Managing Material Returns

This chapter provides an overview of material return processing and discusses how to:

* Set up material return processing.
 Create return materia authorization (RMA) transactions.

Understanding Material Return Processing

If you integrate PeopleSoft Support with PeopleSoft Inventory and PeopleSoft Purchasing or a
third-party inventory and purchasing system, call center agents can generate RMASs for customers
returning stock for replacement, repair, or stock that was shipped in error.

This section discusses:

* RMA process flows.
* RMA notifications.
» Default values for RMA lines.

We discuss this information in the documentation for understanding requisitions and
understanding purchase orders.

See PeopleSoft Purchasing PeopleBook.

Note. This chapter is relevant to PeopleSoft Support only; PeopleSoft HelpDesk applications
do not incorporate RMA functionality.

RMA Process Flows

Agents using PeopleSoft Support can create four types of RMAS:

» Advanced exchange

* Return-and-replace

* Repair-and-return

* Return-to-stock

Basic RMA Processing

Regardless of RMA type, some processing steps are shared by all RMAsthat are created in PeopleSoft Support:

1. A customer calls the agent and requests an RMA.
2. The agent opens a new or existing case for the customer and creates an RMA in PeopleSoft Support.
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3. When the agent saves the RMA, the system uses an EIP (enterprise integration point), Return Material
Authorization EIP (referred to as RMA Form EIP in the diagram), to stage the RMA for processing in the
inventory business unit that has been defined on the RMA as the |ocation to send the returned material .

4. The customer physically returns the materia to the inventory business unit.

5. In PeopleSoft Inventory or your third-party inventory system, receipt of the returned material
is recorded and the RMA is closed in the inventory system.

Your inventory system handles the receipt status management for RMAS.

This diagram illustrates the basic RMA processing flow:

|
! PeopleSoft Inventory or
|
PeopleSoft Support } Third-Party Inventory System
|
|
|
3
|
1 Return To
RMA Form EIP Inventory -
Create RMA | N Bl RMA Receiving and
| . Putaway
| Unit
| RMA
|
|
|
|
|

Basic RMA processing flow

We discuss this information in more detail in the documentation for defining PeopleSoft
Financials and Supply Chain Management general options.

See PeopleSoft Enterprise 8.8 Application Fundamentals for Financials, Enterprise Service
Automation and Supply Chain Management PeopleBook.

Advanced Exchange RMAs

With the advanced exchange RMA type, you can create a replacement order for the customer at the
time that you create the RMA. Specify the replacement item or items for the item on the RMA line.
The replacement order can include any of the active items in your system. When you save the RMA
form, the system stages the RMA in your inventory system using the Return Material Authorization
EIP and creates a requisition request for the replacement order in your purchasing system using the
Purchase Order Requisition EIP (referred to as PO Requisition EIP in the diagram). The system obtains
the ship to address for the customer’s replacement order from the RMA form.

We discuss this information in more detail in the documentation for introducing enterprise
integration points, understanding the EIP catalog.

See PeopleSoft Integration Tools and Utilities.
This diagram illustrates the advanced exchange RMA processing flow:
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Advanced exchange RMA processing flow

The Purchase Order Requisition EIP enables you to requisition a replacement for the customer
at the time that the advanced exchange RMA is created.

Note. PeopleSoft Purchasing or your third-party purchasing system handles the processing of the requisitions
that are staged by the Purchase Order Requisition EIP. In your purchasing system, you must set processing
defaults for the staged requisitions and perform any required actions to compl ete the ordering process.

Return-and-Replace RMAs

Unlike the advanced exchange RMA, orders for return-and-replace RMAs are not created until the returned
material has been physically received in the location specified as the return-to business unit.

1. When a person records receipt of material on a return-and-replace RMA in your inventory system, the
inventory system displays a message indicating that a replacement order is required.

2. Depending on your business process rules, the person manually enters a material stock request in your
inventory system or arequisition in your purchasing system to replace the customer’s returned material.

3. The person receiving the returned material uses the information on the RMA, such as the customer’s
address, information about the item, and quantity returned, to create the replacement order.

4. To facilitate tracking of the replacement order in your inventory or purchasing systems, the same ID asthe
RMA should be used when the person manually creates replacement requisitions or material stock requests.

This diagram illustrates the return-and-replace RMA processing flow:
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PeopleSoft Support

PeopleSoft Inventory and PeopleSoft Purchasing or
Third-Party Inventory and Procurement Systems

184
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Return-and-replace RMA processing flow

For return-and-replace RMAS, replacement orders are manually created in your inventory or purchasing

systems after the returned material has been physically received from the customer.

Repair-and-Return RMAs

You create repair-and-return RMAs when a customer sends an item back to you for repair. As delivered,
PeopleSoft CRM does not offer repair depot functions. However, if your business includes repair services,
you can use the repair-and-return RMA option in conjunction with your business process rules. The

repair-and-return RMA processing is similar to return-and-replace RMA processing:

1. A person creates an RMA for a customer in the specified return-to business unit in your inventory system.

2. A staff member, in the facility where the item needing repairs is sent, records the

receipt of the RMA in your inventory system.

3. The staff member creates a work order for the repairs, according to your business rules, and

delivers the item to the appropriate staff for repair work.

4. The work order should include the ship-to address for the customer who appears on the RMA form

and the RMA number (to facilitate RMA tracking across your enterprise).
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5. The material is shipped back to the customer using the address information from
the RMA when the repair work is complete.

This diagram illustrates the repair-and-return RMA processing flow:

Managing Material Returns

PeopleSoft Support PeopleSoft Inventory or your Third-Party System
Return To Per business
Inventor rules, a staff
Create Repair- RMA Form Busines}; RMA Receiving member
and-Return RMA EIP Unil and Putaway manually
RMA creates a repair
work order

Repair-and-return RMA processing flow

For repair-and-return RMAS, repair work orders are manually created per your business rules
when the returned material is physically received from the customer.

Return-to-Stock RMASs

You create a return-to-stock RMA for a customer who is returning material with no need for a replacement.

Typicaly, the customer has received the wrong shipment or been shipped too much quantity. The process
flow for areturn-to-stock RMA is identical to the basic RMA processing flow.

We discuss this information in more detail in the documentation for receiving and putting
away stock and transferring stock between business units.

See PeopleSoft 8.4 Inventory PeopleBook.

Note. You can create RMAsS for customers who return stock for orders that they placed,
but decided against at the time of receipt. For billing purposes, use the RMA processes of
your order management system to handle these cases.

RMA Notifications

As delivered, PeopleSoft Support offers the RMA receipt notification workflow. You can use this
workflow to notify the receiving manager and receiving agent when an RMA shipment is expected from
a customer. Once the workflow is set up, the system sends your receiving managers and receiving
agents a notification each time that a new RMA is saved in PeopleSoft Support.

RMA Receipt Workflow Notifications Setup

To enable RMA notifications, you must define people in your system with receiving manager and
receiving agent roles and establish their routing preferences and email addresses.

To set up RMA notification workflow:

1. Assign receiving manager and receiving agent roles to the appropriate employees in your system.

When an RMA is created, the receiving managers and receiving agents receive notification that a
receipt for returned material is expected. You associate the receiving manager or receiving agent
role to a person in your system on the Roles page under User Profiles.

We discuss this procedure in the documentation for setting up user profiles.
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2. Definenotification routing preferences for the people assigned receiving manager and receiving agent roles.

When an RMA is created, the notification is published as a worklist entry, an email, or both, depending
on the routing preferences defined for the group member on the Workflow page accessible through User
Profiles. On that page, indicate whether the person is a worklist user, an email user, or both.

Note. Notethat if both the Worklist User and Email User check boxes are selected for the person, two
notices—an email and a worklist entry—are published each time the workflow process is triggered for an
RMA that is created. Define an email address for each person with an email notification preference.

Define valid email addresses for the people who receive email notifications.

For each person with an email routing preference for RMA notifications, define a
primary email address in the Worker component.

Note. Person IDs defined for the worker are associated with user 1Ds on the User Profile page under
Workforce, Search Worker or the User Profile component under PeopleTools, Security, User Profiles. For
workflow notifications to work as designed, link each person in your system to one user ID only.

(Optional) Associate worklist groups with the people who are assigned receiving
manager and receiving agent roles.

When an RMA is created, a worklist entry can be created for the worklist group that is established
for the people who are assigned receiving manager and receiving agent roles in your system. A
worklist group must first be defined on the Group Worklist Setup page.

See Also
PeopleTools Security.

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Defining
Workers,” Pages Used to Maintain Worker Information

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Setting
Up and Using Worklists,” Defining Group Worklists

Setting Up Material Return Processing

186

Successful implementation of the RMA creation functionality depends on several setup steps:

1. Define inventory business units.

Define business units in your inventory system that represent the warehouses that are to receive
returned material. Activate the Business Unit EIP to insert the business units that are defined in your
inventory system in the BUSINESS _UNIT_FS table in the PeopleSoft CRM system automatically.
This enables you to select the appropriate inventory business unit on the RMA Form.

We discuss this procedure in more detail in the documentation for transferring stock between business units.

See PeopleSoft Inventory PeopleBook.

. Synchronize item, product, and customer masters between PeopleSoft CRM and

your purchasing and inventory systems.
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Activate the Item Master EIP, the Product EIP, and the Customer EIP to populate your PeopleSoft CRM
tables with the master data in your inventory and purchasing systems. Alternatively, you can manually
enter item, product, and customer information in both PeopleSoft CRM and your inventory system.

3. Define requisition processing defaults in your purchasing system.

Call center business units in PeopleSoft CRM that can create RMAs must be defined as a valid
source of requisitionsin your purchasing system. If you are integrating with PeopleSoft Purchasing,
use the Requisition Loader Defaults component in PeopleSoft Supply Chain Management to define
each call center business unit as a Loader BU. Using the same component, establish processing
defaults for requisitions that are staged by the call center business unit, including the purchasing
business unit in PeopleSoft Purchasing that is used to process the requisitions.

When you define procurement options in PeopleSoft Supply Chain Management, you can associate the call
center business unit with an appropriate distribution network on the Ship To Locations page. Sourcing
processes in PeopleSoft Purchasing can be configured to verify available quantity in the distribution
network before creating a purchase order with an external vendor. If quantity exists in one of the inventory
business unitsin the defined distribution network, amaterial stock request is created to fulfill therequisition.

See PeopleSoft Application Fundamentals for Financials, Enterprise Service Automation
and Supply Chain Management PeopleBook.

4. Define requesters in PeopleSoft CRM and your purchasing system.

The requester 1D represents a person or an entity that initiates a requisition request. For advanced exchange
RMA lines, the system populates the Requester field with the default requester ID that is defined on the
User Preferences - Overall Preferences page. You can modify the requester ID as necessary. However, if
you integrate with PeopleSoft Purchasing, the requester ID that you select for the RMA line created in
PeopleSoft Support must be avalid user ID and requisition requester in PeopleSoft Purchasing.

5. Activate the associated enterprise integration points (EIPS).

In your PeopleSoft Support and Inventory systems, activate the Return Material Authorization
EIP. For advanced exchange RMASs, activate the Purchase Order Requisition EIP in
PeopleSoft Support and in your purchasing system.

6. Enable your call center application to create RMAS.

The ability to create RMASs for cases is arelated action that is associated to the display template for
PeopleSoft Support cases. If you want to disable the ability to create RMAS, remove it asarelated
action. Also, remove the permissions that allow users to navigate to this page.

See Chapter 5, “Setting Up Links to PeopleSoft HRM S Pages and Related Actions,” page 53.

See Enterprise PeopleTools 8.45 PeopleBook: Security Administration

The RMA Unit is the default value that the system uses when RMASs are initiated from
a case that is created for the call center business unit.

7. Define problem codes in PeopleSoft CRM and reason codes in PeopleSoft Inventory.

When you create an RMA in PeopleSoft Support, you must specify a problem code. You set up problem
codes for RMAs on the Problem Codes page under Set Up CRM, Common Definitions, Codes and Auto
Numbering, Problem Codes. If you are integrating with PeopleSoft Inventory, the problem codes that you
select for RMAs in PeopleSoft Support must match the reason codes that are established on the Reason
Code page in PeopleSoft Inventory. Also, the matching reason codes in PeopleSoft Inventory must be
defined with a reason type of Return Material Authorization. When the RMA form is created in PeopleSoft
Inventory, the problem code is used as the reason code. If the reason code on the RMA form does not exist
in PeopleSoft Inventory, the system logs an error when the RMA EIP application message is processed.

8. Create a case for a customer.
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Create a case using the Case component in PeopleSoft Support. RMAS must be associated with a
case in your system. You cannot create an RMA without first creating a case.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9

Chapter 8, “Managing Cases,” page 99

PeopleSoft Enterprise Integrated FieldService 8.9 PeopleBook, “Integrating with PeopleSoft Applications”
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Defining Items”
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Setting Up Products’

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Understanding
Business Object Relationship Model Components’

Creating RMA Transactions

This section discusses how to:

» Create and view RMA transactions.

* Enter RMA.

» Specify or view the address from which the material is returned.

» Specify or view the address to which replacement orders are shipped.
* View installed product records.

* View the installed product hierarchy.

* Add notes and attachments.

If PeopleSoft Support is integrated with PeopleSoft Inventory and PeopleSoft Purchasing or a
third-party inventory and purchasing system, you can create RMAs for customer returns using the
pages in the RMA Form component or the Related Actions page in cases. You must have saved
a case to save an RMA. Typically, a RMA is created from a Case.

See Also

Chapter 9, “Processing Cases,” Managing Related Actions, page 155
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Page Name Object Name Navigation Usage

RMA RF_RMA_HDR Support, Returns Createand view RMA
Support, Create a Case transactions.
Select Create RMA from
the Related Action drop
down list box and click the
Gobutton.

Notes RF_RMA_NOTE Select the Notespageonthe | Record commentsand attach

RMA component.

filesthat arerelated to
anRMA.

Installed Product Viewable
Hierarchy ,

RF_INSTPROD_VH_SEC

O—

&= Click the View Inst
Product Hierarchy button on
theRMA page.

View theinstalled product
hierarchy for the specified
customer.

Creating and Viewing an RMA Transaction

Access the RMA page.

History | Select One... =]

Save || [F Add | Update | 560 360-Degree Yiew | Notification | B Correspondences |

RMA Number NEXT
Customer MMA Property Managernent Group
Contact Fred Albright

_ n Motes
Contact Information
*Lase ID 2/ =
Phone |651/785-6687 =]

Return Product Information

*Return to IBU |US201 - CRMCO Appliance wHS x|

*RMA Line Type I advanced Exchange ;l
site | ==
Serial ID |SR1015-1009 Q=
Product ID |SR1015 QFE w
*Item ID |SR1015 Q=

*Qty Returned |1.0000

Requester | =AMPLE

Case ID 2

Customer Yalue Goldirsrirdr

Personalize

Unit U5200 - CRMCO APPLIANCES

*Contact Fred albright Q
Email | falbright@mma.com =]
ind First 0 1of1 7] Last
*Return Date [03/31/2004 [ | Deete
*problem Code | =]

*AddressllZDD Lake Drive Circle Pin MN US;IE

Lot ID

Product Name 24 in, Dishwasher 5 Cycles (St

Item Mame 24 in. Dishwasher 5 Cycles (St

uoM En

Comments

=€
[

RMA page (1 of 2)
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Replacement Item({s) Customize | Find | Wiew all | [ First 1ofi Last
*Replacement Item ID Replacement Item Mame *Oty Reguested Uom
SR1015 | 24 in. Dishwasher 5 Cycles (St 1.0000  EA [=]

Add Return Product

Gotor Wiew Status Requisition Workbench

Created Last Modified

* Required Field
wARNING: Additional return iterms may not be added to this RMA after saving

RMA page (2 of 2)

If your implementation includes PeopleSoft Inventory, and you logged in to the portal using the single sign-on
feature, you can click the View Status link to access the RMA Form page in PeopleSoft Inventory, where you
can view the status of the RMA. The View Status link is disabled in add mode. Similarly, the Requisition
Workbench link appears if your implementation includes PeopleSoft Purchasing, and you logged in to the
portal using the single sign-on feature. Thislink is active only in update/display mode when at least one RMA
line has the RMA type Advanced Exchange. The Requisition Workbench link is disabled in add mode.

Line Defaults

Provides default information for each RMA line that you add. The information that is defined
in these fields can be modified for each RMA line.

Toolbar

This section displays information about the customer who is returning the material:

Customer Displays the name of the customer who is returning the material. The
customer name is populated from the case and cannot be changed.
Customer records are established in your system using the Add Company
or Search Company components under Customers CRM.

Note. Before an RMA can be created and saved, acase must have been created,
and a ship-to role must be defined for the customer defined on that case.

Contact The system populates this field with the contact name that was entered
on the case, if available, or with the name of the primary contact who is
associated with the customer. You can modify this value.

Note. A contact is required if the specified customer is a company,
but optional if the customer is a consumer.

CaselID The unique identifier of a case.

Customer Value If you have purchased PeopleSoft Enterprise Strategic Account
Management, this indicator reflects the standing of the customer within
your organization’s customer portfolio.

See PeopleSoft Enterprise Srategic Account Planning 8.9
PeopleBook, “Understanding PeopleSoft Strategic Account
Planning,” Reporting and Metrics.

190 PeopleSoft Proprietary and Confidential



Chapter 12

Contact Information

Managing Material Returns

This section displays information about the customer who is returning the material:

Case|ID

Phone

Contact

Email

The unique identifier of a case. When you create a new RMA, you
must specify an existing case ID before you save the RMA. You cannot
change the Case ID on an existing RMA.

Select the phone number that is associated with the contact or customer.

Enter the name of the person who requested the RMA on behalf of the
customer. The system populates this field with the contact name that was
entered on the case, if available, or with the name of the primary contact
who is associated with the customer. You can modify this value.

Note. A contact is required if the specified customer is a company,
but optional if the customer is a consumer.

From the Email drop-down list box, select an email address that is
associated with the customer, contact, or site.

Return Product Information

Displays information about the product being returned.

Return To IBU (return to
inventory business unit)

RMA Type

Site

Serial 1D

PeopleSoft Proprietary and Confidential

Select the inventory business unit where the customer ships the returned
material. In PeopleSoft Support, a default value for thisfield is specified for
the call center business unit on the Call Center BU page. If PeopleSoft
Inventory isinstalled, this is a PeopleSoft Inventory business unit.

Displaysthetype of processing that is used for thereturned material. Valuesare:

Advanced Exchange: Immediately creates a replacement order for theitem
that the customer is returning. The replacement order can be for the same item
or for adifferent item. You can specify the replacement in the Replacement
Item(s) grid. The system populates the replacement item and requested
guantity using the values defined for the return item and returned quantity.

Repair and Return: The customer is returning an item for repair.

Return and Replace: The item that the customer is returning must be
received before a replacement order can be created.

Return to Stock: The customer is returning material that was originally
requested on a case that was not needed.

Displays the identification of the customer site from which
material is being returned.

Displays the serial number or ship-serial number of the item that the customer
isreturning. If theitem is serial-controlled, a serial number isrequired for the
RMA. If necessary, a different serial number can be entered at the time of
receipt. Ship-serial IDs are optional for ship-serial-controlled items.

Note. If avalueisentered for an item that is not serial controlled or ship-serial
controlled in your system, the value is removed when you save theinformation.
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Product ID

Item ID
Qty Returned

Requester

Comments

Address

Return Date

Problem Code

Address

Lot ID
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Displays the identification information for the product that
the customer is returning.

Note. If more than one installed product record for an item ID, seria number,
or product is found, the system displays the Installed Product List page,
where you can select the applicable installed product record.

Displays the identification of the item that the customer is returning.

Displays the amount of the item that the customer is returning. For
serial-controlled items, this quantity must be 1.

Displays the ID of the person or entity that is associated with the requisition
request. The system populates this value with the default requester ID that is
defined on the User Preferences - Overall Preferences page. You can modify the
requester 1D, as necessary. If you have implemented PeopleSoft Purchasing,
you can use the requester 1D to view the status of al the requisitions that have
been entered by a specific person using the Requisition Workbench.

We discuss this procedure in the documentation for reviewing
requisition information.

PeopleSoft Purchasing PeopleBook.

Important! If you integrate with PeopleSoft Purchasing, the requester ID
must be avalid user ID and requisition requester in PeopleSoft Purchasing.
Requesters are established on the Requester Setup page in PeopleSoft Supply
Chain Management under Structure Procurement Options.

Enter notes about the RMA (optional).

Displays the ship-to address that is specified for the customer or customer site.
The system populates primary ship-to address that is defined for the site, if
entered, or the primary ship-to address that is defined for the customer.

Displays the date that the returned item is expected to be received at the
inventory business unit defined as the Return To IBU. When you add a new
RMA, you can specify an estimated return date for informational purposes
only. The default value for this field is the current date.

See Chapter 3, “ Setting Up Call Center Prompt Tables,” Setting Up Problem
Codes for PeopleSoft Support Material Returns, page 43.

Displays the address associated with one of the ship-to addresses specified
for the customer or customer site. When entering a new RMA, click

the Override Address link to modify the address on the RMA Header
Return From Address page. When viewing an existing RMA, click the
Display Address link to view the address information.

Displays the lot number of the item that the customer is returning.
Lot IDs are optional for lot-controlled items.

Note. If avalueisentered for an item that is not lot-controlled in your
system, the value is removed when you save the information.
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Selecting and Viewing Installed Product Records
Access the Installed Product List page.

Returns
Installed Product List
k]
Installed Product List Customize | Find | H First 1-14 of 14 Last
Select|Installed Product | Description Serial I | Product |Description Item ID
ID jin]
24.7 cu, FL
r INS000007F2 SR1009 Refrigerator SR1009
wiFc
24.7 cu., FL,
I- INSO000073 SR1009 Refrigerator SR1009
w/Fo
24.7 cu., Ft,
I_ INS0000074 SR1009 Refrigerator SR1009
wiFC

Installed Product List page

This page lists al of the installed product records that matched the serial ID or product
ID that you selected for the RMA.

Select the check box for the correct record and click Return. The system populates the fields

for the RMA with the values from the row that you selected.

See Also

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Tracking Installed Products’

Viewing the Installed Product Hierarchy

See PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “Tracking

Installed Products,” Viewing Installed Products.

Adding Notes

See PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working
with Notes and Attachments’.
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CHAPTER 13

Using Change Management

This chapter provides an overviews of accessing and managing change regquests and discusses how to:

Access new and existing change requests.
Manage basic change request information.
Manage tasks.

Manage notes.

Manage related changes.

Manage related actions.

Manage interested parties.

View change request history.

See Also

Chapter 6, “Setting Up Change Management,” page 77

Understanding Change Request Access

This section discusses the five ways to access change requests:

Through the HelpDesk menu.
Simply navigate to HelpDesk, Create a Change Request or HelpDesk, Search Change Requests.

Note. If you want to create a new change request, a blank Change Request page appears. If you want to
search for existing change requests, the configured search page for Change Management appears.

From the HelpDesk case.

From the HelpDesk case object, the Actions section of the case allows the user the ability to
directly create a new change request. Creating the request for change from the case creates a
direct linkage between the change request and the case. The change request can be viewed from
the case, and the case can then be viewed from the change request.

From the Quality Management Defect.

Using Related Actions functionality, a new Change Request can be created directly from the defect. Also,
an existing change request can be identified and linked to the defect. Linking will cause the change
request to be viewed from the defect, and the defect to be viewed from the change request.

From the Worker 360-Degree View.
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PeopleSoft provides the ability to both add a new change request from the Employee view,
and to view any requests aready added by that employee.

From Employee Self Service.
You can add a change request from navigating to Employee Self Service, HelpDesk, Create a Change Request.

Understanding Change Request Management

This section discusses:

196

Change Request Main page.
Tasks page.

Notes page.

Related Changes page.
Related Actions page.
Interested Parties page.

Change Request Main Page

You can access the Change Request Main page by using any of the five available methods.
There are six distinct sections on the Change Request page:

Requestor Information section.

The user must enter a change request Requestor. This person can be selected from any available
employee record. Values for the requestor’s Department, L ocation, Manager’'s Name and Manager’s
Telephone fields will default from the employee record that was selected.

Change Request section.

In this section, you record information about the nature of the change request. The Summary,
Business Unit, Request Type, Status and Priority fields are required to save the change request—the
other fields are informational only. Values for these fields are configured—you set these values up
by navigating to Set Up CRM, Product Related, Change M anagement.

See Chapter 6, “Setting Up Change Management,” page 77.

Product Information section.This section allows you to link a particular product to a change request.

Users may not link impacted product groups, products and assets to a change request, but will
automatically link any affected parties to the Change Request. Affected parties can be viewed by
clicking on the ‘View Affected Parties icon, located in the Product grid.

Users can link impacted Product Groups or Installed Products to the Change Request via the lookup
options here. They can further refine the impacted product by linking the specific asset tag of the item
affected. A ’View Affected Parties” icon will apear when the selected installed product has specific
employees linked to it. Clicking on thisicon will display all of the linked employees.

