PeopleSott.

PeopleSoft Enterprise Integrated
FieldService 8.9 PeopleBook

June 2004



PeopleSoft Enterprise Integrated FieldService 8.9 PeopleBook
SKU CRM89FLD-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 ThisS PEOPIEBOOK ... ettt et e iX
PeopleSoft ApPliCatiON PrereqUISITES. .. ...ttt et ettt e et e et e e IX
PeopleSoft Application FUNAamMeENTalS. ... ... et et e e e IX
(4] F= (=T 0 I o Yo U] =T | = L) o 1 X
Obtaining DocUMENtatioN UPAtES. . ... ... ettt ettt ettt te e e e e e iaanes X
Ordering Printed DOCUMENEALION. . ... ottt ettt ettt et e e e e e e e e e aee e X
Typographical Conventions and VISUAI CUEBS. ... ...ttt e e e e s Xi
TypographiCal CONVENTIONS. . ... ...ttt ettt e et e e e e e ettt e e ens Xi
RV 2 £ U= L = Xii
Country, Region, and INdustry Identifiers. ...... ... e Xii
LOT ] (=T 3103V @0 o =S Xiii
(07070010411 0Y S T To ST Lo To T=2] o] Xiii
Common Elements in These PEOPIEBOOKS ...... ...ttt ettt ceeea e Xiii
Preface
PeopleSoft Integrated FieldService Preface........oooooiii i e XV
PeopleSoft CRM Application FUNAamentals. .......ooviii i e eae s XV
PeopleSoft CRM Automation and Configuration TOOIS. ............ooi oo e XVi
PeopleSoft CRM Services FOUNAAtiON. ... ....oiiiiii ettt e ettt ee e aaeeaes XVi
PeopleSoft CRM Business Object ManagemeNnt. ... .....uuieiiiiiie e e et e e eee aeaeae XVii
PeopleSoft Product and ltem Management. . .......oouuei et et et e e e e e XVii
PeOopIETOOIS PEOPIEBOOKS. . . ...ttt ettt ettt e ettt e e e e et e et et e e e e XVii
Part 1
Getting Started
Chapter 1
Getting Started with PeopleSoft Integrated FieldService..........coooiiiiiiiiii i 3
PeopleSoft Integrated FieldServiCe OVEIVIEW. .. .....uii ittt ettt e i inans 3
PeopleSoft Integrated FieldService BUSINESS PrOCESSES. .. .uvviuiiit ittt e i iaeans 3
PeopleSoft FieldService INtegrations. ... ...oooii i e 4
PeopleSoft Integrated FieldService Implementation. ... ..o e e 6

PeopleSoft Proprietary and Confidential iii



Contents

Chapter 2

Navigating in PeopleSoft Integrated FieldService. ... e 9

Navigating in PeopleSoft Integrated FIeldServiCe. ....... ... e 9
Pages Used to Navigate in PeopleSoft Integrated FieldService...........cooviiiii i 9

Part 2

Setup Data

Chapter 3

Defining Business Units in PeopleSoft Integrated FieldService..............ccoooiiiiii s 13

Understanding FieldService BUSINESS UNILS. ... ... ettt e 13

Understanding Field Service Configuration TemMpIlates. ..........coooiiiiiiiiii e e 15

Defining FieldService BUSINESS UNitS. ... .o o ettt eeee e 16
Page Used to Define FieldService BUSINESS UNILS. ..........uuuuuuu e e e 16
Defining FieldService BUSINESS UNILS. .. ... ..t e e e s 16
DefiniNg BilliNG OPtiONS. . . ...ttt ettt ettt ettt e 19

Defining Configuration Templates for Service Orders. ... ..ot e 19
Page Used to Define Configuration Templates for Service Orders...........coovviiiiiiii e 20
Defining Configuration Templates for Service Orders. ... . ...ttt e 20

Chapter 4

Understanding Inventory Storage Locations for TechnicianS............ooooiiiiiiiiieees s 23