Change Control section.

This section can be used to record more specific information about the change request. The
Impact, Category, Release and Resolution fields are informational only.
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The start dates and start and end times are not informational only—these duration fields are calculated fields.
The 24/7 check box allows work to be scheduled beyond a normal Monday to Friday, 9 to 5 workweek.

Values that are entered in the Schedul e sub-section also serve as a guide for the phase and task start and end
dates. All phase and task dates, whether built manually in the Phase Summary section on the main page,

or auto-populated from the Phase Model setup option, will not be allowed to start prior to the start date
indicated in the Schedul e sub-section in the Change Control section. The End Date field will automatically
default to the last date on the last task when the Phase/Task model was either build or automatically loaded.

* Phase Summary section.

Use this section to manage the phases and tasks that are associated to a change request. Only phases are
displayed in this grid. Tasks and the phases they are associated with can be viewed from the Tasks tab. Each
phase in the Phase Summary section consists of a task or set of tasks that need to be completed in order for
change to be successful. Any required approvals should also be presented in the form of an approval task.

See Chapter 13, “Using Change Management,” Task Page, page 197.

Phases can be built manually in this grid. Alternatively, phases and tasks can be
automatically populated if users load a phase template.

See Chapter 6, “ Setting Up Change M anagement,” Setting Up Phase Templates, page 87.

Any template can be loaded by choosing the appropriate template name in the Templatedrop
down and clicking the Load button.

If users click the Load button without first selecting a phase template from the Templatedrop down
list box, all phase templates whose Type, Sub-Type and/or Priority fields that match the Type,
Sub-Type and Priority fields of the change request, will appear. Users then select the desired
phase template, thus populating the phases in the Phase Summary grid and tasks on the Task
page. Phases can be manually built by clicking on the “Add Phase”.

» Audit History section.
This section tracks the dates and times that the change request was created and modified.

Note. Upon opening the Change Request Main page, the Change Control, Phase Summary
and Audit History sections will be collapsed by default.

See Chapter 13, “Using Change M anagement,” Accessing Change Requests, page 199.

Task Page

The Tasks page displays all tasks, process flow steps, and decision points that are associated with
a Change Request. The Change Management application will carry the Task Id link to point into
the Task Management application for the actual definition of the Task.

The Task Management application tracks each task associated with a Change Request.
Change Management uses Task Management functions for Task Groups to further define
and control the process flow of a Change Request.

Tasks can be added, deleted and edited from this page. They can be auto added using
the Phase Model or added manually.

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Using Business Projects,” Managing Tasks
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Notes Page

Notes pages will follow the standard Notes and Attachments format that us used throughout CRM
Enterprise application suite. During the course of a Change cycle, specific types of documentation may
be required, such as Backout Plans, Design Documents or a Cost Benefit Analysis. In order to identify
these common documents within a specific note, PeopleSoft provides a Note Type field.

Before adding an attachment to the note , the note type can be identified via the drop down.
Values in the Note Type drop down list box are user configurable.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Working with Notes and Attachments’

Related Changes Page

The Related Changes Page provides the ability to link similar change requests in either
a parent/child or a equal relationship.

Status updates cascade. A status change is referred to as “ cascading” when a status change on one Change
Request causes the same status change on one or more other Change Requests automatically. Cascading
changes occur when a user manually changes the status, or an AAF rule executes unattended.

There are several conditions that must exist for cascading status changes to happen. First, the Change
Request whose status is being changed must be related to another Change Request. Two characteristics
define each relationship, a) the type and b) the hierarchical indication.

When Type is Global, and the hierarchy indicator is a parent of the change request whose status is changing,
then a cascading status situation occurs. Further, if the status change is to afinal type status (such as Closed,
Completed, and Rejected) then any related Change Request with these two characteristics are displayed and
offered to the user to allow the status to cascaded. Thisis for on-line manual status changes.

For an AAF rule execution status change, the status is cascaded automatically when the Changed To
status is marked as a cascading type status (see Status setup for this indicator).

Related Actions Page

Change Management also provides the ability to link Cases and Defects to a change. If a
change request was initiated by Defect identification or from a HelpDesk Case, those defects
and cases can be linked directly to the Change Request.

Linking a defect or case to a change request alows the user to drill into these other objects directly
from Change. It alos causes the change to be linked to the defect or case, and provide the ability to
drill into the Change Request from either HelpDesk or Quality Management.

Conversely, change requests can be created and linked to defects from the Quality Management
application and to Cases from HelpDesk. Linking from either of these two applications
will also create the linkage in the Change application.

Linking cases and defects also causes status updates to be forwarded to the HelpDesk agent or the quality
analyst. The type and frequency of the updates can be determined and configured using AAF.

You will not be able to create either a case or a defect from the Change Management application. Similarly,
there is no cascading status functionality between cases, defects, and change requests.
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Interested Parties Page

Interested parties— individuals not part of the change process via an assigned task or role—can receive
notifications and updates on the Change status by inclusion on the Interested Parties page. Interested
parties can be designated to receive updates only on specific phases, or on all phases.

Interested parties are limited to employees. The type and frequency of the updates
can be determined and configured using AAF.

History Page
AAF events control the process flow of a change request. Whenever an event is processed on a
change request, it will be audited and displayed on the History Events page.

Whenever a change is processed on a change request, it is audited and displayed on the History Audit
page. The records to be audited are configurable in CRM Set Up. History interactions displays when
email was used to notify an assigned worker of a task action or status change.

Accessing Change Requests

This section discusses how to add new change requests and access existing change requests:
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Pages Used to Access Change Requests
Page Name Object Name Navigation Usage
Change Request Search page| RG_CHANGE_SRCH HelpDesk, Search Change | Accessexisting search
Requests requests.
Employee Self-Service,
HelpDesk, Manage
Change Requests
Change Request RG_CHANGE_REQUEST HelpDesk, Create a Add new change requests.
Change Request
HelpDesk, Create aCase
Select Change Request

200

from the Related Actions
drop down list box inthe
Actionssection.

HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection.

Quality Management,
Search Defect

Select Change Request
from the Type drop down
list box inthe Related
Actionssection.

Employee Self-Service,
HelpDesk, Create a
Request

Accessing Existing Change Requests
Access the Change Request Search page.
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Change Requests

Use Search Criteria to Narrow the Search Results

=~ Search

Use Saved Searchl

Search Clear

Basic Search

Change Request ID Iﬁ
Business Unitlﬁ
Change Summarym
Requester IDW
Change Owner ID m
Eategnrym
Priuritylbegins with -I
Tvpem

Sub Tvpem

=

E Save Search Criteria@ Delete Saved Search =

a
a

“e* Personalize Search

Change Requests search page (1 of 2)

h
Customize | Find | Wiew all | B

Change Requests First 1-40 of 40 Last
i Category [0

Change Request Unit Summary Requester Qwner Date

Created

RECO300001 ITHDK 1st test from self service Richard Blaine 03/25/2004
RFCO300001 Uz200 SUMMARY Stu Marx 03/25/2004
RFCO300001 Uz300 SRTY Alex Ash 03/26/2004
RFCO300002 ITHDK DsF Alex Ash 03/26/2004
RFCO300002 Uzz200 = Raob Dunkin 03/25/2004
RFCO300002 U300 DsF Alex Ash 03/26/2004
RFCO300003 Us200 Iﬁ;ﬂgg ?;q'::z:g'?r%r”ne;‘;fm Steve Carnell 03/25/2004
RFECO300003 Us300 sD Alex Ash 03/26/2004
RECO300004 uszoo One moare test Perry Davidson 03/25/2004
RECO300004 Us300 test Alex Ash 03/27/2004
RFCO300005 Usz200 5 Joseph Bartlett 03/25/2004

Change Requests search page (2 of 2)
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Note. The Search Criteria section is collapsed by default.

General Information on Change Request Searches

When searching for an existing change requests, you can search based on change request fields. Values for the
change request fields are defined by your organization and are based on the business unit that you enter.

All search criteriafields correspond to fields on the Change Request page. However, on the Change Request
page, you must enter valid values, whereas on the Change Request Search page, you can enter part of the
whole value in most fields (depending on what operators are set for a given search field).

There are a few exceptions:

* You must enter a complete value in these fields: Change Request|D andBusiness Unit.
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* You can enter partial valuesin the Requester ID and Change Control ID fields, but only after you click
the lookup button associated with the field. The system displays the appropriate |lookup page, where
you can search for and select a customer or contact before attempting the search again.

Basic Versus Advanced Searches

Users can perform Boolean searches using field-level search criteria. The system administrator defines
the operators that appear on the Configurable Search Setup page. Users can further refine the list of
operators for each field if they are granted permission to personalize their search settings.

The system displays a list of the searchable fields. For each field, you can enter a
search operator and the search text.

This table lists the search operators that are available for field-level searching. The operators that
appear depend on whether the field being searched is a string or a number.

Operator Description
< Thefield valueislessthan the value that you enter.
<= Thefield valueislessthan or equal to the value that you enter.
> Thefield valueis greater than the value that you enter.
>= Thefield valueisgreater than or equal to the value that you enter.

= Thefield valueisequal to the valuethat you enter.

beginswith Thefield value matches thefirst characters of the value that you enter.

between Thefield valueis between the two valuesthat you enter. You must enter two
values. For example, suppose that you select BETWEEN and enter 100 and 200,
the search returns valuesfrom 100 to 200, inclusive.

in You enter acomma-delimited series of values, and the system findsfield values
that match any one of the values that you entered.

ishlank Thefield valuethat you are asking the system to search is blank.

not Thefield valueis not equal to the valuethat you enter.

Note. PeopleSoft does not deliver the contains operator because it may cause performance problems.
To add it to the list of available operators, use the Configurable Search Setup page.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “Configuring Search Pages’.
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Depending on how your implementation team configures the search pages for your system,
you may not be able to view all of these fields.

Note. In Change Management, the Basic and Advanced Searches are identical. If the field that
you are looking for does not appear, click the Personalize Search link. The system displays the
Personalize Search Settings page (if the system administrator has made this page available to you).
You can use this page to select additional fields to display on the search page. If you still do not
see the field that you are looking for, contact your system administrator.

Use Saved Search
Basic Search

Advanced Search

Save Search Criteria

Delete Saved Search

Per sonalize Search

Provides access to all saved searches.

Click to display alist of fields from which you can search or
add new change requests.

Click to display alist of fields from which you can search or
add new change requests.

Click to save the current search criteria as a saved search (either as a new
saved search or as a modification to an existing saved search). Then enter the
name of the saved search in the Save Search Asfield and click Save Search.

Click to delete a saved search. Then select the name of the search
that you want to delete and click Delete.

Click to configure the search page to your own personal preferences.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools
PeopleBook, “ Configuring Search Pages,” Personalizing the Search Page.

Search Criteria Fields for PeopleSoft Change Management

Change Request ID

Business Unit

Change Summary
Requester ID
Change OwnerID
Category

Priority

Type
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I's a unique number that can be automatically determined using
auto numbering functionality

Enter a business unit. Your can set up your user preferences
determine the default business unit that appears when you open
the Change Requests Search page.

When you create a new change request, the business unit that you
specify on the Change Request Search page does not limit which
employees are included in the search domain.

When you create a new change request, the business unit that you specify on the
Change Request Search page becomes the business unit for the change requests.

Enter the name of a worker or employee who is experiencing the problem.
Enter the the name of the person who is requesting the change.

Enter the the name of the person who owns the change request.

Enter the category of the change request.

Enter the priority of the change request.

Enter the type of the change request.
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Sub Type Enter the sub type of the change request.

Note. Remember that you can enter part of the whole value in most fields—depending on
what operators are set for a given search field. Most of these values are also user defined,;
they are based on the needs of your organization.

Search Commands
Search Click this button (or press ALT + S) to perform a search. The system searches
for al possible matches and displays the results in the Search Results grid.

Clear Click thisbutton (or pressALT + C) to clear datafrom the search criteriafields.

Search Strategies
Here are some search tips.

* You can enter partial values in any field except Change Request ID and Business Unit.

For example, if you select begins with as the operator and then enter Smi in the Name field, the
search results include alist of all people whose last names start with Smi.

* You can enter the least amount of data that is needed to limit the search results.

Entering extra information is time-consuming and increases the likelihood of a typographical
error that prevents the system from finding any information.

» A change request ID uniquely identifies a change request; searching for existing change requests by change
request ID displays the desired Change Request page (this involves the fewest keystrokes).

e The search is not case-sensitive.
See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up PeopleSoft Customer
Relationship Management Security and User Preferences,” Defining Change Management Preferences

Managing Basic Change Request Information
This section discusses how to:

» Manage basic change request information.
» Manage tasks.
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Page Used to Manage Basic Change Request Information

Page Name Object Name Navigation Usage
Change Request RG_CHANGE_REQUEST * HelpDesk, Createa Add new change requests.
Change Request
» HelpDesk, Create a Case
Select Change Request

from the Related Actions
drop down list box inthe
Actions section.

» HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box inthe
Actions section.

* Quality Management,
Search Defect

Select Change Request
from the Typedrop down
list box in the Related
Actions section.

» Employee Self-Service,
HelpDesk, Createa
Request

Managing Tasks

This section discusses how to manage tasks.
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Pages Used to Manage Tasks in Change Management

Page Name Object Name Navigation Usage

Tasks RG_CHG_TASKS * HelpDesk, Createa Manage tasks in Change
Change Request, Tasks Management.

» HelpDesk, Create aCase

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection. Then,
select the Tasks page.

» HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection. Then,
select the Tasks page.

* Quality Management,
Search Defect

Select Change Request
from the Type drop down
list box inthe Related
Actionssection. Then,
sel ect the Tasks page.

» Employee Self-Service,

HelpDesk, Create a
Request, Tasks

Managing Tasks in Change Management
Access the Tasks page.

Change Request ' Tasks Motes Related Changes Related Actions Interested Parties E)
Tasks Details | Tasks Hierarchy EL | Select One... ;II
b
Tasks Cuztornize | Find | i First 1-9of 9 Last
Task Task Phase Status Assignee Start Date | End Date
Group
1296-Kickoff meeting 400064  Change Planning  Open Mone ;:\?;3' 03/29/2004 04/05/2004 EI
1297-Installation 400065  Implementation Open Mone ;;P;g, 04/05/2004 04/27/2004 i
1298-Test Install 400065  Implementation Open Mone ;:\?;3' 04/05/2004 04/27/2004 ﬁl
1299-Installation Acceptance 400065  Implementation Open Mone ;fp?‘ 04/05/2004 04/27/2004 I
1300-Development start 400068  Implementation Open MNone Fﬁg‘ 04/05/2004 04/27/2004 EI
1301-Development middle 400066  Implementation Open Mone ;;P;g' 04/05/2004 04/27/2004 EI
1302-Developrment end 400066  Implementation Open Mone ;;P;g, 04/05/2004 04/27/2004 i
1303-Testing 400067  In Test Open Mone % 04sz7/7004 05/05/2004 [
1304-Signoff 400067  In Test Open Mone % 04/27/2004 05/05/2004 T
Tasks page
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Managing Notes

This section describes how to utilize notes in Change Management.

Pages Used to Manage Notes in Change Management

Page Name Object Name Navigation Usage

Tasks RG_CHANGE_NOTE * HelpDesk, Createa Add notes and/or
Change Request, Notes attachmentsto change

» HelpDesk, Create a Case requests.

Select Change Request
from the Related Actions
drop down list box inthe
Actions section. Then,
select the Notes page.

» HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box inthe
Actions section. Then,
select the Notes page.

* Quality Management,
Search Defect

Select Change Request
from the Typedrop down
list box in the Related
Actions section. Then,
select the Notes page.

» Employee Self-Service,
HelpDesk, Createa
Request, Notes

Managing Notes in Change Management
Access the Notes page:
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Change Request History | Select One... =]

| @ 360-Cearee Yiew | [=] Email | G add | L Clone | O Search | @E Correspand | Fersonalize

Change ID MNEW Requester
Priority High Type Hardware

Zhange Reguest Tasks N Notes Related Changes Related Actions Interested Parties E:l
Ealap | Select One... ;II

Notes Summary
Mo notes or attachments have been added to this Change Request,

Add a Note
Added 0&/10/2004 10:01AM Stu Marx

*gummary |Placement of shelving

*Details [Please place the shelf unit ko that it does not interfere with the file drawer opening. ;I@

TypelNDtE ;I Linked Task

Apply Mote & Add an Attachment

Notes page

Managing Related Changes

This section discusses how to manage related changes.
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Pages Used to Manage Related Changes in Change Management

from the Related Actions
drop down list box in

the Actions section.
Then, select the Related
Changes page.

» HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box in

the Actions section.
Then, select the Related
Changes page.

* Quality Management,
Search Defect

Select Change Request
from the Typedrop down
list box in the Related
Actions section. Then,
select the Related Changes

page.

» Employee Self-Service,
HelpDesk, Create a
Change Request, Related
Changes

Page Name Object Name Navigation Usage
Related Changes RG_REL_CHANGES » HelpDesk, Createa Relate your change request
Change Request, Related | to another changerequest.
Changes
» HelpDesk, Create aCase
Select Change Request

Managing Related Changes in Change Management
Access the Related Changes page:

Change Request Related Changes Related Actions

Interested Parties E:l

)| Select one... ;II

Related Changes

Relstionship |Type Change ID Summary Date and Added By
Time Added
Related Change m
| AddRelsted Change |
Related Changes page
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Managing Related Actions
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This section describes the Related Actions page.

Pages Used to Manage Related Actions in Change Management

Page Name

Object Name

Navigation

Usage

Related Actions

RG_REL_OBJECTS

HelpDesk, Create a
Change Request, Related
Actions

HelpDesk, Create aCase

Select Change Request
from the Related Actions
drop down list boxin

the Actions section.
Then, select the Related
Actions page.

HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box in

the Actions section.
Then, select the Related
Changes page.

Quality Management,
Search Defect

Select Change Request
from the Type drop down
list box inthe Related
Actionssection. Then,

select the Related Changes

page.

Employee Self-Service,
HelpDesk, Create a
Request, Related Actions

Relate actionsto the change

request.

Managing Related Actions in Change Management
Access the Related Actions page:
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Case

06/09/2004 §:56:18PM POT [My Time Zone =
Save | @, Spell Check | 360 360-Degree Wiew | [Z7] Motification | . Email | @i Time Entry | 1 Search | B Personalize
Case ID 150 Status Cpen - Awaiting User
Employee ID CRM101 Employee Mame Susan Davies
Summary Cannot see proper image Contact Method 925/694-2003
Case Zolution Summary Motes Case History Related Cases \_
)
Related Action Summary Customize | Find | g First 1of1 Last
Type Summary Status Date Created Added By
) L . Qprid for CRMSKT,
Quality Defect Door gasket loses pliability w... open 06,/09/2004 9:01FPM CRMOABAK
Related Actions |Defect - Relate =] | 5o
Sawve Case Find Soltions Ezcalate Case
= Audit History
Created 09/12/2000 10:454M PDT By DVP1 STEWART, TOM
Modified 1i1/08/2001 2:09PM PST By SAMPLE

Related Actions page

Managing Interested Parties

This section discusses how to manage interested parties for a case.
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Pages Used to Manage Interested Parties in Change Management

Page Name Object Name Navigation Usage
Related Actions RG_CHG_INT_PARTY * HelpDesk, Createa Manage interested partiesto
Change Request, achange request.

Interested Parties
» HelpDesk, Create aCase

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection. Then,
select the Interested
Partiess page.

» HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection. Then,
select the Interested
Parties page.

* Quality Management,
Search Defect

Select Change Request
from the Type drop down
list box inthe Related
Actionssection. Then,
select the Interested
Parties page.

» Employee Self-Service,
HelpDesk, Create a
Request, Interested Parties

Managing Interested Parties in Change Management
Access the Interested Parties page.

Quality Management

Save || Refresh || B add | [=] Email | (13 Clane | & Search | Personalize

Defect Id DEFO00000300004 Status CPEN
Priority High
Defect Motes Fixes Solutions Products affected \_ E:l
N
Interested parties Customize | Find | i First 1ofi Last
Marne Ermail Address
Spencer Underwood Q, E valerie_haas@peoplesoft.com ﬁ
Add an Interested Party

Interested Parties page
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Reviewing Change Request History

This section provides an overview of change request history and explains how to:

View the event history of a change request.
View the audit trail for a change request.

Understanding Change Request History
The Change Request History page includes an Events subpage and an Audit subpage:

Change request history provides a summary of the major events in the lifecycle of a change request.

Change request auditing complements change request history processing by providing an automated
mechanism for keeping a detailed change history without cluttering up the Change Request History page.

Some overlap is acceptable in the data that these pages capture.

C

hange Request History Page

This page displays information about major events in the life of the change request, including a
description of the event and details of any field changes that are associated with the event. The
following mechanisms insert data into the change request history table:

A

Change request history Active Analytics Framework.

At save time, the system evaluates record- and field-level conditions that you define. When the
condition is true, the system adds a row of change request history data.

Workflow Active Analytics Framework (including service-level workflow).

The system triggers a workflow action under conditions that you define. The event
processing definition includes a check box that you select if you want to create change
request history when the workflow is triggered.

Manua notifications.
The system adds change request history whenever auser sends a manual notification from the change request.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Sending Manual Notifications’.

udit History Page

This page displays record-level changes to change request data. Your organization chooses which
fields in the record to audit and the types of changes to capture (adding, updating, displaying, or
deleting). However, there is no conditional logic to evaluate the before and after values of the field;
the system captures all audited actions regardless of the field value.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
Auditing for Cases and Inbound Email”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Interactions’
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Prerequisite
Your organization must define event setsthat tell the system which eventsto capturein the change request history.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working
with Active Analytics Framework,” Configuring Case History Actions.

Pages Used to Review Change Request History

Page Name Object Name Navigation Usage

History RG_CHG_HISTORY * HelpDesk, Createa View asummary of
Change Request, History | important eventsinthelife

+ HelpDesk, Creste aCase cycle of achange request.

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection. Then,
select the History page.

» HelpDesk, Search Cases

Select Change Request
from the Related Actions
drop down list box inthe
Actionssection. Then,
select the History page.

* Quality Management,
Search Defect

Select Change Request
from the Type drop down
list box inthe Related
Actionssection. Then,
select the History page.

» Employee Self-Service,
HelpDesk, Create a
Request, History

Audit Trail RG_CHG_HISTORY Click the Audit link onthe View detailed information
Change Request History about changesto specific
page. fieldsin the change request.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
Auditing for Cases and Inbound Email”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Working with
Active Analytics Framework,” Configuring Case History Actions

Viewing the Event History of a Change Request
Access the change request History page.
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Change Request History | Select One... =]
Save || Refresh | 360 360-Cegree Wiew | Ermnail | & Add | JdcClone | } Search | @E Correspond | Personalize
Change ID RFCO300001 Requester Steve Carnell
Priority Low Type Environmental Infrastructure (Facilities)
Zhange Reguest Tasks HMotes Related Changes Related Actions Interested Parties E:l
| |Se|ect one... =]

Refresh

History: Events page

Audit Click to display the Audit History page.

Events button If the entry was created by change history Active Analytics Framework, click
the Events button to view details about the event. When you click this button,
the system displays the appropriate page as determined by the event processing
rules. For example, if the event is the addition of anew note, clicking the
button displays the Notes and Attachments page. When the history itemis
from a notification, clicking the button takes you to that notification.

This button does not appear for entries that were created through a mechanism
other than case history Active Analytics Framework.

Date The date that this action occurred.

Action Taken The system populates this field with the description of the action
from the Event Definition page.

Details Describes the details of the action that was taken. For example, if a
note was added, the system shows the first 30 characters (configurable).
Or, if an agent adds an attachment to the change request, the system
shows the name of the attachment.

If afield value changes, the system could display the values before and after
the change in the Details column. You must, however, use the History Event
Handler page to configure both the field value changes and the information that
appearsin the Details column. To configure other events that you want to show
up on the Change Request History page, use the History Event Handler page.

Visibility The system displays either All or Internal to indicate who can
view the details of the event.

Viewing the Audit Trail for a Change Request
Access the Change Management History page. Click the Audit link.
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Related Changes

Related Actions

Interested Parties
Epl | Select One...

Customize | Find

N History

View all | ﬁ First |I| 10of1 E Lazt

Audit History
Record Mame Field Name Action | Date and Time Changed |Value Before Value After Change
Taken |Stamp Biy Change
Change
old D,sz?f2004 Help Desk
RG_CHANGE_REQST EMD_DT 2:55:31.000000PM 2004-05-05
{PPR peT Agent
Ol

Change Management History: Audit page

Your organization chooses which fields in the record to audit and the types of changes to capture (adding,
updating, displaying, or deleting). However, there is no conditional logic to evaluate the before and after
values of the field; the system captures all audited actions regardless of the field value.
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CHAPTER 14

Configuring Self-Service Applications

This chapter provides an overview of PeopleSoft call center’s self-service application
configuration and discusses how to:

» Configure the Contact Me Regarding This Problem notifications.

» Associate solutions with reasons for closing cases.

» Configure troubleshooting guide and frequently asked question (FAQ) solution libraries.
» Update search descriptions.

» Associate solutions with reasons for closing cases.

See Also

Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9

Understanding Self-Service Application Configuration
This section discusses:
» Self-service application configuration.
» Contact Me notifications.
* Live chat.
» Association of solutions with case closure reasons.
» Search descriptions for predefined searches.
 Troubleshooting guide and FAQ configuration.

Self-Service Application Configuration

Central to the addition of enhanced self-service configurability options are display templates. When they are
associated with the Case component, display templates control the appearance and behavior of self-service
components and their pages. |mplementers can show or hide pages and fields, and they can adjust field labels.

See Chapter 3, “ Setting Up Call Center Prompt Tables,” Setting Up Prompt Tables for Cases, page 33.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

See Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9.
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RC_SUPPORT Display Template

The RC_SUPPORT display template controls the following PeopleSoft Support
self-service application components:

» RC_CASE_SW_SS (Support — Manage Case)
RC_CASE_SW_SS RPT ( Support — Create Case)
RC_CASE_SW_SS SRCH (Support — Search Cases)
RC_SOLNSRCH_SW_SS ( Support — Search Solutions)
* RC_SS SW (Self Service Support Desk)

RC_HELPDESK Display Template

The RC_HELPDESK display template controls the following PeopleSoft HelpDesk
self-service application components:

* RC_CASE HD_SS ( HelpDesk — Manage Case)

« RC_CASE_HD_SS RPT ( HelpDesk — Create Case)

* RC_CASE HD_SS SRCH (HelpDesk — Search Cases)

* RC_SOLNSRCH_HD_SS ( HelpDesk — Search Solutions)
* RC_SS HD (Sdf Service HelpDesk Desk)

CRM_HHD Display Template

The CRM_HHD display template controls the following PeopleSoft HelpDesk for Human
Resources self-service application components:

* RC_CASE HD_SS ( HelpDesk — Manage Case)
RC_CASE_HD_SS RPT ( HelpDesk — Create Case)
RC_CASE_HD_SS SRCH (HelpDesk — Search Cases)
RC_SOLNSRCH_HD_SS ( HelpDesk — Search Solutions)
RC_SS HD (Self Service HelpDesk Desk)

Contact Me Notifications

If you include the Contact Me Regarding This Problem button on the self-service application pages,
ensure that clicking this button sends the appropriate notifications. PeopleSoft delivers Active Analytics
Framework objects (events, event handlers, and email templates) to support this process.

The delivered Active Analytics Framework objects send notifications to the assignee (agent or provider
group), or for unassigned cases, to the provider group specified on the Case Defaults page as the
Contact Me Provider Group. Separate events for email and worklist notifications enable the system

to send notifications using the recipient’s preferred notification method.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with
Business Units and TableSet Controls”
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Live Chat

In this release, all self-service pages are enabled for chat. This immediate access to alive agent, if
needed, encourages self-service adoption and enables organizations to eliminate potential customer
frustration or abandonment quickly by delivering targeted and real-time service. When a chat request
is received, the system uses NLP (Natural Language Processing) to provide the individual with
suggested solutions from the FAQ database, automatically. This capability enables customers to
find answers to their questions and frees agents to focus on complex issues.

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Working
with Chat in PeopleSoft CRM”.

Association of Solutions with Case Closure Reasons
Closed cases must be associated with either:

* A solvable action.
You mark an action as solvable on the link definitions page.
» A successful solution

You define whether a self-service application user can close or reopen self-service
application cases on the Business Unit—Options page.

See Chapter 5, “ Setting Up Links to PeopleSoft HRM S Pages and Related Actions,” page 53.

See Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9.

When a self-service application user clicks the Close Case button to close a case, the Close
Case page prompts the user for a reason. The system derives the successful solution from
the reason that the self-service application user enters.

There are two types of case closure reasons:
» A predefined reason (as established in the Reason Code page).
Use the Reason and Solution Link page to associate solutions with each of the predefined reasons.

If the user selects a reason that does not have an associated solution, the system creates and uses a new
solution type: Canned. The reason code self-service application description becomes the solution summary.

* A free-form text reason.

If the user enters a free-form text reason, the system creates and uses a new solution type:
Adhoc. The text that the user enters becomes the solution summary.

Note. Multiple solutions can solve the case.
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See Also

Chapter 9, “Processing Cases,” page 139

Chapter 14, “Configuring Self-Service Applications,” Associating Solutions with

Reasons for Closing Cases, page 225

Chapter 5, “Setting Up Links to PeopleSoft HRM S Pages and Related Actions,” page 53

Chapter 3, “Setting Up Call Center Prompt Tables,” page 29

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting Up Solution M anagement”
PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Managing Solutions’

Search Descriptions for Predefined Searches

Self-service application users have access to predefined searches that locate cases
that are associated with the user.

Case Accessibility
Self-service application cases can be accessed by:

» The person or company for whom the case was created.

- In support cases that are created for companies, this is anyone who acts as a contact for the company,
regardless of whether that person is associated with the case in question.

- In support cases that are created for consumers, this is the consumer.
- In PeopleSoft HelpDesk and PeopleSoft HelpDesk for HR cases, this is the employee.
» The case contact.

- In support cases that are created for companies, this person is identified in the Contact
field as the contact for the case in question.

- In support cases that are created for consumers, this can be the consumer or another person.

Because support cases require contact information, consumers acting on their own behalf
are entered in both the Customer field and the Contact field.

- In PeopleSoft HelpDesk, this is the alternative contact.

Not all helpdesk cases have an alternative contact. Employees acting on their own
behalf are not considered aternative contacts.

A person who is a contact for more than one customer (for example, a consultant who works
with several of your customers) uses the Customer Selection pagelet in PeopleSoft Customer
Portal to indicate which company’s information to access.

Case Searching
Self-service application users can search for existing cases in two ways:

» Basic search.
The user selects a search from a list of predefined searches.
» Advanced search.
The user can search on keywords, including field-specific search criteria.
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There are two categories of predefined searches (searches in both categories search across business units):

e All cases.

Configuring Self-Service Applications

This search locates all of the cases that the user can access:

- In PeopleSoft Support, company contacts view all of the company’s cases, including
cases for which they are not the contact.

- In PeopleSoft Support, consumers view all of the cases that are reported on their behalf (regardless of

the contact) and al of the cases for which they are contacts (regardless of the customer).

- In PeopleSoft HelpDesk, employees view all of the cases that are reported on their behalf
(regardless of the contact) and all of the cases for which they are aternate contacts
(regardless of who the case was reported for).

The delivered name for this search is all my cases.

e Cases for which | am the contact.

This search locates cases where the self-service application user is the contact—regardless
of the person or company for whom the case was created.

- In PeopleSoft Support, a person representing a company can view cases for the company that is

being represented, but only those for which the user is the contact.

- In PeopleSoft Support, consumers view cases for which they are the contact.

Unless another person is identified as the case contact, consumers are considered their own contacts.

- In PeopleSoft HelpDesk, employees view cases for which they are the alternate contact.

This search does not retrieve cases for which the user is the employee and there is no alternate contact,
even though the absence of an aternate employee implies that the employee is the case contact.

This table lists the eight predefined searches based on these two search types. When you
configure descriptions for the searches, you set up different descriptions for each delivered
role type: contact, consumer, broker, and employee.

Search Code Description
COALL All cases.
COL30 All casesreported in thelast 30 days.
COL7D All casesreported in thelast 7 days.
COOPN All casesthat are still open.
MEALL Casesfor which | am the contact.
MEL 30 Casesfor which | am the contact and that werereported in the last 30 days.
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Search Code Description
MEL7D Casesfor which | am the contact and that were reported in the last 7 days.
MEOPN Casesfor which | am the contact and that are still open.

Note. If you add additional role types that apply to self-service application users, you must set up
corresponding predefined searches. The system does not do this for you.

See Also
PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Defining Control
Values for Business Objects,” Defining Role Types and Role Categories

Troubleshooting Guide and FAQ Configuration

PeopleSoft Support, HelpDesk self-service application users have direct access to solutions and
troubleshooting guides that are associated with certain solution libraries.

Note. Troubleshooting guides and FAQs are used in PeopleSoft Support and PeopleSoft
HelpDesk, and PeopleSoft HelpDesk for HR.

Troubleshooting Guides

To make a troubleshooting guide script available to self-service application users, associate it with a solution
library. Solution libraries can be associated with one script only, so you must create a library for each script.

When self-service application users select a script, they see the library name, not the script name.
See Also

Chapter 15, “Working with Self-Service Application Transactions,” Accessing FAQs, page 250

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Defining Control
Values for Business Objects,” Defining Role Types and Role Categories

Chapter 15, “Working with Self-Service Application Transactions,” Selecting and
Running Troubleshooting Guides, page 252

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting Up Solution Management”
PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Managing Solutions’

Configuring Contact Me Regarding This Problem Notifications

This section discusses how to configure notifications that are triggered after users click the Contact
Me Regarding This Problem button on self-service application pages.
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Note. The Contact Me Regarding This Problem button is specific to call center self-service
application pages, it is different from the Contact Us page that customers use to submit
general-purpose questions and feedback to your organization.

To configure notifications for the Contact Me Regarding This Problem button:

1. If you do not want to use the delivered email template for your email notifications,

create a new email template.

2. If you do not use the delivered event handlers, set up event handlers for the four events that
capture the use of the Contact Me Regarding This Problem button.

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,

“Working with Active Analytics Framework”

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Customer
Self-Service Transactions,” Sending Contact Us Messages

Associating Solutions with Reasons for Closing Cases

This section discusses how to associate solutions with reasons for closing cases.

Page Used to Associate Solutions with Reasons

for Closing Cases

Self-Service Configuration,
Reason and Solution Link

Page Name Object Name Navigation Usage
Reason and SolutionLink | RC_REASON_SOLN Set Up CRM, Product I dentify the solutionsthat are
Related, Cdll Center, to be used asthe successful

resolution for casesthat
users close through
self-service applications.

Identifying Solutions

Access the Reason and Solution Link page.
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Reason and Solution Linl

SetID ComMOl Description Communications

Reason and Solution Link

Reason Code Description Solution ID | Solution Sumrnary

CASECANCLD Case Canceled 301342 C  Case Canceled by Customer in Self-Service
CASECLOSED Zase Resolved 301329 0 Case Resolved in Self-Service

DUPLICATE Duplicate Cass 301307 O Case Closed by Customer in Self-Service

because is a Duplicate

Reason and Solution Link page

Reason Code Lists all reasons of the type Reason Closed that you have set up
for this setID. These are the reasons that a self-service application
user can select when closing a case.

Solution ID Enter the solution that represents this reason. When a self-service application
user closes a case and selects areason, the associated solution is added to
the case as a resolution with the status: Successful Resolution.

If areason does not have an associated solution, then the first time that

a self-service application user closes a case with that reason, the system
creates a Canned solution and associates it with that reason. The next time
that reason is used, the solution that was previously created is used.

Updating Search Descriptions

This section discusses how to update predefined search descriptions.

Page Used to Update Search Descriptions

Page Name Object Name Navigation Usage
Predefined Search Attributes| RC_DEFINED_SRCH Set Up CRM, Product Update predefined search
Related, Cdl Center, descriptions.

Self-Service Configuration,
Predefined Search Attributes

Updating Predefined Search Descriptions
Access the Predefined Search Attributes page.

For each search code and customer rol e type combination, review the search description and modify it as needed.
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Search Code | Custorner Role Type

CoL30 waorker
COoL7D waorker
COOPM Worker
UMAGH worker

Predefined Search Attributes

Pre-defined Search AGENT
ID
*pescription |Agent - My Cases Pagelet

Description

u
Customize | Find | ]

all my cases modifed in last 30 days

All my cases modifed in last 7 days

all iy open cases

Unassigned cases in my provider group

First 1-4 of 4 Last

Predefined Search Attributes page

Configuring Troubleshooting Guide

This section discusses how to:

» Configure a troubleshooting guide solution library.

» Configure an FAQ solution library.

Pages Used to Configure Troubleshooting Guides

Page Name

Object Name

Navigation

Usage

Troubleshooting Guide

RBT_TGUIDE_SETUP

Set Up CRM, Product
Related, Cdll Center,
Self-Service Configuration,
Troubleshooting Guide
Setup, Troubleshooting
Guide

| dentify troubleshooting
guide scriptsthat customers
can access through
self-service applications.

Solution Library Setup

RC_SOLN_LIB_SETUP

Set Up CRM, Product
Related, Solution, Solution
Library, Solution Library
Setup

Create solution libraries.

See Also

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Setting Up Solution
Management,” Solution Libraries

Configuring a Troubleshooting Guide Solution Library
Access the Troubleshooting Guide page.
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Troubleshooting Guide

SetID IPROD

Solution Library cCaPp Library Name Commercial &ppliances

*Script ID

Long
Description

11000027 S Script Name Cormmercial Appliance
Troubleshooting-5%

ol

b

w

Kl

Modified 10/18/2002 9:374M PDT SAMPLE

* Required Field

Troubleshooting Guide page

Script ID

Enter the script to run when the self-service application user
selects the solution library.

Because each library is associated with a single script, you must
create additional libraries for each script that you want to make
available to self-service application users in the Customer Care
- Troubleshooting Guide page.
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Working with Self-Service Application
Transactions

This chapter provides an overview of self-service application transactions and discusses how to:
» Access sdlf-service application transactions.

* Create a case.

» Manage existing cases.

» Search for solutions.

» Access frequently asked questions (FAQ).

Select and run troubleshooting guides.

* Run scripts in self-service.

Understanding Self-Service Transactions

PeopleSoft Customer Relationship Management (PeopleSoft CRM) call center applications enable you to
deploy self-servicetransactionsthat callers can useto enter and view their own cases. These transactions provide
limited access to case information and employ a simple interface that is suited to the casual, untrained user.

This section discusses:

* Self-service transactions.

» Configurable functionality.

» Self-service interface elements.
* Self-service data access.

» Solution tracking in self-service.
» Confirmation pages.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with
Customer Self-Service Transactions’

Self-Service Transactions

The following transactions are available to PeopleSoft Support, PeopleSoft HelpDesk, and
PeopleSoft HelpDesk for Human Resources self-service users:
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» Search for solutions outside the context of a case.

* Create a new case.

» Manage cases. search for, review, and update existing cases.

» Use FAQ: access solutions that belong to the solution library with a specific FAQ configuration.

Use Troubleshooting guide: access and run troubleshooting guide scripts that have
been associated with solution libraries.

Configurable Functionality

Within the transactions that are used to create and manage cases, certain functionality
depends on the system configuration.

Business Unit Configuration
The availahility of the following functionality depends on the settings on the Business Unit - Options page:

* Close a case.

The Close Case button is available for cases that have not been resolved and have no
corresponding resolution with the status Successful Resolution. The button’s availability
depends not on the case status, but on the resolution status.

When a self-service user clicks this button and provides a reason for closing the case, the system adds
a successful resolution to the case and updates the status based on the closed case status that you
select on the Case Defaults page. (If you do not enter a closed case status or if you enter a status
with a type other than Closed, then the case is not closed, but only resolved).

* Reopen a case.

The Reopen Case button is available for cases that have been resolved—that is, there is
a resolution with the status Successful Resolution. The button’s availability depends not
on the case status, but on the resolution status.

When a self-service user clicks the Reopen Case button and provides a reason for reopening the case,
the system changes the status of the successful resolution to Resolution Failed and updates the status
based on the reopened case status that you select on the Case Defaults page. (If you do not enter a
reopened case status, the status does not change.) If your organization has not set a reopened case
status, the status doesn’'t change. This could result in cases having a closed status without having

a successful resolution—a condition that the system normally does not allow.

Users can reopen cases only during the grace period that is established by your organization—the grace
period lasts for a specified number of days after the case has been resolved.

Active Analytics Framework Notifications

Active Analytics Framework handles notifications related to activity that is in the self-service
pages. PeopleSoft delivers Active Analytics Framework that:

* Sends a notification when a new case is submitted.
» Sends a notification when a user clicks the Contact Me Regarding This Case button.

Both natifications are sent to the agent or provider group who is assigned to the new case. For
Contact Me notifications, if the case is unassigned, the notification goes to the provider group that
isidentified on the Case Defaults page as the Contact Me Provider Group.
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Self-Service Workflow

PeopleSoft has built the following event handlers and workflow actions into its self-service
applications for both PeopleSoft HelpDesk and PeopleSoft Support:

* When a self-service user saves any change to the case, the system sends an email
notification to the person to whom a case is assigned.

» When a user clicks the Contact Me Regarding This Problem button for a case that is assigned to an agent
whose notification preference is email or both, the system sends an email to the case owner.

» When a user clicks the Contact Me Regarding This Problem button for a case that is assigned to an agent
whose notification preference is worklist or both, the system sends the case to the case owner’s list.

» When a user clicks the Contact Me Regarding This Problem button for a case that is assigned to a provider
group (but not to an agent), the system sends a worklist entry to the provider group members.

» When a user clicks the Contact Me Regarding This Problem button for a case that is unassigned, the system
sends aworklist entry to members of the Contact Me provider group (established on the Case Defaults page).

* When a self-service user creates a new case, the system sends a worklist notification to the default
self-service provider group that is associated with the business unit.

Field Value Configuration

When you set up prompt tables for certain case fields, you can enter self-service versions of the field values.

See Also

Chapter 14, “Configuring Self-Service Applications,” page 219

Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9
Chapter 3, “Setting Up Call Center Prompt Tables,” page 29

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”

Self-Service Data Access

The fields and data that appear in the self-service transactions vary depending on the
configuration and on the data itself.

Field Visibility

Implementers can control the visibility of fields and the appearance of field labels
by modifying the display template.

See Chapter 14, “Configuring Self-Service Applications,” page 219.

Row-Level Visibility

Individual case notes and case history items have a visibility attribute that controls self-service access
to the data. The Case Notes and Case History grids on the Manage Case page show only rows of data
with al visibility. Notes and history items with internal visibility do not appear.

Access to solutions is more complex, depending on two factors:

» Solution visibility
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When accessing solutions using Solution Advisor or the Frequently Asked Questions
page, only solutions with al visibility are visible.

* Resolution status

When viewing a case, self-service users can see associated solutions that have a status other than Withdrawn.
Solutions that are associated with a case appear regardless of the solution’s visibility setting.

Values That Are Available for Selection

When creating a case, self-service users have access to al fields that are available for entry. For some
prompt fields (case type, priority, severity, category, specialty type, and detail), self-service users might not
have accessto al of the values that are valid for agents. This restriction is based on how the value was
defined on its setup page: only values that are tagged for self-service use are available.

See Also
Chapter 14, “Configuring Self-Service Applications,” page 219
Chapter 3, “Setting Up Call Center Prompt Tables,” page 29

PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Working with Notes and Attachments’

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Working with Active Analytics Framework”

Solution Tracking in Self-Service

Users can search for solutions from self-service applications by clicking the Search for Solutions
button. The self-service application Solution page has three tabs:

» Suggested Solutions
You will have access to this tab only if you have purchased NLP (a natural language processing application).
» Keyword Search

This is similar to how the keyword searches work in agent-facing call center applications. There
is a Basic and an Advanced search. The Advanced Search in self-service applications contain
limited options, as shown in the screenshot below. The more advanced options of searching over
particular domains is reserved for agent-facing case solution searches.

* Frequently Used
Thisis similar to how the frequently used solutions work in agent-facing call center applications.

See PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting Up Solution M anagement”.

Note. Multiple solutions can solve the case.

When viewing solutions in self-service, users are asked whether the solution solved the problem.

Searching From Within a Case

If the user is searching from within a case, the possible responses are YES and NO.
When the user selects a response, the system:

» Updatestheresolution statusif the user originally accessed asolution that was a ready associated with the case.
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The resolution status refers to the status of the solution in the context of a case. Thisis different
from the solution status, which is independent of any case.

» Associates the solution with the case and sets the initia resolution status if the user
accessed the solution using Solution Advisor.

If you click on a solution to open the Solution Details page, you have the option to
select No, Continue Searchor I'll try it later.

The resolution status is set as follows:

» Answering YES sets the status to Successful Resolution.

If you've established a default case status for resolved cases on the Case Defaults
page, then Yes also updates the case status.

» Answering No or No, Continue Searchsets the status to Failed Resolution.

* Answering I'll try it Later sets the status to Waiting on Customer.

Searching Outside the Context of a Case

If the user is searching outside the context of a case, the possible responses are YES and NO.

Solution usage outside the context of a case does not affect the solution usage counts. However, the
system records the attempt internally in the RC_SOLN_ATMT_SS table. Thisinformation is not visible
through the PeopleSoft Internet Architecture, but it is available for reporting and anaysis.

See Also

Chapter 9, “Processing Cases,” page 139

Confirmation Pages

When self-service users perform certain actions, the system provides confirmation to
assure the user that the transaction was successful.

The confirmation page have different form depending on the application.

» Ddlivered, PeopleSoft Support has red confirmation text appears at the top of the page
where the user performed the action.

» Délivered, PeopleSoft HelpDesk has a separate confirmation page appears; the user
must click a button or link before continuing.

Note. The appearance of configuration pages can be conmtrolled by modifying display templates.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

The following actions trigger confirmation messages:
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User Action

PeopleSoft HelpDesk
Confirmation Page

Description

Submit anew case without searching
for solutions (click the Submit
button, not the Submit and Search
Solutions button).

Submit Confirmation page
(RC_CASE HD_SS CONF)

Confirmsthat the user submitted the
case and givesthe user the new case
number.

Close or reopen acase.

Submit Confirmation page
(RC_CASE HD_SS SUBT)

Confirmsthat thecaseis
successfully closed or reopened.

Click the Contact Me Regarding this
Problem button.

Submit Confirmation page
(RC_CASE_SS CONTACT)

Confirmsthat the user’srequest to
be contacted issent.

Submit anew note or new contact
information.

Save Confirmation page
(RC_CASE_SS SAVE)

Confirmsthat thetransaction is
recorded.

Answer Yes when asked whether a
solution resolved the user’s problem
(whenviewing asolutioninthe
context of acase).

Close Casepage (RC_CASE_SS
CLOSE)

Confirmsthat thesolutionis
successful and the caseis closed.

Accessing Self-Service Transactions

This section discusses how to access self-service transactions.

234

Pages Used to Access Self-Service Transactions

Page Name Object Name Navigation Usage
Customer Care RC_MNU_CASE Customer Care (PeopleSoft | Select aPeopleSoft Support
Support only) self-service application
transaction.
HelpDesk RC_MNU_ITHD Employee Self Service, Sel ect a Peopl eSoft

HelpDesk

HelpDesk self-service
application transaction.

Human Resources HelpDesk| RC_MNU_HRHD

HelpDesk

Employee Self Service, HR

Select a PeopleSoft HR
HelpDesk self-service
application transaction.

Accessing Self-Service Transactions

Access the Customer Care welcome page.
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Main Menu =
[{éﬁp Customer Care
Manage cases; find salutions; wiew FAQs, contacts, or a troubleshaating quide.

Manage Cases
r.@ Find an existing case, and manage

.....

'="“ Create Case

COMMan issUes,

@ Create a new support case,

Cﬁ'}@}Fre uently Asked Questions

Search frequently asked questions for

Cases,

.Truubleshuutln Guide

Llse a detailed guide to determine the
exact salutian to your prablerm,

? Search Solutions
Search for existing solutions by
entering the search criteria,

Internal Contacts
“iew internal contact name, phone,
and ernail information.

Customer Care

Click the links on this page to access self-service transactions.

Note. The welcome pages for the PeopleSoft HelpDesk applications are the same
as the Customer Care welcome page.

Creating a Case

This section discusses how to create a case.

Pages Used to

Create a Case

Page Name

Object Name

Navigation

Usage

Create Case

RC_CASE_SW_SS RPT

Onthe Customer Care
welcome page, click the
CreateaCaselink.

In the portal navigation

menu, click Create Case.

Describe and submit anew
problem.

Create Case

RC_CASE_HD_SS RPT

Employee Self Service,
Create Case

Employee Self Service,
Create HR Case

Describe and submit anew
problem.

Creating a Case
Access the Create Case page.

PeopleSoft Proprietary and Confidential

235



Working with Self-Service Application Transactions

Chapter 15

Create Case

Contact Details

Enter the appropriate information below, To submit vour case, click the Submit buttan, To
search for potential solutions for your problem, click the Submit and Search Solutions button,

Contact Teri Thomas

*Business Unitl Horme Appliances

Customer MMA Property Management Group

Contact Details 300/937-4563

=

Edit Contact Detail

Site |

[

Create Case (1 of 2)

Problem Details

Case Type I Question on Product

Prnductl

o—

E= Yiew Product Hierarchy

Problem Type MNot applicable
Serial Number Mot Applicable

[
=

Category | Froduct Problem

Specialty Type | Refrigerator

Customer Reference

Detail | Incorrect Temperature

Priority | Critical

Severity | Recurring

*Summary

Details
Attachments
Attach a File
Submit Submit and Search Solutions

* Required Field

Create Case (2 of 2)

236
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The visibility of page elements depends on how you have configured the display template for this
component. Also, some fields can be assigned default values based on business unit settings.
The system enters default values even if the fields are hidden.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “Configuring
Display Templates,” Configuring Display Templates for Components.