Truck StOCK STOrage LOCAIONS. .. ...ttt ettt ettt ettt ettt et e ettt e e e e e s 23

Chapter 5

SING UP SOIVIC S . ittt ettt et e e e 25

Understanding the Service Data MOUEL. ...t e e 25

D T 1T o TR =] oY o] Y/ 01 27
Understanding Service TYPe DefiNitiONS. . ... ... e 27
Page Used 10 Define SeIVICE Ty PES. . ottt e 27
D=y T a1 T o IR ST=T V(0T Y/ 0T T 27

D EfINING ATV IS, . ..ttt ettt e et et e 29
Pages Used t0 Define ACHVItIES. ... ... e e e 29
DefiNING SEIVICE ACHVItY Ty PO ettt ettt ettt ettt ettt e e et e e e e e e 29
DefiNiNG SEIVICE ACHVITIES. ... ..ttt ettt e et re e 30

D= T Lo TS =] Y[ = 32

iv PeopleSoft Proprietary and Confidential



Contents

Pages Used t0 DEfiNe SEIVICES. ...ttt ettt a e 33
Defining Service Header INfOrmation. ......... ... e e 33
DefiNiNg SEIVICE FreQUENCY . ...t e e e e e 37
DefiNing ServiCe ENtitlemMeENtS. . ... e 38
ENtering Service DetailS. . ... e e 39
Defining Service Frequency DY ProdUCT. .........ourri e e e 41
DefiNiNg SEIVICE ACHIVITIES. .. ...ttt e e e e s 41
ENeriNg SerVICE NOTES. ..ttt ettt 44
Associating Branch Scripts With SErviCes. ... ... e 45
Chapter 6
Working with Scheduled Preventive MaintenancCe. ...........ovviiiiiiiiiii 47
Understanding Scheduled Preventive MaintEnanCe. .............ii e e 47
Common Elements Used in ThisS Chapter. ... ...ooooiiiii e 47
Benefits of Scheduled Preventive MaintenanCe. .........oviiiiiiiiiiiiii e e e e 47
Preventive Maintenance ProCess FIOW. ... ... i e e e e 49
Setting Up Scheduled Preventive MaintenanCe. ... .. ... e e 52
Managing Scheduled Preventive MaiNtenNanCe. .........uuuiiiiiiiii e e ae s 54
Pages Used to Manage Scheduled Preventive MaintenanCe. ..........c.oiiiiiiiiiiiii i eiiienae s 55
Editing the Pending Preventive Maintenance Entry and Reviewing the Preventive Maintenance
HISTOIY SUMIMAIY . ..ottt et ettt ettt e ettt ettt ettt et ettt ettt e e e s 55
Viewing Preventive Maintenance DetailS. ...............ue e 57
Creating Preventive Maintenance ServiCe OFUEIS. ... ...ttt ettt e e 59
Part 3

Service Order Management

Chapter 7

Creating and Managing ServiCe OFUerS. .. ...uuuii ittt et e 63

UNderstanding SEIVICE OFUIS. .. ...ttt ettt ettt ettt et e e e ee e e 63
The Service Order Data MOGeL. ........oooiiiiii e ettt et eaas 63
SErVICE Order STAtUS LOVEIS. ...ttt ettt ettt e e 66
Methods for ACCESSING SEIVICE OFUEIS. .. ...ttt ettt ettt e e e re e e 69
Service Order TOOIDAar FUNCHIONS. . ..o ottt ettt et e ettt re e ea e 70

Setting Up Automatic Calculation of Dates and Times for Service Orders...........cccovviiiiiiiiiien cviens. 72
Understanding Automatic Calculation of Dates and Times for Service Orders............ccccvvvive et 72
Setting Up the Automatic Calculation of Dates and Times for Service Orders...............cccovvevn .. 78

Setting Up Automatic Service Order ASSIGNIMENTS. .. ... ...ttt eeeeeee caeenes 78