See Chapter 2, “Defining Call Center Business Units and Display Template Options,” page 9.

Business Unit

Customer

Contact

Contact Details

Edit Contact Details

Product

Problem Type

Serial Number and Asset
Tag

Address Type

PeopleSoft Proprietary and Confidential

This field may have a different label, depending on how you configure
self-service. Thisisarequired field for cases. If you do not show business
units on the self-service pages, the user must have a default self-service
business unit established on the User Preferences - Call Center page.

This read-only field displays the name of the customer — it can be the name
of the company, where the self-service application user works.

This read-only field displays the name of the contact that
represents the company.

This read-only field displays the contacts primary contact method.

Select this link to change the contact person of the company specified
in the Customer field. You can aso change the contact’s primary
contact method and information.

PeopleSoft Support and PeopleSoft HelpDesk derive the list
of products differently:

* In PeopleSoft Support, the field prompts against the product descriptions for
the user’sinstalled products. A product description appears only once, even
if a user has more than one installed version of a particular product.

* In PeopleSoft HelpDesk applications, the field prompts against
all product descriptions.

Problem types are defined by product. This gives you an additional level of
categorization for the problem. Because Problem Typeisa child of Product,
the Problem Type field on the Case page derives its values from Product. If the
Problem Type field is visible, be sure that the descriptions of your product
competencies make sense to a self-service user who is selecting a problem
type. Valid problem types depend on the product that the user selects.

The serial number appears only in PeopleSoft Support; the asset tag
appears only in PeopleSoft HelpDesk. Both fields prompt against the
user’sinstalled products. Valid values are limited based on the product
that the user selects. Blank values might appear if the user has installed
products that do not have serial numbers or asset tags.

If you are not sure about the full address, select Intersection and
then enter information about the location where the problem occurred
in the Address fields or the Detail field.

If you know the exact address, select Address and then enter the information
in the address fields (PeopleSoft Support only).
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Submit and Submit and After the user submits the case, the page changes as follows:

Search Solutions . . o
» A confirmation message appears at the top of the page, giving the

user the case number for the newly submitted case.

» All fields become read-only, and the Submit and Submit and
Search Solutions buttons disappear.

» Two new links appear: Update this Case and Create Another Case.

Managing Existing Self-Service Application Cases
This section discusses how to:

* Search for cases.
* View case information.
You can view the billing amount.
* View the complete description of a problem.
* View case notes.
 Enter a new case note.
» Search for Solutions.
* You can configure your system to have suggested solutions—only if you have purchased NLP software.
Also, multiple solutions can solve the case.
» View a solution that is associated with a case.
You can see more information about the solution in the results area.
» Enter the reason for closing a case.
Reopening a case will fail all successful resolution.
 Enter the reason for reopening a case.
» Change contact information.

Note. You can display a group box for a Billing Information by selecting this option on
the display template. This section is delivered hidden.

Note. Also, A Grid for Actions grid will appear on the self-service Manage Case page, but not the
details of the actions. Only those actions that are marked as internal will appear.
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Page Name

Object Name

Navigation

Usage

Find an Existing Case

RC_CASE_SW_SS SRCH ,
RC_CASE_HD_SS SRCH

¢ OntheCustomer Care
page, click the Manage
Caseslink.

» Employee Self Service,
Manage aCase

» Employee Self Service,
Manage an HR Case

Search for casestoview
in more detail.

Manage Case

RC_CASE_SW_SS,
RC_CASE_HD_SS

Select acasefromthelist of
search resultsonthe Find an
Existing Case page.

View caseinformation.

Thispageisasothe
starting point for several
other processes: adding
notes, changing contact
information, requesting that
an agent contact the user,
searching for new solutions,
and viewing solutions

that are already under
consideration for this case.

Problem Summary RC_CASE_SW_SS PROB, Onthe Manage Case View the compl ete problem
RC CASE HD SS PROB page, click the Problem description if the summary
- T Summarylink. on the Manage Case page
does not provide enough
information.
Note Details RC_CASE_SW_SS NDTL, On the Manage Case page, View case notesfrom a
RC_CASE_HD_SS NDTL click the summary for anote | Notes Summary grid.
in the Notes Summary grid. If there are attachments,
anicon of apaperclip will
appear in the Attachments
column for aparticular note.
AddaNote RC_CASE_SW_SS NADD, On the Manage Case page, Enter anew case note.

RC_CASE_HD_SS NADD

click the Add aNote or
Attachment button.

Note. You must savethe

caseto savethenote.
Manage Case - Solution RC_CASE_SW_SS RSL2, On the Manage Case page, View asolutionthatis
Details RC_CASE_HD_SS RDTL click the summary for a already associated with a

solution in the Solutions
Considered grid.

case and indicate whether
the solution solved a

problem.
Solutions RC_SOLNSRCH_SW_SS, Onthe Manage Case Search for asolutionsto
RC SOLNSRCH HD SS page, click the Search for resolvethiscase.
- - Solutionsbutton.
Close Case RC_CASE_SW_SS CLSE, On the Manage Case page, Enter the reason for closing

RC_CASE_HD_SS CLSE

click the Close Case button.
Thisbuttonisavailable only
if the business unit rules
permit self-service users

to close cases.

an open case.
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Page Name Object Name Navigation Usage
Reopen Case RC_CASE_SW_SS ROPN, On the Manage Case page, Enter the reason for
RC_CASE_HD_SS ROPN click the Reopen Case reopening aclosed case.

button. Thisbuttonis
availableonly if the business
unit rules permit self-service
usersto close cases.

Reopening acasewill cause
al successful resolutions

to be marked asafailed
solution.

Edit Contact Information RC_CASE_SW_SS CONT, i Click the Change

RC_CASE_SW_SS CNTC, Contact Information button
RC CASE HD SS CNTC on the Create Case page or
- - T T the Manage Case page.

Changethe contact
information for a case.

Searching for Cases
Access the Find an Existing Case page.

KManage Cases

Find an Existing Case

Choose a predefined search criteria and click search.

Search Criteria

Customer MMA Property Management Group

*predefined Search | All cases reported for my company

Search Advanced Search

* Required Field

Find an Existing Case (1 of 3)
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Manage Cases

Find an Existing Case

To use advanced search criteria, enter as much information as you would lilke, Leave information

blank to get all results,
Advanced Search Criteria

*Business Unit | Home Appliances

L

Ease|

Enntactl

Case Typel

Pruductl

Problem Typel

Serial Numherl

K N N K K

Customer Reference |

Summarﬂ

Case Etatusl

Eateguryl

Specialty Typel

Detail |

Priurityl

Seuerityl

Date Created

Frnm|

Date Closed

Frum|

Thrnugh|

Thruugh|

L K QKN 6

(&t

(et

Find an Existing Case (2 of 3)
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KManage Cases

Find an Existing Case

To use advanced search criteria, enter as much information as you would like, Leave information
blank to get all results.
Advanced Search Criteria

*Business Unit | =l
Case
Contact Select Contact Clear Contact
Case T‘IIJEI ;I
Pruductl =]
Problem Typel ;I
Asset Tagl ;I
Summary
Case Status | =l
Category | =1
Specialty Typel ;I
Detail | =l
Priority | =l
Seuerityl ;I
Date Created
From ] Through il
Date Closed
From Eﬂ Through E‘J

Find an Existing Case (3 of 3)

Note. Thefirst screen shot shows the Case Search page for PeopleSoft Support in basic search mode. The
second screen shot shows the page in advanced search mode. The third page shows the Case Search page for
PeopleSoft HelpDesk. Note that you must click the Select Contact link to access contact information.

Values in one field are not dependent on values in any other. For example:

» Values are not limited by the selected business unit.

» Entering a category does not limit the values for the Specialty Type or Detail fields, and entering
a specialty type does not limit the values for the Detail field.

See Also
Chapter 14, “Configuring Self-Service Applications,” Updating Search Descriptions, page 226
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Entering a New Case Note
Access the Add Note or Attachment page.

Manage
Case

Add Note or Attachment
Zase 117

To enter a note, type in the details below, To add an attachment, click the Attach a
File button. Click Save when vou are finished.

MNote
Added 04/29/2004 2:58PMThomas,Teri
*Summary
Details ;I@
=
Attachments
Attach a File
Save Contact Me Regarding this Proklem

Feturn to Manage Case
* Required Field

Manage Cases — Add Note or Attachment page

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with
Notes and Attachments,” Adding Attachments to Notes

Viewing a Solution That is Associated with a Case
Access the Manage Case - Solution Details page.
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Manage
Case
Solution Details

Case 121

After reading the Resolution Details, indicate if the resolution worked by pushing the appropriate
button below,
Solution Details

Solution ID 2¢
Summary Fixing Air Temperature in the freezer

Symptoms The air in the freezer is cold but the air in the refrigerator feels warm. Wwhat's
the problem?

Details Most likely there is an ice build up. If it is not an autormatic defrost refrigerator,
vou should unplug the unit and let it defrost naturally for 24 hours, Occasionally,
ice will build up in the drain tube of an automatic defrost unit, causing this
problem. If this happens, manvally defrast the unit,

Did this solve your Problem?

Yes Mo ['ll try it Later
Metrics
Usage Count 0 Solved Count 0
Datetime Added 04/03/2001 9:124M POT Last Modified 04/03/2001 2:20FPM PDT

Beturn to Manage Case

Manage Case — Solution Details page

If the user searches from within a case and answers the question "Did this solve your problem,"
the system adds the solution to the list of attempted solutions for the case. The resolution
status depends on the button that the user clicks:

 |If the user clicks Yes, the status is Successful Resolution.
« |If the user clicks No, Continue Search the status is Failed Resolution.
* If the user clicks I'll try it later, the status is Waiting on Customer.

The Did this solve your Praoblem region does not appear if there is already a resolution
with the status Successful Resolution.

See Also
Chapter 15, “ Working with Self-Service Application Transactions,” Solution Tracking in Self-Service, page 232

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Managing Solutions’

Entering the Reason for Closing a Case

Access the Close Case page.
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Manage
Case
Close Case

Case

Submit

¥ predefined Reasons

121

Choose the appropriate reason for closing the case.

Reason for Closing the Case

i Other Reason

Return to Manage Case

Manage Case — Close Case page

Predefined Reasons

Other Reason

Submit

See Also

Select this option and enter a reason if you want to choose from
predefined reasons. The available reasons are those of the type
Reason Closed from the Reason Code page.

Select this option and enter the reason in the Details field if you
want to enter a free-form text reason.

When the user clicksthis button, the system changes the case status to the value
that is specified in the Closed Case Status field on the Case Defaults page.

If a user selected a predefined reason from the Reason field, the system
resolves the case by using the solution that is identified on the Reason
and Solution Link page. If no solution is linked to the selected reason
code, the system creates one (using the solution type Canned)and updates
the Reason and Solution Link page accordingly.

If a user entered a reason in the Details field, the system uses the text
to create a new solution of type Adhoc. The solution then resolves
the case using the newly created solution.

Chapter 14, “Configuring Self-Service Applications,” Associating Solutions with

Reasons for Closing Cases, page 225

Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Reason Codes, page 44

Chapter 2, “Defining Call Center Business Units and Display Template Options,”

Setting Up Case Defaults, page 17
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Entering the Reason for Reopening a Case

Access the Reopen Case page.

Predefined Reasons Select this option and enter areason if you want to choose from
predefined reasons. The available reasons are those of the type Reason
Re-Opened from the Reason Code page.

Other Reason Select this option and enter the reason in the Details field if you
want to enter a free-form text reason.

Submit When the user clicks this button, the system changes the case status to the
value that is specified in the Reopened Case Status field on the Case Defaults
page. The reason—predefined or free-form text—becomes a resolution note.

See Also

Chapter 14, “Configuring Self-Service Applications,” Associating Solutions with
Reasons for Closing Cases, page 225

Chapter 3, “Setting Up Call Center Prompt Tables,” Setting Up Reason Codes, page 44

Chapter 2, “Defining Call Center Business Units and Display Template Options,”
Setting Up Case Defaults, page 17

Changing Contact Information
Access the Edit Contact Information page.
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Manage Case

Edit Contact Information

Bill Hauser Case 117

To update contact information for this case only, enter new contact information and press
save,
Current Contact Information

Contact Bill Hauser
Contact Type FPhone

Contact Details £51/755-1293-1232

Mew Contact Information

* e w Euntactl Bill Hauser

L L

*New Contact Method | Phone

*New Contact Information |651/785-1293-1232

Save

Return to Case

* Required Field

Manage Case — Edit Contact Information

The appearance of this page varies slightly depending on whether the user is a company contact person
(PeopleSoft Support), a consumer (PeopleSoft Support), or aworker (PeopleSoft HelpDesk).

You can change contact information when you are creating a new case or viewing an existing case.

On the Create Case page, the Change Contact Information button is available only until the case is submitted.
After submitting the case, use the Manage Cases component to change the contact information.

Searching for Solutions
This section discusses how to:

» Perform a basic solution search.
» Search for solutions by using field-specific search criteria.
* View a solution and indicate whether the solution solved a problem.

Note. You will have access to the Suggested Solutions tab only if you have purchased
NLP (natural language processing) application.
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Page Name Object Name

Navigation

Usage

Keyword Search page RC_SOLNSRCH_SW_SS,

RC_SOLNSRCH_HD_SS

¢ Onthe Customer
Carepage, click the
Search Resolutionslink

(PeopleSoft Support only).

» Employee, HelpDesk,
Search Solutions

» Employee, HR Help Desk,
Search Solutions

* Onthe Search Solution -
Advanced page, click the
Basic Search link.

* OntheManage Case
page, click the Search for
Sol utions button.

* Onthe Create Case page,
click the Submit and
Search Sol utions button.

» Employee Self-Service,
Search Solutions
(PeopleSoft HelpDesk
applicationsonly)

Perform abasic solution
search.

Keyword Search page —
Advanced

RC_SOLADVSRH_SW_SS,
RC_SOLADVSRH_HD_SS

Onthe Search Solution
page, click the Advanced
Search link.

Search for solutionsusing
field-specific search criteria.

Search Solution - Solution
Summary

RC_SOLN_SUMM_SW._SS,
RC_SOLN_SUMM_HD_SS

On the Keyword Search or
Keyword Search - Advanced
page, click the summary

of asolutioninthe search
resultslist.

View asolution and indicate
whether the solution solved a
problem.

Performing a Basic Solution Search

Access the Keyword Search page.

Frequently Used

Search Text|CPU

Search returned no results,

Create Case

* Required Field

Search

*Business Unitl Computer Hardware & Software = |

Advanced Search Search Tips

Keyword Search page: Basic search

248
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Business Unit The business unit is required; only solutions from the corresponding
setlD areincluded in the search results. If you configure self-service
so that the field is not visible, you must make sure that each user has
a default business unit that will populate the field.

The business unit prompt shows business units for all markets.

Frequently Used Solutions  To search for frequently used solutions, first select a product by
clicking the Choose a Product link.

Search Text When searching by keyword, Solution Advisor performs a Verity search that
looks for the keyword in any field that isincluded in the search index template
for solutions. Restricting keyword searches by product is optional.

Advanced Search Click thislink to access the Search Solution page for advanced searches,
which accepts field-specific search criteria

Search Click this button to perform a search. The search results appear
at the bottom of the page.

Create Case This link appears when you are searching for solutions outside
the context of a case.

Return This link appears when you are searching for solutions within
the context of a case.

Access the Frequently Used page:

keyvword Search \_

*Business UnitIHR HelpDesk USA ;I

Search for a Solution

Product Mouse, Generic Choose a Product  Create Case

Mo Freguently Used Solutions exist far this Product,

* Required Field

Frequently Used page

To search for frequently used solutions, first select a product by clicking the Choose a Product link.

Searching for Solutions By Using Field-Specific Search Criteria
Access the Search Solution - Advanced page.
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Frequently Used

*Business Unit|HR HelpDesk USA

Search Criteria
With all the Words
With the Exact Phrase
With any of the Words
Without the Words

Rows to DisplayISD rows

Create Case

* Required Field

Search

[

Basic Search

Search Tips

Keyword Search page, Advanced search

M ore advanced search options of searching over particular domainsis reserved for agent-facing cases only.

See Also

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting Up Solution Management”

Accessing FAQs

This section discusses how to select and review a FAQ.

250

Pages Used to Access Frequently Asked Questions

Page Name Object Name Navigation Usage
Frequently Asked Questions | RBT_FAQ_SOL_SS e Onthe Customer Care Select atopicand view a
page, click the FAQ link. list of frequently asked
. Employee Sdif-Sarvice, guestionsfor that topic.
HelpDesk, FAQ
» Employee Self-Service,
HR Help Desk, FAQ
View Solution RBT_FAQ_PG_SS Click aproblemdescription | Review asolutionthatis

on the Frequently Asked
Questions page.

related to afrequently asked
guestion.

Selecting a FAQ
Access the Frequently Asked Questions page.
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HelpDesk
Frequently Asked Questions

To view frequently asked customer questions, choose a topic from the drop-down menu. If your

problem cannot be found here, consult our Troubleshooting Guide or call Customer Support,
Frequently Asked Questions

*BusinesslHR HelpDesk USA ;l
Unit
*Topic | Other =] Search

Problem Description

How to order a replacement access key card

How to update yvour Personal Information

Return to HelpDiesk
* Required Field

Frequently Asked Questions page

Business Unit This field may have a different label, depending on how you configure
self-service. If you do not show business unit on the self-service pages,
the user must have a default self-service business unit established on
the User Preferences - Call Center page.

Topic Select from alist of solution libraries that you set up on the Troubleshooting
Guide setup page. Each library is associated with a single script.

Search Click this button to display alist of solutionsin the selected library.
Only solutions with a visibility of All appear.

Problem Description Displays the list of solutions in the selected library. Click a question to access
the View Solution page and review information that is related to the question.

Reviewing Solutions
Access the View Solution page.
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Customer Care

View Solution

Here is our proposed solution to your problem. If this does not solve the problem, consult

our Troubleshooting Guide or call Custormer Support.,

Solution

Problem How to order a replacement access key card

Solution |Please get in touch with the Facilities Service Desk. The email address is; ﬂ
fsd@rmycompany.com

& temporary badge can be issued to you, See the security officer at vour office

location,

Return to FAQ Topics

[~

View Solution page

Selecting and Running Troubleshooting Guides

This section discusses how to select and run troubleshooting guides.
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Pages Used to Select and Run Troubleshooting Guides

Page Name

Object Name

Navigation

Usage

Troubleshooting Guide

RBT_TGUIDE_SS

* Onthe Customer Care
welcome page, click the
Troubleshooting Guide
link.

» Employee Self-Service,
HelpDesk,
Troubleshooting Guide

» Employee Self-Service,
HR Help Desk,
Troubleshooting Guide

Select atroubleshooting
guide.

Execute Script

RC_BS SELF CONFIG

On the Troubleshooting
Guide page, select asolution
library and click the Search
button.

Run atroubleshooting
guide script.

Using Troubleshooting Guides

Access the Troubleshooting Guide page.
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HelpDesk
Troubleshooting Guide

This Troubleshooting Guide will identify vour problem and offer the most likely salution,
Select a topic from the drop-down menu,

Frequently Asked Questions

*Business | IT Help Desk -]
Unit
*Guide [Tl =T = T Search

Return to HelpDiesk
* Required Field

Troubleshooting Guide page

Business Unit This field may have a different label, depending on how you configure
self-service. If you do not show business unit on the self-service pages,
the user must have a default self-service business unit established on
the User Preferences - Call Center page.

Guide Select from alist of solution libraries that you set up in the Troubleshooting
Guide setup page. Each library is associated with a single script.

Search Click to display the Execute Script page and run the script that
is associated with the selected library.
Running Scripts in Self-Service

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Running Scripts,” Running Scripts on Self-Service Pages.
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APPENDIX A

Integrating the Case with Third-Party Systems

This appendix provides an overview of the case enterprise integration point (EIP) and discusses:

» Case EIP functionality.
» Case EIP implementation.

Understanding the Case EIP

The Case EIP integrates the PeopleSoft CRM case with third-party systems. The case EIP is
developed generically for PeopleSoft Support, HelpDesk, HelpDesk for Human Resources, and
all PeopleSoft CRM verticals. The case EIP allows you to:

* Create a case from a third-party system.
» Update a case from a third-party system.
* Request case information from a third-party system.

This appendix serves as a guide for technical users, installers, system administrators, and
programmers who implement, maintain, or develop Case EIP.

Defining Case EIP Functionality
In this section, we discuss:

» Assumptions about the case EIP.

» Case EIP functionality.

» Délivered EIPs.

* Technical process flows for the EIPs.

Error Handling.

Assumptions About the Case EIP
When considering the case EIP, you must consider the following:

» To create a support case, the following customer information fields must be provided:
customer BO 1D, customer role type ID, contact BO ID.
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The third-party system needs to send the appropriate business unit, vertical and market valuesin
the request, unless these values can be defaulted from user reference.

The case EIP is developed using PeopleTools 8.4 integration broker technology.

There is no bulk loading using the case EIP. The case EIP feature is intended to automatically create
and update cases from third-party systems, not for data-conversion purposes.

The case EIP and related case component interfaces are meant for the agent facing case, not for self-service.

When creating a note for a case using the case EIP, the customer, contact and employee information is|eft
as blank. The case EIP cannot create a note for a different customer, contact or employee.

A case may use attributes. An attribute can be of any data type (string, number, date, etc.). Different
data types are stored in the matching data type field in the request message. It is the responsibility of the
third-party system to provide the correct data format for attributes when creating attributes for a case.

The case component can be configured to enable or disable functionality and hide or unhide fields on
the case page. The case component is rendered based on the display template. When customers send
request to create a case, it is assumed that they will not send information that has been disabled or
hidden. The Case EIP will not do additional validation that based on configuration settings.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Configuring Display Templates’.

Case EIP Functionality

The case EIP provides a bi-directional EIP in CRM for PeopleSoft Support, HelpDesk, HelpDesk for Human
Resources, and all PeopleSoft CRM verticals. It provides a transactional framework that enables your
call center to send and receive case information to and from any third-party applications.

This diagram illustrates the case EIP process flow:

1. Send a request to create/update a case
EIP #1 (Case Sync Message)

2. Confirmation sent back

3rd Party CRM
1. Send a request to create/update a case
q P (Use Cl to
EIP #2 (Case Async Message) create or
2. CRM publish confirmation information A
a case)

1. Send a request to get case(s) information
EIP #3 (Request Case Sync Message)

2. Required case(s) information sent back..

Case EIP process flow

Delivered EIPs

The following EIPSs, as shown in the previous diagram, are provided:
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» EIP #1 - Case Synchronous EIP.
» EIP #2 - Case Asynchronous EIP.
» EIP #3 - Request Case Information EIP (Synchronous).

Note. If the request contains a case 1D, a new case will not be created. The existing CRM case
will be updated with the pertinent information supplied in the request. If the case ID passed in is
invalid, no case will be updated, and an error message will be sent back.

Note. Tip: When you create a case, make sure the value of the CASE_|Dfield in the request messageis empty or
0. When you update a case, make sure the CASE_ID valueisavalid valuethat existsin CRM RC_CASE table.

Case Synchronous EIP

The third-party application sends arequest to CRM to create or update a case, and waits for the response.
Once the case is processed in CRM, confirmation information is sent back to third-party.

This EIP contains two messages.

* RC_CASE_REQUEST_SYNC —Inbound synchronous request message.
* RC_CASE_RESPONSE_SYNC —OQutbound synchronous response message.

The processing details are as follows. when a request message is received, the —on request
event— calls an appropriate case component interface (CI) to process information from the request
message, and saves into the case component. A response message is sent back to the third-party
system with confirmation information. The response message may contain information that CRM
populates, such as case id, assigned provider group and agent.

Since the third-party system will be waiting for the response from CRM, only one
case will be processed per message.

Case Asynchronous EIP

The third-party system sends arequest to create or update a case, and it is not waiting for the response. Once
the case is created or updated, CRM will publish confirmation information back to third-party.

It contains two messages.

* RC_CASE_REQUEST_ASYNC — Inbound asynchronous message.
* RC_CASE_RESPONSE_ASYNC — Outbound asynchronous message.

The processing details are as follows: when CRM receives the request, subscription people code will call
the appropriate case Cl to create or update a case, and publish case information back to third-party.

Since the third-party system is not waiting for the response from CRM, the request message
may include information from multiple cases in one message. CRM will process them one by
one. A commit will be issued at end of each successful case.

Request Case Information EIP (Synchronous)

The third-party system sends a request to CRM to find case information. The request may contain multiple
cases. CRM process the request, and send the case(s) information back to the third-party system.

It contains two messages.
» RC_CASE_INQUIRY_REQ_SYNC — Inbound synchronous request message

PeopleSoft Proprietary and Confidential 257



Integrating the Case with Third-Party Systems Appendix A

258

* RC_CASE_INQUIRY_RESP_SYNC — Outbound synchronous response message

The processing details are as follows: the request message may have one or more Case IDs, the —on
request event—will be triggered, and CRM will process the rowset of the message to populate case
information, one by one. A direct SQL query will be used instead of CI.

Technical Process Flows

The logic of EIP #1 and #2 are the same except they way in which they are initiated. EIP #1 is
triggered from an OnReguest event. A sync response message is generated and returned to the to
third-party system. EIP #2 is triggered from message subscription PeopleCode. A response message
is published for the third-party application. EIP #1 and #2 share the same PeopleCode function,
ProcessCaseEl P defined in the FUNCLIB_RC_EIP.CASE_EIP field formula.

The following diagram illustrates the technical process flow for both EIP #1 and EIP #2.
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@ 3" Party XML
A A
3" pParty

IB to 3" party @ @ Process fails.

No—| Error shows in IB
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recognized by pary

PeopleCode process

@ Response
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error message

permission to access
case?

@ Response
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success status
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@ Get Session

Object for CI
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» Cancel CI based on market
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A A

@ Set Keys:
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Case ID

|
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@ [
Write CI Properties
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p le———No @
message

Yes

;
No —————{ Clear out the field P Save Cl @

Cancel CI

A 4

Is error on
required field?

Process Flow Diagram for EIP #1 and EIP #2
The following numbered list indicates where you are in the process flow diagram:
1. Thethird-party sends an XML request to CRM by way of the integration gateway.

3. If integration broker (I1B) does not recognize the format, the message will be trapped in integration
broker. The process will fail. This is standard integration broker functionality.

See PeopleSoft Integration Broker
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4. OPRID isrequired. It is used to validate whether the user has access to the requested case. Once the user
passes security checking, a case will be created or updated through integration broker. The integration broker
user ID will be used to create or update a case. Thisisthe user ID that is used to start application server.

5. If the user passed the security check, a session is obtained for component interface processing.

6. When creating a case, BUSINESS_UNIT is required. The system will automatically assign the next new
CASE_ID. If BUSINESS _UNIT is not supplied when creating a case, CRM will use the default business unit
from user preference. When updating a case, only CASE_ID isrequired since it is unique identifier.

7. Based on the keys set, the system decides whether to insert or update a case. When there is no Case ID
provided, CRM will create a case by calling the create() method of Cl. When the Case ID is provided, CRM
will check whether the Case ID existsin CRM. If it exists, the case will be updated by calling the get() method;
otherwise, no case processing will be done. A response message will be generated with CASE_EIP_STATUS
=1 (failed) and CASE_EIP_ERROR_MSG —Update failed. Case 123 does not exist in CRM.?

PeopleCode function IsCaseExist in FUNCLIB_RC_EIP CASE_ID FieldFormula checks if the case exists.

8. If the create() or get() method fails, the error message will be generated in RC_CASE_EIP_ERR
for the response message. The CI will be canceled to reset the instance (process 11), and the response
message with the error message will be sent back to third-party (process 12).

9. Once the create() or get() method passes successfully, CRM will set the CI properties
as supplied in the request message.

When the third-party application sends a request to create a support case, customer
and contact information is required.

For customer information, the third-party application can either provide CUST_ID or BO_ID_CUST. If
BO_ID_CUST isprovided, CRM will useit directly to create a case. Conversely, if only CUST_ID is
provided, CRM will use the BC table to derive BO_ID_CUST in order to create a case.

The function to get BO_ID_CUST based on CUST_ID is the PeopleCode Function GetCustBObyID
in FUNCLIB_RC EIP.CASE ID FieldFormula.

For contact information, the third-party application can either provide PERSON_ID or BO_ID_CONTACT.
When BO_ID_CONTACT is provided, CRM will use it directly; otherwise, CONTACT_PERSON_ID
will be used to derive BO_ID_CONTACT from the RD_PERSON table.

The function to get BO_ID_CONTACT based on PERSON_ID is the PeopleCode Function
GetPersonBObyID in FUNCLIB_RC_EIP.CASE_ID FieldFormula.

HelpDesk and HelpDesk for Human Resources Cases Only

When the third-party application sends a request to create a helpdesk case, employee information must
be provided. The third-party application must supply the EMPLID, and CRM will use it to derive
appropriate BO_ID_CUST with ROLE_TYPE_ID_CUST in order to create acase. BO_ID_CUST
and ROLE_TYPE_ID_CUST need to be populated internally for a case.

Note. Tip: When creating a support case for customer, make sure BO_ID_CUST (or CUST_ID),
ROLE_TYPE_ID_CUST, BO_ID_CONTACT (or CONTACT_PERSON_ID), ROLE_TYPE_ID_CNTCT is
provided; when creating a PeopleSoft HelpDesk case for an employee, make sure the EMPLID is provided.

15. If the setting of a Cl property for a field fails, an error message will be trapped in the
& PSMessage object with information on which field causes an error.

The following diagram illustrates the technical process flow for EIP #3.

PeopleSoft Proprietary and Confidential



Appendix A Integrating the Case with Third-Party Systems

3" party XML

3" Party

@ Process fails.

No—| Error shows in IB
Monitor

rd d
IB to 3 " party s i feingid IB to 3" party

ecognized by IB?

PeopleCode Process

@ Response

message with
error message

Response

message with
success status

Is the Case ID
valid?

A

@ Direct SQL query

Yes —b| to get case
information

PJoes the user have
permission to access
case?

No

Process Flow Diagram for EIP #3
1. The third-party application sends an XML request to CRM by way of the integration gateway.

2. If the integration broker (IB) does not recognize the format, it will be trapped in
integration broker. Case process will fail.

See PeopleSoft Integration Broker

3. When message passed in from integration broker, people code process will begin. CRM
will check if the case ID exists in CRM. If the case does not exist in CRM, a response
message with error message will be sent back (process 5).

4. If the case exists in CRM, market and vertical information will be gathered, and CRM will further check
if the user has access to case component based on market and vertical. If user does not have access, a
response message will be sent back right away with error message of access denied (process 5).

Function to check access permission: IsUserAuthorized in FUNCLIB_RC_EIP.CASE_ID FieldFormula.

5. Once the user passed the security check, a direct SQL query will be executed to get all case
related information and send back to third-party (process 8).

Error Handling

When arequired field contains an invalid value in request message, or the save event fails, the
process will fail. The request message will be copied over to response message, and the response
message will be sent back to third-party with error message.

When a non-required field contains an invalid value, that field will be ignored or and case
processing will continue. A warning message will be sent back.

Here are some tips:

» Always check fields CASE_EIP_STATUS and CASE_EIP_GEN_M SG first in the response message. When
the statusis 0 or 2, the response message will contain case information stored in CRM system. When statusis
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1,i.e. when caseisfailed, nothing is saved in the CRM system, and the response message will contain a copy
of the request information, not the case information stored in CRM. Thisis provided to aid in error handling.

* When CASE_EIP_STATUS fails or there is a warning warning, a detailed error or warning message
will be logged in the rowset RC_CASE_EIP_ERR of the response message.

Implementing Case EIP

262

In this section, we discuss:

» Code Processing for Case EIP.
» Setup configuration.

» Case EIP setup.

Code Processing for Case EIP

For Case EIP #1 (Case Synchronous Message), the entry point isin Message RC_CASE_REQUEST_SYNC
OnRequest Peoplecode. It calls ProcessCaseEIP function in FUNCLIB_RC_EIPCASE_EIP FieldFormula

For Case EIP #2 (Case Asynchronous Message), theentry pointisin Message RC_CASE_REQUEST_ASYNC,
M essage Subscriptions CaseRequestAsync peoplecode, it calls the same ProcessCaseEI P function as EIP #1.

For Case EIP #3 (Request Case Synchronous Message), the entry point is in Message
RC_CASE_INQUIRY_REQ_SYNC OnRequest Peoplecode. It calls ProcessCasel nquiry
function in FUNCLIB_RC_EIPCASE_EIP FieldFormula.

Setup Configuration
There are three setup options for case EIP:

 Number of notes for a case
» Default value for Source EIP

Number of Notes for a Case

The Max # of Notes in Response EIP field indicates most number of notes to return in the request
EIP. The case component can contain an unlimited number of notes. This will impact case EIP
performance when trying to process hundreds, thousands notes for a case. Based on business
requirement, customer can set the upper limit number for case EIP. Note, This is only applied to
response message. Request message will process all notes that third-party sends.

For instance, the customer sets the default number of notes for response message as 5. When
reguest message contains more then 5 notes, all the notes will be processed and saved into the
case. When a case contains more than 5 notes, and third-party is requiring the case information,
then only the 5 most recent notes will be returned in the response message.

Thisscreenshot illustratesthe M ax # of Notesin Response EIPfield on the Call Center Definition— Options page.
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Zall Center BU Case Defaults
Business Unit APPO1 Appliances
Agent
Enable Feature Option MNotes
= Assign Person |None ;l Automatically assign the case when it is saved
W Assign Provider Group IDefauIt ;l Autormatically assign the case when it is saved
¥ Call Center Manager angela Lucca o'} Call center manger for the selected business unit.
= Max # of Motes in Response EIF 5 Limit the number of notes in the EIP if you tend to
have many notes in your cases
2 Product Prompt all ;I Choose how you would like the product prompt to
work
I Allow Multiple Resolutions Allow an agent to select more than one solution to
be marked as successful,
v Autoexecute Verity Search Executes the Yerity Solution Search automatically
when the 'Search’ tab is clicked.
v Canceled to Open Case Status Allow Agents to Reopen Cases that are Canceled,
I Closed to Open Case Status Allow Agents to Reopen Cases that are Closed.
r Security Matrix Generally used for Financial Services

Call Center Definitions — Options page

Default Value for Source EIP

Customer can define the source value to use when creating a case via the Case EIP. It can be
a different source value from that of cases created on line.
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Case Defaults Find | Wiew All Firzt 1of3 [¥] Lazt
+Display Template ID [RC_SUPPORT a =]
*Call Center Component RC_CASE Q Agent Facing Case
*Market |GBL aQ

264

All Call Centers

Mew Case Statuslﬁpen - New Case

Resolved Case 5tatu5|C|Dsed - Resalved

Reopened Case Statusl':ase Reopened

Case Type | Question or Problem

Case SuhtrpelP‘rnduct

Defect Case Type | Possible Defect

Case Priority | Medium

Case Impactl

Case Severity | Onetime Cccurrence

SuurcelDirect Call

Source EIP | 3rd Party

Source ERMS | Email

K B I 8 8 i O N

Case Defaults page

Note. These two options are all driven by business unit.

Case EIP Setup

Activate the following messages.

* RC_CASE_REQUEST_SYNC

*+ RC_CASE_RESPONSE_SYNC
RC_CASE_REQUEST_ASYNC
RC_CASE_RESPONSE_ASYNC
RC_CASE_INQUIRY_REQ_SYNC
* RC_CASE_INQUIRY_RESP_SYNC

As delivered, PeopleSoft EIP application messages are inactive. In both your PeopleSoft CRM and your
third-party application, activate the required application messages, activate the message subscription
PeopleCode, set the associated message channel to run mode, configure an existing message node or define a
new message node, and define asynchronous or synchronous transactions on the message node.

See PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Managing Enterprise
Integration for PeopleSoft Enterprise CRM,” Application M essages.
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See Also

PeopleSoft Integration Tools and Utilities
PeopleSoft Integration Broker
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PeopleSoft Call Center Interactive Reports

This chapter provides an overview of Interactive Reports and discusses how to launch and work with them.

Note. Interactive Reports are available in PeopleSoft Support and HelpDesk applications.

Understanding Interactive Reports

PeopleSoft call center Interactive Reports are a lightweight implementation of BAM (Business Analysis
Modeler). Interactive Reports do not need an Analytic Logic server or a separate database to store data.

I nteractive Reports are dynamic and interactive analytic reports. You can move data el ements around on a
report and view it using different dimensionsin realtime. The ability to view reports at different angles,
gives you reatime visihility into the health of your call center, including the ability to:

* Detect trends that can be utilized for proactive problem management.
» Evaluate team and agent performance metrics.
» Anticipate training and staffing requirements.

I nteractive Reports can be saved, exported to Microsoft Excel, or printed as hard copies. While Interactive
Reports are interactive, the communication between them and the CRM database is one-way, which means the
changes you make on the reports do not affect the data in the database. From Interactive Reports, you are not
allowed to transfer to any CRM components and access data. User roles control access to Interactive Reports.

Note. You must have Internet Explorer 5.1 or higher to access BAM reports.

Launching and Working with Interactive Reports

I nteractive Reports use events and workflow to capture response and restore times. If the events defined for the
response are not met, an application engine process updates the case with response and restore exceptions.

When you launch an Interactive Report, a number of predefined queries are executed and
used to display the data that the system has captured.

Because the events and workflow are already activated when you install the system, there are no setup or
configuration procedures to follow before you access the pages you will use to launch Interactive Reports.

PeopleSoft Proprietary and Confidential 267



PeopleSoft Call Center Interactive Reports

268

Pages Used to Launch Interactive Reports

Appendix B

Page Name Object Name Navigation Usage

Support Management RC_SUP_MUPD Support, Interactive Report, | Track the number of cases

Dashboard Analysis Support Dashboard opened, cases closed,
cancelled cases, return
materials, and service orders.

Service-Level Management | RC_SUP_SADD Support, Interactive Report, | Track the total number

Analysis Service-Level Management | of cases, agreements,
warranties, response on time,
response late, and restore
ontime, restorelate, and
suspension.

HelpDesk Service-Level RC_HD_SADD HelpDesk, Interactive Track the number of cases

Report, Service-Level

Management Analysis
Management

, &greement, response on
time, response late, restore
ontime, restorelate, and
suspension.

Change MetricsUpdate RG_CHG_METRIX_BAM HelpDesk, Interactive
Report, Change Request

Metrics

Track the number of requests
opened.

Forward Schedule RG_CHG_METRIX_BAM HelpDesk, Interactive
Report, Forward Schedul e of

Changes

H#H

Running the Support Management Dashboard
Analysis Interactive Report

Access the Support Management Dashboard Analysis launch page.

Add New Run Control

Smart ¥iew Name Support Management Dashboard Analysis

Run Control Information

*Run Control ID [ TVET =1
Run Control Criteria
*Business Unit|APPO1 Q
Customer Information
4l Customers

" Select Customer Customer

Start Date |06/14/2004 Eﬂ End Date [06/21/2004

Launch Interactive Repoart

B Save

Qx

Support Management Dashboard Analysis run control page

Run Control 1D

Select from the list of run control IDs. These IDs identify a set of saved

report parameters from previous runs and allow you to save time and reduce
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mistakes. Use the Add New Run Control tab to generate reports when you
don’'t have arun with the desired business unit, customer, or date range.

Business Unit Select the business unit for which you want to launch the Interactive
Report. This is a required field.
All Customers Select to launch the Interactive Report for al customers of
the given business unit.
Select Customer and Select to launch the Interactive Report for an individual customer and
Customer then select a customer from the Customer field.
Start Date Select the first date from which you want to view data for the

Interactive Report. Thisis arequired field.

End Date Select the last date from which you want to view data for the
Interactive Report. Thisis arequired field.

Launch Interactive Report  Click to launch the Interactive Report. The system opens a
separate window to display the data.

Running the Service-Level Management Analysis
Interactive Report

Access the Service-Level Management Analysis page.

Add Mew Run Control

Smart ¥Yiew Name Support Service Level Management Analysis

Run Control Information

*Run Control ID| ;I

Run Control Criteria

*Business Unit|APPO1 Q

Customer Information
& all Customers
" Select Custormer Customer Q=

*Start Date 03/15/2004 3 *End Date |03/19/2004 3

Launch Interactive Repott

Bl Save

Service-Level Management Analysis run control page

Run Control 1D Select from the list of run control IDs. These IDs identify a set of saved
report parameters from previous runs and allow you to save time and reduce
mistakes. Use the Add New Run Control tab to generate reports when you
don’t have arun with the desired business unit, customer, or date range.

All Customers Select to launch the I nteractive Report for all customers of agiven business unit.
Select Customer and Select to launch the Interactive Report for an individual customer and
Customer then select a customer from the Customer field.
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Start Date Select the first date from which you want to view data for the
Interactive Report. Thisis arequired field.

End Date Select the last date from which you want to view data for the
Interactive Report. Thisis arequired field.

Launch Interactive Report  Click to launch the Interactive Report. The system opens a

separate window to display the data.
Viewing the Management Dashboard Analysis Interactive Report
Launch the Management Dashboard Analysis Interactive Report.

Management Dashboard Analysis

Report: | Summary Of Dashboard j

B %

Preview Excel

Rows To Scroll: ME E Rows per Page: m E E 1-2 of 2 III |E|
® Provider Group : |AII PrnviderGrDusz © Product: [All Products ~]
H agent: AIIAgems B Priority: IAII Friorities "'I

il Cases i Cases il Cases il Service il Return
Opened Closed Cancelled Orders Materials

@ A Property Management Group

@ Total ] 1] 0 0 I

Management Dashboard Analysis Interactive Report

Usage

Track the number of cases opened, cases closed, cancelled cases, return materials, and service orders.

Parameters

Access the Support Management Dashboard Analysis launch page and use the following run
control criteria to refine your Interactive Report result.

e Business unit
e Customer
e Start and end dates

Available Dimensions
Use the following dimensions to rearrange data and look at the analysis with different perspectives:

* Provider Group
* Product

* Agent

* Priority
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Viewing the Service-Level Management Analysis
Interactive Report

Launch the Service-Level Management Analysis I nteractive Report.

Service Level Management Analysis

Report: | Service Level Management Summawj

B &
Preview Excel
Rows To Scroll: IE' IE' Rows per Page: M |E| III 1-2 of 2 III @
© Product : |AII Products | |® Provider Group : |AII Provider Groups | B Status: | Total |
H agent: |4 Agents B Priority : AII Friotities =

i Agreements | @ Warranties | # Response il Restore
Exceptions Exceptions

@ mmA Property Management Group
@ Tatal 1] 1 1] 1]

Service-Level Management Analysis Interactive Report

Usage
Track the total number of cases, agreements, warranties, suspension, response on
time, late, and restore on time, late.

Parameters

Access the Service-Level Management Analysis launch page and use the following run
control criteria to refine your Interactive Report result.

* Business unit
e Customer
e Start and end dates

Available Dimensions
Use the following dimensions to rearrange data and look at the analysis from different perspectives:

* Provider Group
* Product

* Agent

* Priority

» Customer

» Status

Status Category
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PeopleSoft CRM Call Center Reports

This appendix provides an overview of PeopleSoft Support and PeopleSoft HelpDesk reports
and enables you to view summary tables of all reports.

Note. For samples of these reports, see the Portable Document Format (PDF) files that
are published on CD-ROM with your documentation.

See Also
PeopleSoft Process Scheduler
Using PeopleSoft Applications

PeopleSoft CRM Call Center Reports: Ato Z
Thesetableslist the PeopleSoft Support and PeopleSoft Hel pDesk reports, sorted alphanumerically by report ID.
This section discusses:
» PeopleSoft HelpDesk case reports.
Except for report RCC2009, al HelpDesk-specific report 1Ds start with RCC1
» PeopleSoft Support case reports.
All Support-specific report IDs start with RCC2.
» Solution reports (shared by both applications).
Solution report 1Ds start with RCC2.
All reports in this appendix are Crystal reports.

Note. Unless otherwise noted, the from date and through date for the cases included
in a report refer to the case creation date.
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PeopleSoft HelpDesk Reports

Appendix C

Report ID and Report Description Navigation Run Control Page
Name
RCC1002 Thisreport categorizescases | HelpDesk, Reports, Case RUN_RCC1002
HelpDesk Case By Agent according to the agentsto By Agent, HelpDesk Case
whom the caseis assigned. By Agent
For each case, thereport
showsthe case ID, status,
priority, contact name, date
created, and subject.
RCC1003 Thisreport liststhe HelpDesk, Reports, Case RUN_RCC1003
HelpDesk Case By departmentsthat have By Agent, HelpDesk Case
Department reported cases. For each By Department
department, the report shows
the number of cases reported.
RCC1004 Thisreport providesalistof | HelpDesk, Reports, Case By | RUN_RCC1004

HelpDesk Case By Priority

casesordered by priority and
givesthetotal number of
casesfor each priority. For
each case, the report shows
the priority, case 1D, status,
department, reported by,
date created, and assigned

to agent.

Agent, HelpDesk Case By
Priority

RCC1005 Thisreport providesalist HelpDesk, Reports, Case By | RUN_RCC1005
HelpDesk Case By Problem | of cases categorized and Agent, HelpDesk Case By
Type subtotaled by casetype. For | Problem Type

each case, the report shows

the case ID, priority, status,

caller name, date created,

and assigned to.
RCC1006 Thisreport lists case statuses | HelpDesk, Reports, Case RUN_RCC1006
HelpDesk Case By Status | and givesthe number of cases | By Agent, HelpDesk Case

with each status. By Status
RCC1007 Thisreport groups cases by HelpDesk, Reports, Case RUN_RCC1007
HelpDesk Case By category and givesthetotal By Agent, HelpDesk Case
Category/Type/Detail number of casesfor each By Ctg/Type/Dtl

category. For each case,

the report showsthe case

ID, category, type, detail,

creation date, caller name,

status, and summary.
RCC1008 Thisreport providesdetailed | HelpDesk, Reports, Case RUN_RCC1008

HelpDesk Case Information

information for cases,
including most of the
datashowninthecase
component.

Information, HelpDesk Case
Information
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Report ID and Report Description Navigation Run Control Page
Name
RCC1009 Thisreport lists agentsto HelpDesk, Reports, Case RUN_RCC1009
HelpDesk Case Status whom cases have been Status By Agent, HelpDesk
By Agent assigned. For each agent, the | Case Status By Agent
report showsthe agent’s|D
and name and the number of
open casesfor that agent?n
total and broken out by
case status.
RCC1010 Thisreport lists agentswho HelpDesk, Reports, TimeTo | RUN_RCC1010

HelpDesk Time To Close
By Agent

have been assigned cases.

For each agent, the report
showstheagent’sID and
name, alist of theagent's
closed cases, thetotal number
of casesclosed, and the
average number of daysto
close. The caselists show
thecase|D, priority, date
opened, date closed, and days
toclose.

CloseBy Agnt, HelpDesk
Time To Close By Agent

RCC1011 Thisreport lists employees HelpDesk, Reports, RUN_RCC1011
HelpDesk Case By who have reported cases. For | HelpDesk Case By
Employee each employee, the report Employee

shows the number of cases

opened.
RCC1012 Thisreport lists business HelpDesk, Reports, Case By | RUN_RCC1012
HelpDesk Case by Business | projectsthat have beenused | Business Projects, HelpDesk
Project in cases. For each business Case By Business Project

project, the report showsthe

number of caseswherethe

business project was used.
RCC2009 Thisreport lists employees HelpDesk, Reports, RUN_RCC2009
HelpDesk Employees who opened casesduringthe | Employeeswith Case,
With Case specified time period. For HelpDesk Employees

each employee, the report With Case

provides aname, location,
department, telephone
number with extension, and
email address. No case
information appears on
thisreport.
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Name

Report ID and Report

Description

Navigation

Run Control Page

RCC2000
Agreement Statistics

Thisreport providesthe
following statisticsfor
agreements used during a
specified daterange: the
number of cases opened, the
number of cases closed, and
the averagetimeto closein
daysandin hours.

Support, Reports, Agreement
Statistics, Agreement
Statistics

RUN_RCC2000

RCC2001
Case Information

Thisreport provides detailed
information for cases,
including most of the
datashowninthecase
component.

Support, Reports, Support
CaselInformation

RUN_RCC2001

RCC2002
Caseshy Age

Thisreport categorizes cases
by creation date and then by
customer. For each case, the
report showsthecaselD,
priority, status, casetype,
contact name, assigned to
agent, and subj ect.

Support, Reports, Cases
By Age

RUN_RCC2002

RCC2003
Cases by Agent

Thisreport lists agentsto
whom cases have been
assigned. For each agent,
the report showsthe agent’s
name and the number of
cases assigned to the agent,
opened by the agent, and
closed by the agent. The
report also providesthe
averagetimetoclose(in
days and hours) for cases that
the agent closed.

Support, Reports, Cases
By Agent

RUN_RCC2003

RCC2004
Cases by Customer

Thisreport categorizes cases
by customer. For each case,
thereport showsthe case

ID, priority, status, product
ID, casetype, contact name,
date created, assigned to
agent, and subj ect.