PeopleSoft Proprietary and Confidential Y



Contents

Understanding Automatic Service Order ASSINMENTS. ...ttt 78
Enabling Automatic Service Order ASSIGNMENT. ... ... ..ttt et enns 80
Setting Up Service Order Assignment NOtIfications. ...t e 80
Understanding Service Order Assignment NOtifiCationS. ...........ovviiiiii e 80
Setting Up Assignment NOtfiCatiONS. ... e e 81
Setting Up Service Order Escalation NOtifiCationsS. ... e 82
Understanding Service Order Escalation Notifications. ... 82
Setting Up Escalation NOfICAtIONS. . ......... e aens 83
ManNAgiNg SEIVICE OIS, ...ttt ettt ettt e e e e e 84
Understanding When Service Order Fields Cannot Be Modified.............ccooviiiii i e 84
Common Elements Used iN ThisS SECHON. ... .vuui it e 85
Pages Used to Enter and Update ServiCe OFderS. .......uuuuuiiiiieeettee e e 86
Entering or Modifying ServiCe OIS, ...ttt e e s 87
Entering Information Related to Specific ACHIVItY LINES. ... ..oviiiiii e 93
Viewing Required MaterialS. ...ttt et 97
Using Solutions t0 ReSOIVE ProDIEmMS. ... e e e e 98
Tracking Time, Material, and Expenses Associated with a Service Order..............covviiiiiiii e nens. 99
Adding Notes and AttaCRMENTS. ... ... e e et 102
Recording Billing INfOrM@tioN. ... e e et e e ae e 102
VIeWING INTEIaCTION HiStO Y . ... e eee e 105
INSerting Related OBJECtS. ... ...t e et 106
Chapter 8
Ordering and RecCeiVINg Materials. ... ..oooii e e 107
Setting Up the Order Materials ComMPONENT. ... oovii it et taeae e 107
AV = T =T T o Yo (] = 109
Understanding Material Management TranSACIONS. ..........wutett ettt et eeeaenaaees 109
Pages Used t0 Order MaterialS. . ......vvuuuii ettt ettt e et e e e 115
Performing Material Order TranSaCHIONS. ... .. .vuttiii ittt ettt e e 115
MOdifying SHiP TO AQAIESSES. . ...ttt ettt et et e et e ae e e 118
Setting Up, Viewing, and Recording Material Usage from the Service Order..............ccoovviiiiivvnnn. 119
Understanding Material Usage and REMOVAL....... ...t ee e 120
Pages Used to Set Up, View, and Record Material Usage and Removal on Service Orders........... 124
DefiNiNg Failure COOES. ... .. oo ettt ettt e et ae e 124
Viewing Required MaterialS. .. .....ooou o et e 126
Tracking Time, Material, and Expenses Associated with a Service Order.............cooviiiiiiiiiiiann .. 126

vi PeopleSoft Proprietary and Confidential



Contents

Chapter 9

WOrKing With My ServViCe OrerIS. ...ttt et e e e 129

Understanding the My Service Order COMPONENT. . ... ...ttt et ee e eeenns 129

Viewing and Updating ServiCe OFaerS. ...ttt ettt e e e iaeees 130
Page Used to View and Update ServiCe OFders. .. ........uuuuiiiieiteetie e iiie e 130
Viewing and Updating ServiCe OFAEIS. ...ttt e 130