Support, Reports, Cses By
Customer

RUN_RCC2004

RCC2005
Cases by Priority

Thisreport categorizes cases
by priority and status, then by
customer. For each case, the
report showsthecaselD,
casetype, date created, and
subject.

Support, Reports, Support
Reports, Cases By Priority,
Caseshy Priority

RUN_RCC2005
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Report ID and Report
Name

Description

Navigation

Run Control Page

RCC2006
Cases by Product

Thisreport categorizes cases
by product. For each case,
thereport showsthe product
ID, case ID, priority, status,
casetype, contact name, date
created, assigned to agent,
and subject.

Support, Reports, Cases By
Product

RUN_RCC2006

RCC2007
Cases by Type

Thisreport categorizes cases
by casetype. For each case,
thereport showsthe case D,
priority, status, contact name,
date created, assigned to
agent, and subject.

Support, Reports, Cases
by Type

RUN_RCC2007

RCC2008
Cases Reopened

Thisreport lists casesthat
have been reopened. For
each case, the report shows
thecaselD, thedate the case
was reopened, and the user
who reopened the case.

Note. Thisreport requires
that the Case Re-Opened
event be activated in the Case
History Active Analytics
Framework definition.

Support, Reports, Cases
Reopened

RUN_RCC2008

RCC2013
Support Agreement Dates

Thisreport lists agreements
that have been associated
with cases. Agreementsare
categorized by customer. For
each agreement, thereport
shows the agreement code,
the start date, the end date,
and the number of casesthat
are associated with that
agreement.

Support, Reports, Support
Agreement Dates

RUN_RCC2013

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,

“Working with Active Analytics Framework”
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Report ID and Report
Name

Description

Navigation

Run Control Page

RCC2012
Solution Usage

Thisreport lists solutionsthat
were used in cases created
during the specified date
range. For each solution, the
report showsthe solution
usage count, solved count,
and successrate.

Solutions, Reports,
Solutions, Solution Usage

RUN_RCC2012

RCC2014
Top Ten Solutions by
Product

For each included product,
thisreport liststhe ten
solutions that most often
resolved cases that were
created during the specified
daterange.

For each solution, the report
showsthe number of cases
solved for that product.

Solutions, Reports, Top
Solutions, Top Ten Solutions
by Product

RUN_RCC2014
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APPENDIX D

ISO Country and Currency Codes

PeopleBooks use International Organization for Standardization (1SO) country and currency codes
to identify country-specific information and monetary amounts.

This appendix discusses:

* |SO country codes.
* |SO currency codes.

See Also

“About This PeopleBook,” Typographical Conventions and Visual Cues

ISO Country Codes

This table lists the 1SO country codes that may appear as country identifiers in PeopleBooks:

ISO Country Code Country Name
ABW Aruba
AFG Afghanistan
AGO Angola
AlA Anguilla
ALB Albania
AND Andorra
ANT Netherlands Antilles
ARE United Arab Emirates
ARG Argentina
ARM Armenia
ASM American Samoa
ATA Antarctica
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ISO Country Code

Country Name

ATF French Southern Territories
ATG Antiguaand Barbuda
AUS Australia

AUT Austria

AZE Azerbaijan

BDI Burundi

BEL Belgium

BEN Benin

BFA BurkinaFaso

BGD Bangladesh

BGR Bulgaria

BHR Bahrain

BHS Bahamas

BIH Bosniaand Herzegovina
BLR Belarus

BLZ Belize

BMU Bermuda

BOL Bolivia

BRA Brazil

BRB Barbados

BRN Brunei Darussalam

BTN Bhutan

BVT Bouvet Island

BWA Botswana

CAF Central African Republic
CAN Canada

CCK Cocos(Keeling) Islands
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ISO Country Code Country Name
CHE Switzerland
CHL Chile
CHN China
Clv CoteD’Ivoire
CMR Cameroon
COD Congo, The Democratic Republic
COG Congo
COK Cook Islands
COL Colombia
COM Comoros
CPV Cape Verde
CRI CostaRica
CcuB Cuba
CXR ChristmasIsland
CYM Cayman Islands
CYP Cyprus
CZE Czech Republic
DEU Germany
DJI Djibouti
DMA Dominica
DNK Denmark
DOM Dominican Republic
DZA Algeria
ECU Ecuador
EGY Egypt
ERI Eritrea
ESH Western Sahara
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ISO Country Code

Country Name

ESP Spain

EST Estonia

ETH Ethiopia

FIN Finland

] Fiji

FLK Falkland Islands (Malvinas)
FRA France

FRO Faroelslands

FSM Micronesia, Federated States
GAB Gabon

GBR United Kingdom

GEO Georgia

GHA Ghana

GIB Gibraltar

GIN Guinea

GLP Guadeloupe

GMB Gambia

GNB Guinea-Bissau

GNQ Equatorial Guinea
GRC Greece

GRD Grenada

GRL Greenland

GTM Guatemala

GUF French Guiana

GUM Guam

GUY Guyana

GXA GXA - GP Core Country
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ISO Country Code Country Name
GXB GXB - GP Core Country
GXC GXC - GP Core Country
GXD GXD - GP Core Country
HKG Hong Kong
HMD Heard and McDonald Islands
HND Honduras
HRV Croatia
HTI Haiti
HUN Hungary
IDN Indonesia
IND India
10T British Indian Ocean Territory
IRL Ireland
IRN Iran (Islamic Republic Of)
IRQ Iragq
ISL Iceland
ISR Israel
ITA Italy
JAM Jamaica
JOR Jordan
JPN Japan
KAZ Kazakstan
KEN Kenya
KGZ Kyrgyzstan
KHM Cambodia
KIR Kiribati
KNA Saint Kittsand Nevis
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ISO Country Code Country Name
KOR Korea, Republic of
KWT Kuwait
LAO Lao People’'s Democratic Rep
LBN Lebanon
LBR Liberia
LBY Libyan Arab Jamahiriya
LCA Saint Lucia
LIE Liechtenstein
LKA Sri Lanka
LSO Lesotho
LTU Lithuania
LUX Luxembourg
LVA Latvia
MAC Macao
MAR Morocco
MCO Monaco
MDA Moldova, Republic of
MDG Madagascar
MDV Maldives
MEX Mexico
MHL Marshall Islands
MKD Fmr Yugoslav Rep of Macedonia
MLI Mali
MLT Malta
MMR Myanmar
MNG Mongolia
MNP Northern Marianalslands
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ISO Country Code Country Name
MOz Mozambique
MRT Mauritania
MSR Montserrat
MTQ Martinique
MUS Mauritius
MWI Malawi
MYS Malaysia
MYT Mayotte
NAM Namibia
NCL New Caledonia
NER Niger
NFK Norfolk Island
NGA Nigeria
NIC Nicaragua
NIU Niue
NLD Netherlands
NOR Norway
NPL Nepal
NRU Nauru
NZL New Zealand
OMN Oman
PAK Pakistan
PAN Panama
PCN Pitcairn
PER Peru
PHL Philippines
PLW Palau
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ISO Country Code Country Name
PNG Papua New Guinea
POL Poland
PRI Puerto Rico
PRK Korea, Democratic People’'s Rep
PRT Portugal
PRY Paraguay
PSE Palestinian Territory, Occupie
PYF French Polynesia
QAT Qatar
REU Reunion
ROU Romania
RUS Russian Federation
RWA Rwanda
SAU Saudi Arabia
SDN Sudan
SEN Senegal
SGP Singapore
SGS Sth Georgia& Sth Sandwich s
SHN Saint Helena
SIM Svabard and Jan Mayen
SLB Solomon Islands
SLE SierralLeone
SLV El Salvador
SMR San Marino
SOM Somalia
SPM Saint Pierreand Miquelon
STP Sao Tomeand Principe
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ISO Country Code Country Name
SUR Suriname
SVK Slovakia
SVN Slovenia
SWE Sweden
SWz Swarziland
syc Seychelles
SYR Syrian Arab Republic
TCA Turksand Caicos|slands
TCD Chad
TGO Togo
THA Thailand
TIK Tajikistan
TKL Tokelau
TKM Turkmenistan
TLS East Timor
TON Tonga
TTO Trinidad and Tobago
TUN Tunisia
TUR Turkey
TUV Tuvalu
TWN Taiwan, Province of China
TZA Tanzania, United Republic of
UGA Uganda
UKR Ukraine
UMI US Minor Outlying Islands
URY Uruguay
USA United States
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ISO Country Code Country Name
uzB Uzbekistan
VAT Holy See (Vatican City State)
VCT St Vincent and the Grenadines
VEN Venezuela
VGB Virgin Islands (British)
VIR Virginlslands (U.S))
VNM Viet Nam
VUT Vanuatu
WLF Wallis and Futunalslands
WSM Samoa
YEM Yemen
YUG Yugoslavia
ZAF South Africa
ZMB Zambia
ZWE Zimbabwe

ISO Currency Codes

Thistable lists the I SO country codes that may appear as currency identifiers in PeopleBooks:

ISO Currency Code Description
ADP Andorran Peseta
AED United Arab Emirates Dirham
AFA Afghani
AFN Afghani
ALK Old Lek
ALL Lek
AMD Armenian Dram
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ISO Currency Code Description
ANG Netherlands Antilles Guilder
AOA Kwanza
AOK Kwanza
AON New Kwanza
AOR Kwanza Regjustado
ARA Austra
ARP Peso Argentino
ARS Argentine Peso
ARY Peso
ATS Schilling
AUD Australian Dollar
AWG Aruban Guilder
AZM Azerbaijanian Manat
BAD Dinar
BAM ConvertibleMarks
BBD Barbados Dollar
BDT Taka
BEC Convertible Franc
BEF Belgian Franc
BEL Financial Belgian Franc
BGJ LevA/52
BGK Lev A/62
BGL Lev
BGN Bulgarian LEV
BHD Bahraini Dinar
BIF Burundi Franc
BMD Bermudian Dollar
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ISO Currency Code Description
BND Brunei Dollar
BOB Boliviano
BOP Peso
BOV Mvdol
BRB Cruzeiro
BRC Cruzado
BRE Cruzeiro
BRL Brazilian Real
BRN New Cruzado
BRR Brazilian Real Dollar
BSD Bahamian Dollar
BTN Ngultrum
BUK N/A
BWP Pula
BYB Belarussian Ruble
BYR Belarussian Ruble
BzZD Belize Dollar
CAD Canadian Dollar
CDF Franc Congolais
CHF SwissFranc
CLF Unidades defomento
CLP Chilean Peso
CNX Peoples Bank Dollar
CNY Yuan Renminbi
COP Colombian Peso
CRC CostaRican Colon
CsD SerbiaDinar
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ISO Currency Code Description
CSJ KronaA/53
CsK Koruna
CUP Cuban Peso
CVE Cape Verde Escudo
CYP Cyprus Pound
CzZK Czech Koruna
DEM Deutsche Mark
DJF Djibouti Franc
DKK Danish Krone
DOP Dominican Peso
DzD Algerian Dinar
ECS Sucre
ECV Unidad de Valor
EEK Kroon
EGP Egyptian Pound
EQE Ekwele
ERN Nakfa
ESA Spanish Peseta
ESB Convertible Peseta
ESP Spanish Peseta
ETB Ethiopian Birr
EUR euro
FIM Markka
FJD Fiji Dollar
FKP FalklandsIsl. Pound
FRF French Franc
GBP Pound Sterling
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ISO Currency Code Description
GEK Georgian Coupon
GEL Lari
GHC Cedi
GIP Gibraltar Pound
GMD Dalasi
GNE Syli
GNF GuineaFranc
GNS Syli
GQE Ekwele
GRD Drachma
GTQ Quetzal
GWE Guinea Escudo
GWP Guinea-Bissau Peso
GYD GuyanaDollar
HKD Hong Kong Dollar
HNL Lempira
HRD Dinar
HRK Kuna
HTG Gourde
HUF Forint
IDR Rupiah
IEP Irish Pound
ILP Pound
ILR Old Shekel
ILS New Israeli Shegel
INR Indian Rupee
IQD Iragi Dinar
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ISO Currency Code Description
IRR Iranian Rial
ISJ OldKrona
ISK Iceland Krona
ITL Italian Lira
JMD Jamaican Dollar
JOD Jordanian Dinar
JPY Yen
KES Kenyan Shilling
KGS Som
KHR Riel
KMF Comoro Franc
KPW North Korean Won
KRW Won
KWD Kuwaiti Dinar
KYD Cayman Islands dollar
KZT Tenge
LAJ Kip Pot Pol
LAK Kip
LBP L ebanese Pound
LKR Sri Lanka Rupee
LRD Liberian Dollar
LSL Loti
LSM Maloti
LTL Lithuanian Litas
LTT Talonas
LuC Convertib Francl
LUF L uxembourg Franc
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ISO Currency Code

Description

LUL Financial Franc
LVL Latvian Lats

LVR Latvian Ruble
LYD Libyan Dinar
MAD Moroccan Dirham
MAF Mali Franc

MDL Moldovan Leu
MGF Malagasy Franc
MKD Denar

MLF Mali Franc

MMK Kyat

MNT Tugrik

MOP Pataca

MRO Ouguiya

MTL MalteseLira
MTP Maltese Pound
MUR Mauritius Rupee
MVQ Maldive Rupee
MVR Rufiyaa

MWK Malawian Kwacha
MXN Mexican Peso
MXP Mexican Peso
MXV Mexican UDI
MYR Malaysian Ringgit
MZE M ozambique Escudo
MZM Metical

NAD NamibiaDollar
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ISO Currency Code Description
NGN Naira
NIC Cordoba
NIO Cordoba Oro
NLG Netherlands Guilder
NOK Norwegian Krone
NPR Nepal ese Rupee
NZD New Zealand Dollar
OMR Rial Omani
PAB Balboa
PEI Inti
PEN Nuevo Sol
PES Sol
PGK Kina
PHP Philippine Peso
PKR Pakistan Rupee
PLN Zloty
PLZ Zloty
PTE Portuguese Escudo
PYG Guarani
QAR Qatari Rial
ROK LeuA/52
ROL Leu
RUB Russian Ruble
RUR Russian Federation Rouble
RWF Rwanda Franc
SAR Saudi Riyal
SBD Solomon Islands
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ISO Currency Code Description
SCR Seychelles Rupee
SDD Sudanese Dinar
SDP Sudanese Pound
SEK Swedish Krona
SGD Singapore Dollar
SHP St HelenaPound
SIT Tolar
SKK Slovak Koruna
SLL Leone
SOS Somali Shilling
SRG Surinam Guilder
STD Dobra
SUR Rouble
SvC El Salvador Colon
SYP Syrian Pound
SZL Lilangeni
THB Baht
TR Tajik Ruble
TJS Somoni
T™MM Manat
TND Tunisian Dinar
TOP Pa’anga
TPE Timor Escudo
TRL Turkish Lira
TTD Trinidad Dollar
TWD New Taiwan Dollar
TZS Tanzanian Shilling
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ISO Currency Code Description
UAH Hryvnia
UAK Karbovanet
UGS Uganda Shilling
UGw Old Shilling
UGX Uganda Shilling
uSD USDollar
USN US Dollar (Next day)
USS US Dollar (Sameday)
UYN Old Uruguay Peso
UYP Uruguayan Peso
uyu Peso Uruguayo
uzs Uzbekistan Sum
VEB Bolivar
VNC Old Dong
VND Dong
VUV Vatu
WST Tda
XAF CFA FrancBEAC
XAG Silver
XAU GOLD
XBA European Composite Unit
XBB European Monetary Unit
XBC European Unit of Account 9
XBD European Unit of Account 17
XCD East Caribbean Dollar
XDR SDR
XEU EU Currency (E.C.U)
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ISO Currency Code Description
XFO Gold-Franc
XFU UIC-Franc
XOF CFA FrancBCEAO
XPD Palladium
XPF CFP Franc
XPT Platinum
XTS For Testing Purposes
XXX Non Currency Transaction
YDD Yemeni Din
YER Yemeni Rial
YUD New Yugoslavian Dinar
YUM New Dinar
YUN Yugoslavian Dinar
ZAL Financial Rand
ZAR Rand
ZMK Zambian Kwacha
ZRN New Zaire
ZRzZ Zaire
ZWC Rhodesian Dollar
ZWD Zimbabwe Dollar
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Glossary of PeopleSoft Terms

absenceentitlement

absencetake

accounting class

accounting date

accounting split

accumulator

action reason

action template

activity

PeopleSoft Proprietary and Confidential

Thiselement defines rulesfor granting paid time off for valid absences, such assick
time, vacation, and maternity leave. An absence entitlement element definesthe
entitlement amount, frequency, and entitlement period.

This element defines the conditionsthat must be met before apayeeisentitied
to take paid time off.

In PeopleSoft Enterprise Performance M anagement, the accounting class defines how
aresourceistreated for generally accepted accounting practices. The Inventory
classindicates whether aresource becomes part of abalance sheet account, such as
inventory or fixed assets, whilethe Non-inventory classindicatesthat the resourceis
treated as an expense of the period during which it occurs.

The accounting date indicates when atransaction is recognized, as opposed to the date
the transaction actually occurred. The accounting date and transaction date can bethe
same. The accounting date determines the period in the general ledger to which the
transaction isto be posted. You can only select an accounting date that fallswithin an
open period in the ledger to which you are posting. The accounting date for anitem
isnormally theinvoice date.

The accounting split method indicates how expenses are allocated or divided among
one or more sets of accounting ChartFields.

You use an accumulator to store cumulative values of defined items asthey are
processed. You can accumulate asingle value over timeor multiple values over
time. For example, an accumulator could consist of al voluntary deductions, or all
company deductions, enabling you to accumulate amounts. It allowstotal flexibility
for time periods and values accumul ated.

The reason an employee’sjob or employment information isupdated. The action
reason isentered in two parts: apersonnel action, such asapromotion, termination, or
change from one pay group to another—and areason for that action. Action reasons
are used by PeopleSoft Human Resources, PeopleSoft Benefits Administration,
PeopleSoft Stock Administration, and the COBRA Administration feature of the
Base Benefits business process.

In PeopleSoft Receivables, outlinesaset of escalating actionsthat the system or user
performs based on the period of time that acustomer or item hasbeen in an action
plan for aspecific condition.

In PeopleSoft Enterprise L earning Management, an instance of acatalog item
(sometimes called a class) that is avail able for enrollment. The activity defines
such things asthe coststhat are associated with the offering, enrolIment limitsand
deadlines, and waitlisting capacities.

In PeopleSoft Enterprise Performance M anagement, the work of an organization and
the aggregation of actionsthat are used for activity-based costing.

In PeopleSoft Project Costing, the unit of work that provides afurther breakdown of
projects—usually into specific tasks.

In PeopleSoft Workflow, a specific transaction that you might need to performin a
business process. Becauseit consists of the stepsthat are used to perform atransaction,
itisalso known asastep map.
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agreement

allocation rule

alternate account

AR specialist

arbitration plan

assessment rule

asset class

attribute/value pair

authentication server
basetimeperiod

benchmark job

book

branch

budgetary account only

budget check

budget control

budget period

businessevent

In PeopleSoft eSettlements, provides away to group and specify processing options,
such as payment terms, pay from abank, and notifications by abuyer and supplier
|ocation combination.

In PeopleSoft Enterprise I ncentive Management, an expression within compensation
plans that enables the system to assign transactions to nodes and participants. During
transaction allocation, the allocation engine traverses the compensation structure
from the current node to theroot node, checking each nodefor plans that contain
alocationrules.

A feature in PeopleSoft General Ledger that enablesyou to create astatutory chart
of accountsand enter statutory account transactions at the detail transaction level, as
required for recording and reporting by some national governments.

Abbreviation for receivables specialist. In PeopleSoft Receivables, an individual in
who tracks and resolves deductions and disputed items.

In PeopleSoft Enterprise Pricer, defineshow pricerulesare to be applied to the base
price when the transaction is priced.

In PeopleSoft Receivables, auser-defined rule that the system usesto eval uate the
condition of acustomer’saccount or of individual itemsto determinewhether to
generate afollow-up action.

An asset group used for reporting purposes. It can be used in conjunction with the asset
category to refine asset classification.

In PeopleSoft Directory Interface, relatesthe datathat makes up an entry inthe
directory information tree.

A server that is set up to verify users of the system.
In PeopleSoft Business Planning, the lowest level time period in acalendar.

In PeopleSoft Workforce Analytics, abenchmark job isajob code for which thereis
corresponding salary survey datafrom published, third-party sources.

In PeopleSoft Asset Management, used for storing financial and tax information, such
as costs, depreciation attributes, and retirement information on assets.

A treenodethat rolls up to nodes aboveit in the hierarchy, asdefined in Peopl eSoft
TreeManager.

An account used by the system only and not by users; thistype of account does
not accept transactions. You can only budget with thisaccount. Formerly called
“ system-maintained account.”

In commitment control, the processing of source transactions against control budget
ledgers, to seeif they pass, fail, or passwith awarning.

In commitment control, budget control ensuresthat commitments and expenditures
don’t exceed budgets. It enablesyou to track transactions against corresponding
budgets and terminate adocument’s cycleif the defined budget conditions are not met.
For example, you can prevent apurchase order from being dispatched to avendor if
there areinsufficient fundsin the related budget to support it.

Theinterval of time (such as 12 monthsor 4 quarters) into which aperiod isdivided
for budgetary and reporting purposes. The ChartField allows maximum flexibility to
define operational accounting time periodswithout restriction to only one calendar.

In PeopleSoft Receivables, definesthe processing characteristics for the Receivable
Update processfor adraft activity.
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businessunit

buyer

catalogitem

catalog map

catalog partner

categorization

channel

ChartField

ChartField balancing

ChartField combination edit

ChartKey

checkbook

ClassChartField

clone

collection

PeopleSoft Proprietary and Confidential

Glossary

In PeopleSoft Sales I ncentive Management, an original business transaction or activity
that may justify the creation of a PeopleSoft Enterprise | ncentive Management event
(asale, for example).

A corporation or asubset of acorporation that isindependent with regard to one or
more operational or accounting functions.

In PeopleSoft eSettlements, an organization (or business unit, as opposed to an
individual) that transacts with suppliers (vendors) within the system. A buyer creates
payments for purchasesthat are made in the system.

In PeopleSoft Enterprise L earning Management, a specific topic that alearner can
study and have tracked. For example, “Introduction to Microsoft Word.” A catalog
item contains general information about the topic and includes a course code,
description, categorization, keywords, and delivery methods. A catalog item can
have one or morelearning activities.

In PeopleSoft Catalog M anagement, transl ates val ues from the catal og source data to
the format of the company’s catal og.

In PeopleSoft Catal og M anagement, shares responsibility with the enterprise catalog
manager for maintaining catalog content.

Associates partner offeringswith catal og offerings and groups them into enterprise
catalog categories.

In PeopleSoft MultiChannel Framework, email, chat, voice (computer telephone
integration [CTI]), or ageneric event.

A field that stores achart of accounts, resources, and so on, depending on the
PeopleSoft application. ChartField values represent individual account numbers,
department codes, and so forth.

You can require specific ChartFields to match up (balance) on the debit and the credit
side of atransaction.

The process of editing journal linesfor valid ChartField combinations based on
user-defined rules.

One or morefieldsthat uniquely identify each row in atable. Some tables contain only
onefield asthe key, while othersrequire acombination.

In PeopleSoft Promotions Management, enablesyou to view financial data (such as
planned, incurred, and actual amounts) that isrelated to funds and trade promotions.

A ChartField value that identifies aunique appropriation budget key when you
combineit with afund, department ID, and program code, aswell asabudget period.
Formerly called sub-classification.

In PeopleCode, to make aunique copy. In contrast, to copy may mean making a
new referenceto an object, so if the underlying object is changed, both the copy and
the original change.

To make aset of documentsavailable for searching in Verity, you must first create

at least one collection. A collectionisset of directoriesand filesthat allow search
application usersto use the Verity search engineto quickly find and display source
documentsthat match search criteria. A collection isaset of statistics and pointers
to the source documents, stored in a proprietary format on afile server. Because a
collection can only storeinformation for asingle location, PeopleSoft maintains a set
of collections (one per language code) for each search index object.
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In PeopleSoft Receivables, auser-defined rule that defines actionsto takefor a
customer based on both the amount and the number of days past due for outstanding
balances.

In PeopleSoft Enterprise | ncentive Management, a node within acompensation
structure. Compensation objects are the building blocks that make up a compensation
structure’s hierarchical representation.

In PeopleSoft Enterprise Incentive Management, a hierarchical relationship of
compensation objectsthat represents the compensati on-rel ated rel ationship between
the objects.

In PeopleSoft Receivables, occurs when there is achange of statusfor acustomer’s
account, such asreaching acredit limit or exceeding auser-defined balance due.

Used to configure an external system with PeopleSoft. For example, aconfiguration
parameter catal og might set up configuration and communi cation parametersfor an
external server.

In PeopleSoft Enterprise I ncentive Management, configuration plans hold allocation
information for common variables (not incentive rules) and are attached to anode
without a participant. Configuration plans are not processed by transactions.

Content references are pointers to content registered in the portal registry. Theseare
typicaly either URL sor iScripts. Content referencesfall into three categories: target
content, templ ates, and templ ate pagel ets.

In PeopleCode, determines which buffer fields can be contextually referenced and
whichisthe current row of dataon each scroll level when aPeopleCode program
isrunning.

In PeopleSoft Enterprise | ncentive Management, a mechanism that is used to
determine the scope of aprocessing run. PeopleSoft Enterprise Incentive M anagement
usesthreetypesof context: plan, period, and run-level.

Stores information that control s the processing of an application. Thistype of
processing might be consistent throughout an organization, or it might be used only by
portions of the organization for more limited sharing of data.

A combination of areceipt cost method, a cost flow, and adeplete cost method. A
profileisassociated with a cost book and determines how itemsin that book are
valued, aswell ashow the material movement of theitemisvalued for the book.

A cost transaction and amount for aset of ChartFields.

In PeopleSoft Enterprise L earning M anagement, a self-service repository for all of a
learner’sin-progress|earning activitiesand programs.

In PeopleSoft Enterprise I ncentive Management, the process during which raw
business transactions are acquired from external source systemsand fed into the
operational datastore (ODS).

Data elements, at their simplest level, define asubset of data and the rules by which
to group them.

For Workforce Analytics, data elements are rulesthat tell the system what measuresto
retrieve about your workforce groups.

A datagrouping that enablesrole-based filtering and distribution of data. You can
limit the range and quantity of datathat is displayed for auser by associating dataset
ruleswith user roles. Theresult of dataset rulesisaset of datathat isappropriate
for theuser’sroles.
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In PeopleSoft Enterprise L earning Management, identifies the primary type of
delivery method in which aparticular learning activity is offered. Also provides
default valuesfor the learning activity, such as cost and language. Thisisprimarily
used to help learners search the catal og for the type of delivery fromwhich they learn
best. Because Peopl eSoft Enterprise Learning Management is ablended learning
system, it does not enforce the delivery method.

In PeopleSoft Supply Chain Management, identifies the method by which goodsare
shipped to their destinations (such astruck, air, rail, and so on). Thedelivery methodis
specified when creating shipment schedules.

In PeopleSoft Enterprise L earning M anagement, identifies how learning activities can
be delivered—for example, through online learning, classroom instruction, seminars,
books, and so forth—in an organization. Thetype determines whether the delivery
method includes scheduled components.

In PeopleSoft Directory I nterface, the representation of adirectory’s hierarchical
structure,

A flexible method that sequentially numbersthe financial transactions (for example,
bills, purchase orders, invoices, and payments) in the system for statutory reporting
and for tracking commercial transaction activity.

A treethat takesits detail values—dynamic details—directly from atablein the
database, rather than from arange of valuesthat are entered by the user.

A tablein the database that hasits own record definition, such asthe Department table.
Asfieldsare entered into a PeopleSoft application, they can be validated against an
edit table to ensure dataintegrity throughout the system.

A method of dating information in PeopleSoft applications. You can predate
information to add historical datato your system, or postdate information in order to
enter it beforeit actually goesinto effect. By using effective dates, you don’t delete
values; you enter anew value with a current effective date.

Abbreviation for Enterprise I ncentive Management ledger. I1n PeopleSoft Enterprise
Incentive Management, an object to handleincremental result gathering within the
scope of aparticipant. The ledger captures aresult set with all of the appropriate traces
to the data origin and to the processing steps of whichitisaresult.

In PeopleSoft General Ledger, arelated group of intercompany accountsthat is
processed during consolidations.

In PeopleSoft General Ledger, Receivables, Payables, Purchasing, and Billing, a
business processthat generates multiple debits and credits resulting from single
transactions to produce standard, supplemental accounting entries.

In PeopleSoft General Ledger, abusiness process that enabl es parent companiesto
calcul ate the net income of subsidiaries on amonthly basisand adjust that amount
to increase theinvestment amount and equity income amount before performing
consolidations.

A predefined point either in the Component Processor flow or in the program flow.
Aseach paint is encountered, the event activates each component, triggering any
PeopleCode program that is associ ated with that component and that event. Examples
of eventsare FieldChange, SavePreChange, and RowDelete.

In PeopleSoft Human Resources, also refersto an incident that affects benefits
eligibility.

In PeopleSoft Sales I ncentive Management, a process that determines, through logic,
the propagation of an original PeopleSoft Enterprise Incentive Management event and
creates aderivative (duplicate) of theoriginal event to be processed by other objects.
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Sales Incentive Management uses this mechani sm to implement splits, roll-ups, and so
on. Event propagati on determineswho receivesthe credit.

In PeopleSoft Receivables, an item that either isadeduction or isin dispute.

In PeopleSoft Order Management, atype of arbitration plan that isassociated with a
pricerule. Exclusive pricing isused to price salesorder transactions.

In PeopleSoft applications, facts are numeric datavaluesfrom fieldsfrom asource
database aswell asan analytic application. A fact can be anything you want to measure
your business by, for example, revenue, actual, budget data, or salesnumbers. A
factisstored on afact table.

A logical entity with aunique set of descriptive demand and forecast datathat isused
asthe basisto forecast demand. You create forecast itemsfor awide range of uses, but
they ultimately represent things that you buy, sell, or usein your organization and for
which you require apredictabl e usage.

In PeopleSoft Promotions Management, a budget that can be used to fund promotional
activity. Therearefour funding methods: top down, fixed accrual, rolling accrual, and
zero-based accrual .

In PeopleSoft Process Scheduler, processtypesareidentified by ageneric process
type. For example, the generic processtype SQR includes all SQR processtypes,
such as SQR process and SQR report.

In PeopleSoft Billing and Receivabl es, a posting entity that comprisesone or more
transactions (items, deposits, payments, transfers, matches, or write-offs).

In PeopleSoft Human Resources M anagement and Supply Chain Management, any
set of records that are associated under asingle name or variable to run calculations
in Peopl eSoft business processes. 1n PeopleSoft Time and L abor, for example,
employees are placed in groups for time reporting purposes.

In PeopleSoft Enterprise Incentive Management, theincentive-related objects that
define and support the PeopleSoft Enterprise Incentive Management calculation
process and results, such as plan templates, plans, results data, user interaction objects,
and soon.

In PeopleSoft Sales | ncentive M anagement, the commands that act on transactions and
turn them into compensation. A ruleisone part in the process of turning atransaction
into compensation.

In PeopleSoft Promotions Management, to become liable for apromotional payment.
In other words, you owe that amount to acustomer for promotional activities.

In PeopleSoft Inventory, atangible commodity that isstored in abusiness unit
(shipped from awarehouse).

In PeopleSoft Demand Planning, Inventory Policy Planning, and Supply Planning, a
noninventory item that i s designated as being used for planning purposes only. It can
represent afamily or group of inventory items. It can have aplanning bill of material
(BOM) or planning routing, and it can exist as acomponent on aplanning BOM. A
planning item cannot be specified on aproduction or engineering BOM or routing,
and it cannot be used asacomponent in aproduction. The quantity on hand will
never be maintained.

In PeopleSoft Receivables, anindividual receivable. Anitem can beaninvoice, a
credit memo, adebit memo, awrite-off, or an adjustment.

An abbreviation for key performanceindicator. A high-level measurement of how well
an organization isdoing in achieving critical successfactors. This definesthe data
value or calculation upon which an assessment is determined.
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Abbreviation for Lightweight Directory Access Protocol (LDAP) Data Interchange
Format file. Contains discrepanci es between PeopleSoft data and directory data.

In PeopleSoft Enterprise L earning M anagement, agroup of learnerswho are linked

to the samelearning environment. Members of the learner group can share the same
attributes, such asthe same department or job code. Learner groupsare used to control
accessto and enrollment in learning activities and programs. They are also used to
perform group enrollments and mass enrollmentsin the back office.

In PeopleSoft Enterprise L earning M anagement, the foundational building blocks
of learning activities. PeopleSoft Enterprise L earning M anagement supportssix
basi c types of learning components. web-based, session, webcast, test, survey, and
assignment. One or more of these |earning component types compose asingle
learning activity.

In PeopleSoft Enterprise L earning M anagement, identifies aset of categoriesand
catalog itemsthat can be made available to learner groups. Also defines the default
valuesthat are assigned to thelearning activities and programsthat are created within a
particular learning environment. L earning environments provide away to partition the
catalog so that learners see only those itemsthat are relevant to them.

In PeopleSoft Enterprise L earning M anagement, a self-service repository for al of a
learner’s completed learning activitiesand programs.

You use ledger mapping to rel ate expense datafrom general ledger accountsto
resource objects. Multiple ledger lineitems can be mapped to one or moreresource
IDs. You can aso useledger mapping to map dollar amounts (referred to as rates)

to business units. You can map the amountsin two different ways. an actual amount
that represents actual costs of the accounting period, or abudgeted amount that can be
used to cal culate the capacity rates aswell as budgeted model results. In PeopleSoft
Enterprise Warehouse, you can map general ledger accounts to the EW Ledger table.

In PeopleSoft Enterprise Incentive Management, asection that isdefined in aplan (or
template) and that is availablefor other plansto share. Changesto alibrary section are
reflected in all plansthat useit.

In PeopleSoft Enterprise Incentive Management, a section that isdefined in aplan
template but appearsin aplan. Changesto linked sections propagateto plansusing
that section.

In PeopleSoft Enterprise I ncentive Management, avariablethat isdefined and
maintained in aplan template and that al so appearsin aplan. Changesto linked
variables propagate to plans using that variable.

In PeopleSoft Inventory, identifiesagroup of goodsthat are shipped together. Load
management is afeature of PeopleSoft Inventory that isused to track the weight, the
volume, and the destination of a shipment.

In PeopleSoft HRMSS, the set of information that is available for aspecific country.
You can accessthisinformation when you click the appropriate country flag in the
global window, or when you accessit by alocal country menu.

L ocations enable you to indicate the different types of addresses—for acompany, for
example, one addressto receive bills, another for shipping, athird for postal deliveries,
and aseparate street address. Each address hasadifferent location number. The
primary location—indicated by a 1—isthe address you use most often and may be
different from the main address.

In PeopleSoft Services Procurement, an administrative task that isrelated to hiring
aservice provider. Logistical tasks arelinked to the service type on the work order
so that different types of services can have different logistical tasks. Logistical tasks
include both preapproval tasks (such as assigning a new badge or ordering anew
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laptop) and postapproval tasks (such as scheduling orientation or setting up the service
provider email). Thelogistical tasks can be mandatory or optional. Mandatory
preapproval tasks must be completed before the work order is approved. Mandatory
postapproval tasks, on the other hand, must be completed before awork order is
released to aservice provider.

In PeopleSoft Enterprise I ncentive Management, additional functionality that is
specific to agiven market or industry and isbuilt on top of aproduct category.

In PeopleSoft Receivables, agroup of receivablesitems and matching offset items.
The system creates match groups by using user-defined matching criteriafor selected
field values.

Abbreviation for PeopleSoft MultiChannel Framework server. Comprisesthe
universal queue server and the MCF log server. Both processes are started when MCF
Serversisselected in an application server domain configuration.

In PeopleSoft Promotions Management, a specific discount type that is associated with
atrade promotion (such as off-invoice, billback or rebate, or lump-sum payment) that
definesthe performance that is required to receive the discount. In theindustry, you
may know this as an offer, adiscount, amerchandising event, an event, or atactic.

Meta-SQL constructs expand into platform-specific Structured Query Language
(SQL) substrings. They are used in functionsthat pass SQL strings, such asin SQL
objects, the SQL Exec function, and PeopleSoft Application Engine programs.

Metastrings are special expressionsincluded in SQL string literals. The metastrings,
prefixed with apercent (%) symbol, areincluded directly inthestring literals. They
expand at run time into an appropriate substring for the current database platform.

In PeopleSoft General Ledger, multiple ledgers having multiple-base currenciesthat
aredefined for abusiness unit, with the option to post asingletransaction to all base
currencies (all ledgers) or to only one of those base currencies (ledgers).

Theability to processtransactionsin acurrency other than the business unit’s base
currency.

In PeopleSoft Promotions Management, a promotion at the corporate level that is
funded by nondiscretionary dollars. In theindustry, you may know this asanational
promotion, acorporate promotion, or acorporate discount.

A treethat isbased on adetail structure, but the detail values are not used.

Each block of content on the home pageiscalled apagelet. These pageletsdisplay
summary information within asmall rectangular areaon the page. The pagelet provide
userswith asnapshot of their most relevant PeopleSoft and non-PeopleSoft content.

In PeopleSoft Enterprise Incentive Management, participants are recipients of the
incentive compensation cal cul ation process.

Each participant object may be related to one or more compensati on objects.
See al so compensation object.

A company that supplies products or servicesthat are resold or purchased by the
enterprise.

In PeopleSoft Payables, a set of rulesthat definethe criteriaby which it should select
scheduled paymentsfor payment creation.

In PeopleSoft Receivables, an individual receivable (such asaninvoice, acredit
memo, or awrite-off) that hasbeen entered in or created by the system, but hasn’t
been posted.
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PeopleCodeisaproprietary language, executed by the PeopleSoft application
processor. PeopleCode generates results based upon existing dataor user actions. By
using businessinterlink objects, external servicesare availableto all PeopleSoft
applicationswherever PeopleCode can be executed.

An action that a user takes upon an object, usually arecord field, that is referenced
within a PeopleSoft page.

Thefundamental architecture on which PeopleSoft 8 applications are constructed,
consisting of arelational database management system (RDBMS), an application
server, aweb server, and abrowser.

In PeopleSoft Enterprise Incentive Management, a variable used to store data (similar
to an aggregator, but without a predefined formula) within the scope of anincentive
plan. Performance measures are associated with a plan calendar, territory, and
participant. Performance measurements are used for quota calculation and reporting.

In PeopleSoft Enterprise Incentive Management, because a participant typically
uses the same compensation plan for multiple periods, the period context associates
aplan context with aspecific calendar period and fiscal year. The period context
references the associated plan context, thusforming a chain. Each plan context hasa
corresponding set of period contexts.

In PeopleSoft Sales I ncentive Management, a collection of allocation rules, variables,
steps, sections, and incentive rules that instruct the PeopleSoft Enterprise Incentive
Management enginein how to process transactions.

In PeopleSoft Enterprise Incentive Management, correlates a participant with

the compensation plan and node to which the participant is assigned, enabling

the PeopleSoft Enterprise Incentive Management system to find anything that is
associated with the node and that is required to perform compensation processing.
Each participant, node, and plan combination represents a unique plan context—if
three parti ci pants are on acompensation structure, each has adifferent plan context.
Configuration plans areidentified by plan contexts and are associated with the
participantsthat refer to them.

In PeopleSoft Enterprise I ncentive Management, the base from which aplaniscreated.
A plan template contains common sections and variablesthat are inherited by al plans
that are created from the template. A template may contain steps and sections that
arenot visiblein the plan definition.

In PeopleSoft Enterprise L earning M anagement, aself-service repository for al of
alearner’s planned learning activities and programs.

In PeopleSoft Supply Planning, aset of data (business units, items, supplies, and
demands) constituting the inputs and outputs of a supply plan.

In PeopleSoft applications, the portal registry isatree-like structure in which content
references are organized, classified, and registered. It isacentral repository that
defines both the structure and content of aportal through ahierarchical, tree-like
structure of folders useful for organizing and securing content references.

In PeopleSoft Enterprise Pricer, enablesyou to select products and conditionsfor
which the pricelist appliesto atransaction. During atransaction, the system either
determines the product price based on the predefined search hierarchy for the
transaction or uses the product’slowest price on any associated, active pricelists. This
priceisused asthe basis for any further discounts and surcharges.

In PeopleSoft Enterprise Pricer, defines the conditions that must be met for
adjustments to be applied to the base price. Multiple rules can apply when conditions
of each ruleare met.
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In PeopleSoft Enterprise Pricer, selectsthe price-by fields, the valuesfor the price-by
fields, and the operator that determines how the price-by fields are related to the
transaction.

In PeopleSoft Enterprise Pricer, definesthefields that are available to define pricerule
conditions (which are used to match atransaction) on the pricerule.

In PeopleSoft Process Scheduler, processes that are grouped for server load balancing
and prioritization.

In PeopleSoft Financials, agroup of application processes (performed in adefined
order) that userscan initiatein real time, directly from atransaction entry page.

Process definitions define each run request.

A unique number that identifies each processrequest. Thisvalueisautomatically
incremented and assigned to each requested process when the processis submitted to
run.

You can link process definitionsinto ajob request and process each request serialy
orinparallel. You can also initiate subsequent processes based on the return code
from each prior request.

A singlerun request, such asa Structured Query Report (SQR), aCOBOL or
Application Engine program, or aCrystal report that you run through PeopleSoft
Process Scheduler.

A PeopleToolsvariable used to retain PeopleSoft Process Scheduler values needed

at runtimefor all requeststhat reference arun control ID. Do not confuse these with
application run controls, which may be defined with the samerun control 1D, but only
contain information specific to agiven application process request.

In PeopleSoft Enterprise | ncentive Management, indicates an applicationin the
Enterprise Incentive Management suite of products. Each transaction in the Peopl eSoft
Enterprise Incentive Management system isassociated with a product category.

In PeopleSoft Enterprise L earning Management, ahigh-level grouping that guidesthe
learner along a specific learning path through sections of catalog items. PeopleSoft
Enterprise Learning Systems provides two types of programs—curriculaand
certifications.

In PeopleSoft Services Procurement, tracks deliverable-based projects. Thisissimilar
to thetime sheet in function and process. The service provider contact usesthe
progress|og to record and submit progress on deliverables. The progress can belogged
by the activity that is performed, by the percentage of work that iscompleted, or by the
completion of milestone activitiesthat are defined for the project.

In PeopleSoft Project Costing, an individual transaction line that representsa cost,
time, budget, or other transaction row.

In PeopleSoft Promotions Management, atrade promotion, whichistypically funded
from trade dollars and used by consumer products manufacturersto increase sales
volume.

In PeopleSoft Enterprise Incentive Management, astage in processing that makes
incentive-related results avail ableto participants.

A set of logically and functionally related control tablesand views. Record groups
help enable TableSet sharing, which eliminates redundant dataentry. Record groups
ensure that TableSet sharing is applied consistently across al related tables and views.

Abbreviation for record input val ue-added tax flag. Within PeopleSoft Purchasing,
Payables, and General Ledger, thisflag indicatesthat you are recording input VAT
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on thetransaction. Thisflag, in conjunction with the record output VAT flag, is used

to determine the accounting entries created for atransaction and to determine how a
transaction isreported on the VAT return. For all caseswithin Purchasing and Payables
where VAT information istracked on atransaction, thisflag isset to Yes. Thisflag

is not used in PeopleSoft Order Management, Billing, or Receivables, whereitis
assumed that you are always recording only output VAT, or in PeopleSoft Expenses,
whereit isassumed that you are always recording only input VAT.

Abbreviation for record output value-added tax flag.
Seerecord input VAT flag.

In PeopleSoft Sales I ncentive Management, system objectsthat represent the sales
organization, such asterritories, participants, products, customers, channels, and so on.

In PeopleSoft Enterprise Incentive Management, this dimension-type object further
definesthe business. Reference objects can have their own hierarchy (for example,
product tree, customer tree, industry tree, and geography tree).

In commitment control, areferencetransaction isasource transaction that is
referenced by ahigher-level (and usually later) source transaction, in order to
automatically reverse all or part of the referenced transaction’s budget-checked
amount. Thisavoidsduplicate postings during the sequential entry of the transaction at
different commitment levels. For example, the amount of an encumbrance transaction
(such asapurchase order) will, when checked and recorded against a budget, cause
the system to concurrently reference and relieve al or part of theamount of a
corresponding pre-encumbrance transaction, such asa purchase requisition.

In PeopleSoft Purchasing, provides the infrastructure to maintain, display, and select
an appropriate vendor and vendor pricing structurethat isbased on aregional sourcing
model where the multiple ship to locations are grouped. Sourcing may occur at a

level higher than the ship to location.

In PeopleSoft Enterprise I ncentive Management, these objectsfurther definea
compensation structureto resolve transactions by establi shing associations between
compensation objects and business objects.

Datathat isextracted from aseparate database and migrated into the local database.

Abbreviation for real-time event notification server in PeopleSoft M ultiChannel
Framework.

In PeopleSoft eSettlements, an individual who requests goods or services and whose
ID appears on the various procurement pages that reference purchase orders.

Describes how peoplefit into PeopleSoft Workflow. A roleisaclass of userswho
perform the same type of work, such as clerks or managers. Your businessrules
typically specify what user role needsto do an activity.

A PeopleSoft Workflow user. A person’srole user ID serves much the same purpose as
auser ID doesin other parts of the system. PeopleSoft Workflow usesrole user IDs

to determine how to route worklist items to users (through an email address, for
example) and to track the rolesthat users play intheworkflow. Role users do not need
PeopleSoft user IDs.

Inatree, toroll up isto total sums based on the information hierarchy.

A run control isatype of online page that is used to begin aprocess, such asthe
batch processing of apayroll run. Run control pagesgenerally start a program that
manipulates data.

A unique D to associate each user with hisor her own run control table entries.
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In PeopleSoft Enterprise I ncentive Management, associates aparticular run (and batch
ID) with aperiod context and plan context. Every plan context that participatesin arun
has a separate run-level context. Because arun cannot span periods, only one run-level
context isassociated with each plan context.

You use this set of objectsto passaquery string and operators to the search engine.
The search index returnsaset of matching resultswith keysto the source documents.

In PeopleSoft Enterprise Incentive M anagement, a collection of incentiverulesthat
operate on transactions of aspecific type. Sections enable plansto be segmented to
processlogical eventsin different sections.

In commitment control, security eventstrigger security authorization checking, such
ashbudget entries, transfers, and adjustments; exception overrides and notifications;
andinquiries.

In PeopleSoft Manufacturing, the ability to track the composition of aspecific,
serial-controlled item.

In PeopleSoft M anufacturing, enablesthetracing of serial information for
manufactured items. Thisis maintained in the Item Master record.

In PeopleSoft Enterprise L earning Management, a single meeting day of an activity
(that is, the period of time between start and finish times within aday). The session

stores the specific date, location, meeting time, and instructor. Sessions are used for
scheduled training.

In PeopleSoft Enterprise L earning Management, enablesyou to set up common
activity characteristicsthat may be reused while scheduling a PeopleSoft Enterprise
L earning Management activity—characteristics such as days of the week, start and
end times, facility and room assignments, instructors, and equipment. A session
pattern template can be attached to an activity that is being scheduled. Attaching a
template to an activity causes al of the default template information to popul ate

the activity session pattern.

In PeopleSoft Enterprise Incentive Management, arelationship object type that
associates aconfiguration plan with any structure node.

In PeopleSoft Business Planning, anamed planning method similar to adriver
expression, but which you can set up globally for shared usewithin asingle planning
application or to be shared between multiple planning applications through PeopleSoft
Enterprise Warehouse.

With single signon, users can, after being authenticated by a PeopleSoft application
server, access a second Peopl eSoft application server without entering auser ID or
password.

In commitment control, any transaction generated in a PeopleSoft or third-party
application that isintegrated with commitment control and which can be checked
against commitment control budgets. For example, apre-encumbrance, encumbrance,
expenditure, recognized revenue, or collected revenue transaction.

A user-defined shorthand key that designates several ChartK eysto be used for voucher
entry. Percentages can optionally berelated to each ChartK ey in a SpeedChart
definition.

A code representing a combination of ChartField values. SpeedTypessimplify the
entry of ChartFields commonly used together.

A method of consolidating selected partner offerings with the offerings from the
enterprise’s other partners.
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Account required by aregulatory authority for recording and reporting financial
results. In PeopleSoft, thisis equivalent to the Alternate Account (ALTACCT)
ChartField.

In PeopleSoft Sales I ncentive Management, a collection of sectionsin aplan. Each
step correspondsto astep in thejob run.

In PeopleSoft Inventory, identifiesthe level of amaterial storage location. Material
storage locations are made up of abusiness unit, astorage area, and astoragelevel.
You can set up to four storagelevels.

A valuethat groups customersinto adivision for which you can generate detailed
history, aging, events, and profiles.

You use summary ChartFieldsto create summary ledgersthat roll up detail amounts
based on specific detail valuesor on selected tree nodes. When detail values are
summarized using tree nodes, summary ChartFields must be used in the summary
ledger datarecord to accommodate the maximum length of anode name (20
characters).

An accounting feature used primarily in alocations, inquiries, and PS/nVision
reporting to store combined account balancesfrom detail ledgers. Summary ledgers
increase speed and efficiency of reporting by eliminating the need to summarize

detail ledger bal ances each time areport isrequested. Instead, detail balancesare
summarized in abackground process according to user-specified criteriaand stored on
summary ledgers. The summary ledgers are then accessed directly for reporting.

In PeopleSoft Business Planning, any time period (other than abase time period) that is
an aggregate of other time periods, including other summary time periods and base
time periods, such as quarter and year total .

A tree used to roll up accountsfor each type of report in summary ledgers. Summary
trees enable you to definetrees on trees. In asummary tree, the detail valuesarerealy
nodeson adetail tree or another summary tree (known asthe basistree). A summary
tree structure specifies the details on which the summary trees are to be built.

To distribute a production version of the enterprise catalog to partners.

In PeopleSoft Receivables, an activity that defines how the system generates
accounting entriesfor the general ledger.

A means of sharing similar sets of valuesin control tables, where the actual datavalues
are different but the structure of the tablesis the same.

Shared datathat is stored in many tables that are based on the same TableSets. Tables
that use TableSet sharing contain the SETID field asan additional key or unique
identifier.

Thevalue of the entry currency or currencies converted to asingle currency for budget
viewing and inquiry purposes.

A templateisHTML code associated with aweb page. It definesthelayout of

the page and also whereto get HTML for each part of the page. In PeopleSoft, you
usetemplatesto build a page by combining HTML from anumber of sources. For
aPeopleSoft portal, al templates must be registered in the portal registry, and each
content reference must be assigned atemplate.

In PeopleSoft Sales I ncentive Management, hierarchical relationships of business
objects, including regions, products, customers, industries, and participants.

A relative period, such asyear-to-date or current period, that can be used in various
PeopleSoft General Ledger functions and reportswhen arolling time frame, rather
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than a specific date, isrequired. TimeSpans can also be used with flexible formulasin
PeopleSoft Projects.

traceusage In PeopleSoft M anufacturing, enablesthe control of which componentswill be traced
during the manufacturing process. Serial- and lot-controlled components can be
traced. Thisismaintained in the Item Master record.

transaction allocation In PeopleSoft Enterprise Incentive Management, the process of identifying the owner
of atransaction. When araw transaction from abatch is allocated to aplan context,
thetransaction is duplicated in the PeopleSoft Enterprise Incentive M anagement
transaction tables.

transaction state In PeopleSoft Enterprise Incentive Management, avalue assigned by an incentive
ruleto atransaction. Transaction states enabl e sectionsto processonly transactions
that are at a specific stagein system processing. After being successfully processed,
transactions may be promoted to the next transaction state and “ picked up” by a
different section for further processing.

Translatetable A system edit table that stores codes and transl ate valuesfor the miscellaneousfieldsin
the database that do not warrant individual edit tables of their own.

tree Thegraphical hierarchy in PeopleSoft systems that displaysthe rel ationship between
all accounting units (for example, corporate divisions, projects, reporting groups,
account numbers) and determines roll-up hierarchies.

unclaimed transaction In PeopleSoft Enterprise Incentive Management, atransaction that is not claimed
by anode or participant after the allocation process has completed, usually dueto
missing or incomplete data. Unclaimed transactions may be manually assigned to the
appropriate node or participant by acompensation administrator.

univer sal navigation header Every PeopleSoft portal includes the universal navigation header, intended to appear at
thetop of every page aslong asthe user is signed on to the portal. In addition to
providing accessto the standard navigation buttons (like Home, Favorites, and signoff)
the universal navigation header can also display awel come message for each user.

user interaction obj ect In PeopleSoft Sales I ncentive M anagement, used to define the reporting components
and reports that aparticipant can accessin hisor her context. All SalesIncentive
Management user interface objects and reports are registered as user interaction
objects. User interaction objects can be linked to acompensation structure node
through a compensation rel ationship object (individually or as groups).

variable In PeopleSoft Sales I ncentive M anagement, the intermediate results of calculations.
Variables hold the cal culation results and are then inputs to other cal cul ations.
Variables can beplan variablesthat persist beyond the run of an engine or local
variablesthat exist only during the processing of asection.

VAT exception Abbreviation for value-added tax exception. A temporary or permanent exemption
from paying VAT that isgranted to an organization. Thistermsrefersto both VAT
exoneration and VAT suspension.

VAT exempt Abbreviation for value-added tax exempt. Describes goods and servicesthat are not
subject to VAT. Organizationsthat supply exempt goods or services are unableto
recover therelated input VAT. Thisisalso referred to as exempt without recovery.

VAT exoneration Abbreviation for value-added tax exoneration. An organization that has been granted a
permanent exemption from paying VAT due to the nature of that organization.

VAT suspension Abbreviation for value-added tax suspension. An organization that has been granted a
temporary exemption from paying VAT.

warehouse A PeopleSoft datawarehouse that consists of predefined ETL maps, datawarehouse
tools, and DataMart definitions.
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wor k order

wor ksheet

wor klist

XML schema

yield by operation

zero-rated VAT
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In PeopleSoft Services Procurement, enables an enterprise to create resource-based
and deliverable-based transactions that specify the basic termsand conditionsfor
hiring aspecific service provider. When aservice provider ishired, the service
provider logstime or progress against thework order.

A way of presenting datathrough a PeopleSoft Business AnalysisModeler interface
that enables usersto do in-depth analysis using pivoting tables, charts, notes, and
history information.

The automated to-do list that PeopleSoft Workflow creates. From the worklist, you
can directly accessthe pages you need to perform the next action, and then return to
theworklist for another item.

An XML definition that standardizesthe representation of application messages,
component interfaces, or businessinterlinks.

In PeopleSoft Manufacturing, the ability to plan the loss of amanufactured item on an
operation-by-operation basis.

Abbreviation for zero-rated value-added tax. A VAT transaction with aVAT codethat
hasatax percent of zero. Used to track taxable VAT activity where no actual VAT
amount is charged. Organizations that supply zero-rated goods and services can still
recover therelated input VAT. Thisisalso referred to asexempt with recovery.
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notifications 230 Available option
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Display Template page 26 B
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Advanced exchange RMA processing Business Reason page 80
flow 183 Business Reasons page 80
advanced exchange RMAs 182 Business Unit option 14
Agreement Statistics report 276 Business Unit Options page 15
Allow Case to be Closed option business units
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Allow Case to be Reopened option defining business rules 15
defining businessrules 17 prerequisites for call center 12
Allow Multiple Resolutions option 16 setiDs 14
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person assignment 11 understanding 9
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asset management 137 business processes 4
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call center business units
defining 9
setting up requisition processing 49
setting up RMA processing 47
Call Center Component option 18
Call Center Manager Group option 16
call center prompt tables
delivered values 31
settingup 29, 33
understanding 29
viewing the different call center prompt
tables 29
caller information
for PeopleSoft HelpDesk cases 126
for PeopleSoft HelpDesk for Human
Resources cases 126
recording 124
calers, contacting 126
Canceled to Open Case Status option 17
case
toolbar functions 110
Case (PeopleSoft HelpDesk for Human
Resources) page 120
Case (PeopleSoft HelpDesk) page 120
Case (PeopleSoft Support ) page 119
case access, understanding 99
Case Asynchronous EIP 257
case categories, settingup 39
case category, type and detail, setting
up 40
Case component 139
Audit Trail page 144
Case History page 144
Interactions page 144
Interested Parties page 163, 165
Notes page 139, 140, 143
Related Actions page 155
Related Cases page 151
Summary page 141
case creation 235
case defaults 17
Case Defaults page 17
Case EIP process flow 256
case fields
common to support and helpdesk 33
delivered values 31
setting up valid values 29
Case History page
navigating to 146

Case History page, viewing event
history 146
case history, understanding 144
Case Impact option 19
case information
entering 127
Case Information reports 276
case management 239
understanding 99, 101
working cases 139
Case page 121
Customer Information section 102
case priorities, settingup 37
Case Priority option
Case Defaults page 19
case problem codes, setting up 43
case problem types 30
case problem types, settingup 38
case reason codes, settingup 44
Case Relationship Type page 45
accessing 45
Equivalent Label 46
hierarchical 46
Parent Label 46
case relationship types, settingup 45
Case Search page 100, 114
basic and advanced mode 242
case severities, settingup 37
Case Severity
Case Defaults page 19
case sources, settingup 38
case status
in self-service application cases 221
permitted status changes 16
Case Status page 35
case statuses
default values 18
rulesfor closing cases 109
settingup 35
status categories 35, 109
Case Sub Type option 19
Case Synchronous EIP 257
Case Type option 19
Case Type page 35, 36
Case-Defects page 160
cases
accessing 114
Active Analytics Framework
(AAF) 112
assigning 133
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creating 99
integration 255
managing cases 102
reporting on 273
reporting time 169
retrieval 100
Cases by Agereport 276
Cases by Agent report 276
Cases by Customer report 276
Cases by Priority report 276
Cases by Product report 277
Cases by Typereport 277
Cases Reopened report 277
cases types
settingup 36
Category option 20
Category page 35, 39, 80, 81
Category Type and Detail page 103
Change Contact Information button 240
Change Management
History page 199
Interested Partiespage 199
pages 196
Related Actions page 198
Related Changes page 198
settingup 77
Tasks page 197
change management access,
understanding 195
Change Management page
Defaults page 87
change request business reasons, setting
up 80
change request categories, settingup 81
Change Request component
Audit Trail page 213
Change Request History page 213
Change Request page 205
History page 214
Interested Parties page 212
Notes page 207
Related Actions page 210
Related Changes page 209
Tasks page 206
Change Request History page 214
change request history, understanding 213
Change Request page 200
change request phases, settingup 82
change request priorities, settingup 82
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Change Request prompt tables
settingup 79
change request resolution, settingup 83
Change Request Search page 200
change request statuses, settingup 84
change request sub types, settingup 85
change request types, settingup 83
change requests
accessing 200
searching for 202
Change Requests Main Page
Audit History section 197
Change Control section 196
Change Request section 196
Phase Summary section 197
Product Information section 196
Requestor Information section 196
sections 196
chat, contact us by 221
Clone Case button 122
close case
adhoc solution type 245
canned solution type 245
closed case status 230
reason 245
successful resolution status 230
Close Case page (self-service) 244
Closed to Open Case Status option 17
closing cases 109, 221
comments, submitting  Xix
common cases 30
common elements  Xix
computer telephony integration (CTI)
accessing caseswith 101
configurable case
display templates 21
setting up prompt tables 29
Configurable Search ID option
Display Template page 26
Configurable Search Setup page 101, 122
configuration issues for secured cases 108
confirmation messages
actions that trigger 233
solution resolved user’s problem 234
confirmation pages 233
contact information  xix, 100
contact information, changing 247
content references 56
description 20
setting up HR links 69
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setting up security 70
Content Security page 69
Create a New Case - Relationship
page 153
CreateaNew Case-Relationshippage 151
Create and Relate a New Case button 152
Create BU button 14
Create Case page (self-service) 235
Create Correspondence button 123
Create Order page 158, 161
Create RMA page 158, 161
Create Sdles Lead page 160
Create Service Order page 158, 162
Credit Card Auth Code field 178
Credit Card Process History page 179
credit card processing
authorization statuses 178
processing options 173
returning to case 178
reviewing transactions 179
understanding 173
viewing transactions options 173
credit card transaction process flow 174
credit card transaction type
authorize and bill option 174
authorize only option 174
credit only option 174
viewing bill only option 174
credit cards
authorization statuses 178
processing and reviewing
transactions 175
cross-references  xviii
CTI
tracking cases opened by 38
See Also computer telephony
integration
Customer Carepage 234
accessing self-service transactions 234
creating acase 235
managing existing cases 238
Customer Connection website  xvi
Customer Information section 102

Default Case Type option
Case Defaults page 19
Default option
person assignment 11, 12
provider group assignment 11

Default SetID field

defining business units 14
defaults

setting up for case 17
defects, relating to cases 160
Define Change Management page 85
Detail option

Case Defaults page 20
Display Template ID option

Case Defaults page 18
Display Template page 21, 24
display templates

case component, understanding 9

general options 20

list of delivered 21
documentation

printed xvi

related xvi

updates  xvi

Edit Contact Information page
(self-service) 246
EIP Message Process 93
EIP options
defining for HRM Sintegration 94
integration to PeopleSoft HRMS 93
ElPs
activating for RMA functionality 48
See Also RMAS
defining options for integrating to
PeopleSoft HRMS 93
email address, default 100
Email Template for Case Notes option 27
Email Template for Solutions option 27
employee information 126
Entitlement Match page 121
Error Validation page 136
errors reported by callers
enabling processing for 16
validating 135
Estimated Return Date 192
Event Details button 215
event handlers
workflow 231

failed resolution
solution status 233
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FAQs
accessing 250
configuring 224
configuring FAQ solutions
libraries 227
selecting from alist 250
FAQs in self-service applications 224,
250
field value configuration
self-service 231
field values
availability for self-service users 232
field vishility 231
Freguently Asked Questions page
(self-service) 250
frequently used questions
pages used to access 250

global cases 30
glossary 299
Grace Period (Days) field 17

HelpDesk Case By Agent report 274
HelpDesk Case by Business Project
report 275
HelpDesk Case By Category/Type/Detail
report 274
HelpDesk Case By Departmentreport 274
HelpDesk Case By Employeereport 275
HelpDesk Case By Priority report 274
HelpDesk Case By Problem Type
report 274
HelpDesk Case By Status report 274
HelpDesk Case Status By Agent
report 275
HelpDesk Employees With Case
report 275
HelpDesk Time To Close By Agent
report 275
hierarchical relationship type 46
HR links
defining 53
delivered categories 55
setting up security for content
references 70
understanding link setup 53
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viewing and modifying link
categories 71
viewing and modifying link
definitions 72
viewing and modifying link groups 70
HR pages, setting up links 53
HRHD EIP Options page 95
human resouces self-service
transactions 229

Impact page 35, 80, 81
impact, settingup 81
Inactive Worker Data 94
Installed Product List page 193
Installed Product Viewable Hierarchy
page 189
Integration to PeopleSoft HRMS
activating and deactivating EIP
subscription options 95
bringing inactive worker statuses into
PeopleSoft CRM 95
defining EIP options 94
EIP Message Process 93
Inactive Worker Data 94
Request Message 93
Response Message 94
understanding 93
integration with third-party credit card
authorization and payment vendors 173
interactions and cases 113
Interactions page 147
navigatingto 146
Interactive Reports
launching and working with 267
understanding 267
interested parties
for cases 163, 165
reason codes for 30, 44
Interested Parties page 164
Item Balance EIP 48
items, defining 48

keyword search 232
Keyword Search page 248

Launch 360-Degree View button 121
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leads, relating to cases 160
Licensed Product Code field
Display Template page 26
link categories, delivered data 54, 55
Link Category Definition page 71
Link Category page 70
Link Definition page 70, 72
Link Group page 70
links
delivered categories 54
delivered definitions 56
presenting 54
settingup 53
setting up content references 69
to PeopleSoft HRM S pages 53
to PeopleSoft Purchasing and PeopleSoft
Inventory 50
to related actions 53
viewing and modifying definitions 70
loading phase templates 197

Manage Case Page (self-service
applications) 239
Manage Time page 120, 170
Management Dashboard Analysis
page 270
Market option 18
material return processing
settingup 186
understanding 181
material returns
activating required application message
EIPs 48
creating RMAs 188
defining defaults and procurement
options for requisition processing 49
defining items 48
defining valid requisition requester
IDs 50
managing 181
processing Return-and-Replace
RMAs 51
relating to cases 157
setting up business interlinks 48
setting up links to PeopleSoft Purchasing
and Inventory 50
setting up RMA processing 47
synchronizing problem codes and reason
codes 50

understanding 47
understanding notifications for 185
understanding processing of 181
viewing RMA status 51
Max # of Notesin Response EIP field
defining businessrules 16
minimum level field 40
MMA Partners  xvi

National ID field 118
New Case Status option
Case Defaults page 18
Next in List button 122
None option
provider group assignment 10
notes Xxviii
Notes page, Case component 139, 140,
143
Notes page, RMA 189
notifications
active analytics framework 230
sending 122
sending manually 121
using event processing to send 108

objects that can be related to cases
Customer salesorders 156
quality defects 156
Return Material Authorization

(RMA) 155

saleslead 156
service orders 156

Order Capture button 122

Order Capture Unit field 15

Page link

Display Template page 26

Parent label 46, 109

payment information

billing 167

PeopleBooks

ordering  xvi

PeopleCode, typographical

conventions  xvii

PeopleSoft application fundamentals  xv
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with 155
PeopleSoft HelpDesk reports
HelpDesk Case By Agent report 274
HelpDesk Case by Business Project
report 275
HelpDesk Case By Category/Type/Detail
report 274
HelpDesk Case By Department
report 274
HelpDesk Case By Employee
report 275
HelpDesk Case By Priority report 274
HelpDesk Case By Problem Type
report 274
HelpDesk Case By Statusreport 274
HelpDesk Case Status By Agent
report 275
HelpDesk Employees With Case 275
HelpDesk Time To Close By Agent
report 275
viewing 274
PeopleSoft Inventory, integration
with 155
PeopleSoft Quality Management,
integration with 155
PeopleSoft Sales, integration with 155
PeopleSoft Support reports
Agreement Statistics report 276
Case Information reports 276
Cases by Agereport 276
Cases by Agent report 276
Cases by Customer report 276
Cases by Priority report 276
Cases by Product report 277
Cases by Typereport 277
Cases Reopened report 277
Support Agreement Dates report 277
viewing 276
person
assigning 11
Phase option 90
Phase page 80, 82, 88
Phase Template page 88
phase templates
loading 197
phone number, default 100
PINsfor agreements 117
Portal Name 27
Portal Object Name 27
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Predefined Search Attributespage 226
prerequisites  xv
Previousin List button 122
printed documentation  xvi
Priority page 35, 37, 80, 82
Problem Codes page 43
problem codes, RMA processing 50
problem type
field visibility 237
Problem Type page 35, 38
problem types 30
Process Flow Diagram for EIP #1 and EIP
#2 259
Process Flow Diagram for EIP#3 261
process flows
Advanced exchange RMA 183
Basic RMA 182
Case EIP functionality 256
credit card processing 174
EIP#1and EIP#2 259
EIP#3 261
relating cases 149
Repair-and-return RMA 185
Return-and-replace RMA 184
Product Prompt option 16
provider group
options for assigning 10
provider groups, assigning casesto 108,
133
purchasing and inventory, setting up
links 50

quality defects 156
Quality Unit field 15
Quick Code page 35, 41
quick codes

settingup 41

Re-open case
predefined reason 246
Reason and Solution Link page 225
Reason Code page 44
reason codes 165
reason codes, settingup 30
Relate an Existing Case button 152
Relate Existing Case - Relationship
page 152
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Relate Existing Case - Search page 114
Relate Existing Case-Relationship
page 151
related actions
linkingto 133
understanding 155
Related Actions page 158, 159
Case component 155
related actions, setting up links 53
related cases
managing 148
setting up relationship types 30, 45
understanding 148
Related Cases page 151
related documentation  xvi
relationship types
delivered relationship types 31
remote control integration 137
reopen case
resolution failed status 230
successful resolution status 230
Reopen Case page (self-service) 246
Reopened Case Status option 19
repair-and-return RMA processing
flow 185
repair-and-return RMAs 184
Request Case Information EIP
(Synchronous) 257
Request Message 93
requester ID 192
requisition processing, defining defaults
and procurement options 49
requisition requester ids, defining 50
Resolution page 80
resolution status
failed resolution 244
successful resolution 244
waiting on customer 244
Resolutions page 83
Resolved Case Status option 19
resolving cases 109
using quick codes to apply
resolutions 41
Response Message 94
Return From 191
return material authorizations (RMA) 155
return material authorizations (RMAS)
enabling for a call center business
unit 16
Return Message Status 178

Return To IBU 191
Return to Search button 122
return-and-replace RMA processing 51
Return-and-replace RMA processing
flow 184
return-and-replace RMAs 183
return-to-stock RMAs 185
Review Electronic Card History page 175
RMA Noaotifications 185
RMA page 189
creating and viewing transactions 189
RMA problem codes 30
RMA processflows 181
Advanced Exchange RMA 182
Repair-and-Return RMA 184
Return-and-Replace RMA 183
Return-to-Stock RMA 185
RMA Receipt Workflow Notifications
Setup 185
RMA datus, viewing 51
RMA Unit 14
RMAs 188
See Also material returns
Advanced Exchange RMAS
processing 182
Basic RMA processing 181
creating transactions 188
defining defaults and procurement
options for requisition processing 49
defining items 48
defining valid requisition requester
IDs 50
Notifications 185
process flows 181
Repair-and-Return RMA
processing 184
Return-and-Replace RMA
processing 183
Return-to-Stock RMA processing 185
setting up business interlinks 48
setting up links to PeopleSoft Purchasing
and Inventory 50
setting up materia return
processing 186
synchronizing problem codes and reason
codes 50
understanding 47, 181
viewing RMA status 51
rules, business
defining 15
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salesleads 156
salesorders 156
sales orders, relating to cases 161
Sales Unit field 14
saved searches, creating
Configurable Search Setup page 101
scripts
relating to cases 160
self-service 253
Search Cases page 151
Search Cases page (self-service) 240
Search Definition Name option 26
Search Solution (self-service advanced
search) page 249
search strategies
in the case search page 118
in the change request search page 204
searches
in self-service applications 222
in the case search page 116
in the change request search page 203
updating search descriptions 226
searching for change requests
genera information 201
searching for existing case
genera information 115
searching, for cases 115
security
case information 107
Security Matrix option 17
Select Agreement or Warranty button 121
selecting an agreement or warranty 121
self-service
accessto cases 231
changing contact information 246
closing and reopening cases 30, 230
FAQs 250
field value descriptions 32, 78
limiting valid valuesfor 32, 78
searching for solutions 232
troubleshooting scripts 252
workflow 231
self-service application
reasons for closing and reopening
cases 44
self-service application configuration
understanding 219
self-service application transactions
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working with 229
self-service applications
accessto cases 222
accessing 234
closing and reopening cases 221, 225
configuring 219
Contact Me button 220
Contact Me Regarding This Problem
button 224
creating anew case 235
FAQs 224
managing existing cases 238
options for closing and reopening
cases 17
searching for cases 222, 226
troubleshooting scripts 224
understanding 229
self-service basic search 248
Send Notification button 120, 122
Send Notification page 120
sending notifications
manual 111
sending notifications, warning 120
Service Order Unit field 14
service orders 156
relating to cases 109
Service-Level Management Analysis
page 269, 271
Set Reminder button 120
setiDs 12
setting up Change Management 77
Severity page 35, 37
SINsfor agreements 117
solution details
try later option 233
Solution details
continue searching option 233
Solution Details page (self-service) 243
Solution Newly Created Period field 17
solution reports
Solution Usage report 278
Top Ten Solutions by Product 278
viewing 278
solution status
continue searching 233
failed resolution 233
succesful resolution 233
solution staus
waiting on customer 233
solution usage counts
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searching outside the context of a
case 233
Solution Usagereport 278
solution visibility
withdrawn status 232
solutions
allowing independent text solutions 16
for cases closed in self-service
applications 225
pages used for searching 248
searching for in self-service 232
searching outside the context of a
case 233
searching within acase 232
solution did not solve the problem 232
solution solved the problem 232

visibility 251
Solutions
searching 247

Source EIP option
Case Defaultspage 19
Source ERM S option
Case Defaultspage 19
Source option
Case Defaultspage 19
Source page 35, 38
Speciaty Type and Detail page 40
Speciaty Type option 20
Status 90
Status option
defining business units 14
Status page 80, 84
Structure and Content page 69
Sub Type page 80, 85
successful resolution
solution status 233
Suggest a Provider Group button 121,
133
Suggest Action 134
Suggest an Agent button 121, 133
suggestions, submitting  xix
Summary page, Case component 141
Support Agreement Datesreport 277
Support Management Dashboard Analysis
launch page 268

tableSet controls
defining call center business units 12
Task GroupTemplate page 88

Task Type Role Map page 90
Assign All Members of Group 91
Role 91
Task Type 91
telephone number, default 100
terms 299
test workers 126
time
logging 170
managing for cases 169
Time Entry button 120, 122
time logs
completing 171
understanding 169
time, tracking 111
toolbar functions 110
toolbar, case 121
Top Ten Solutions by Product 278
tracking time 120
transaction functionality
system configuation 230
Troubleshooting Guide page 227, 252
troubleshooting guides
pages used to select and run 252
relating to cases 155
using in self-service applications 224
troubleshooting guidesin self-service 252
Type and Detail page 35
Type page 80, 83
typographical conventions  xvii

Update a Case button 122
Update M ode Default option
Display Template page 26
Upsell button 122
upselling products
identifying upsell opportunities 121
Use Branch Script page 160
Use Customer Satisfaction Script
page 160
Use Lead Quadlification page 160
Use Troubleshooting Guide page 160

View Inst Product Hierarchy button 189
View Product Hierarchy button 121
View Solution page (self-service) 251
visibility
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row-level 231
visual cues xviii

waiting on customer
solution status 233
warnings  xviii
welcome pages 235
wildcards, in searches 117, 118, 204
Worker Statusesto EIP page 95
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