Part 4

Management Tools

Chapter 10
UsSiNg the DISPAtCh BO@rd. ........ouiiiiiii et e et e e e e 137
Understanding the DiSpatCh BOAId. ..........oouiriiiiiiii i e e 137
Defining Dispatch Board Configuration SettingsS. ... ...oouiiii e e iaaees 138
Page Used to Define Dispatch Board Configuration Settings ............vviviiiiiiiii i iaaens 138
Defining Dispatch Board Configuration SettingsS. . ........uvuuieiiiiit i eee e e 138
Working with the DiSpatCh BOAId. .. ..........uuu e e 140
Page Used to View and Manage Technician Availability and Service Orders.............ccoovvvviivnnn. 141
Viewing and Managing Technician Availability and Service Orders.............ccciiiiiiiiiiiinneenn. 141
Chapter 11
Managing Your FieldServiCe OpPeratiONS. ... ...ttt e e 145
Understanding PeopleSoft Integrated FieldService Interactive REpOrtS. ........oovviiiiiiiiiiiiiiie e, 145
Setting Up PeopleSoft Integrated FieldService Interactive RepOItS. ......ovvviiiiiiiiiiii i e 146
Pages Used to Set Up PeopleSoft Integrated FieldService Interactive Reports................ccovvnnn. 146
Configuring the Service Order Aging Interactive REPOIt...........coiiiiiiiiiii i e 147
Configuring the Utilization Rate Interactive REPOIT. ...... ... e 147
Running PeopleSoft Integrated FieldService Interactive REPOIMS. .......ovvviiiiiiiiii i e 148
Pages Used to Run PeopleSoft Integrated FieldService Interactive Reports...............covvvvivnnn.. 149
Working with the Service Order Aging Interactive RepOrt..........oovviiiiiiiiiiiiiiiiiiiiiiiiiiiiiin e 150
Working with the Utilization Rate Interactive RepoOrt. ... ... ..o e 150
Working with the FieldService Dashboard Interactive REpPOIt...........oooiiiiiiiiiii s 152
Part 5

PeopleSoft Product Integration

PeopleSoft Proprietary and Confidential vii



Contents

Chapter 12

Integrating with PeopleSoft APPliCAtIONS. ... ..o e s 157

Integrating With PeOPIESOft SCIM. ... ... et s 157
Activating Application Message Enterprise Integration POINS...........coiiiiiiiiiiiiiiiii i 157
Setting Up BUSINESS INTEIIINKS. .. ...ttt et ea e 158
Defining INVentory BUSINESS UNITS. .. ... ...ttt ettt et es 158
Defining Storage Locations for FieldService Truck STOCK. ........ovvviiiiii i i 159
D= 1T T o T =T 0 P 159
Defining Interunit Transfer Defaulls. . ....... ... oo ae e 160
Setting the Automatic Receiving Option for FieldService Business Units.................cooviveee e 160
Defining Defaults and Procurement Options for Requisition Processing..............ccovviiiiiiiiinennnns 160
Understanding ReqQUISITION IDS. ... ..ottt ettt ae e 161
Defining Valid Requisition ReQUESTEN IDS. ... ..ttt e es 161
COrrecting TranSACHON ETOIS. .. ...ttt ettt e ettt e et e e e e ee s 162
Setting Up Links to PeopleSoft Purchasing and PeopleSoft Inventory............ccoovviiiiiiiiiiiiin e, 162

Integrating with PeopleSoft Financial Management ServiCeS. .......uuuiiiiii et e e 162

Integrating with PeopleSoft Human Resources Management............ooviiiiiiiiiiiii e s 163
Activating Application Message EIPS. ... 163
Setting the Use Only Evaluation Type Option in PeopleSoft CRM...........oiiiiiii i 164

Appendix A
PeopleSoft Integrated FieldService RePOItS. ....ooii i e 165
PeopleSoft Integrated FieldService Reports: General DeSCrPtioN. ........ovveiiiiiiiiiiiiiiiiiii e s 165

Appendix B

ISO Country and CUITENCY COTS . ...ttt ettt ettt e e s 167
IS I O 11 11 V2 O o o = 167
IS @ I O W] = 03 A O o = 176
Glossary Of PeopleS ot Term S . ... e e 187
a6 = P 203

viii 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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Xii

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.

Appendix B, "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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Xiv

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 Integrated FieldService Preface

This preface discusses:

PeopleSoft CRM application fundamentals.
PeopleSoft CRM automation and configuration tools.
PeopleSoft CRM services foundation.

PeopleSoft CRM business object management.

PeopleSoft CRM product and item management.
PeopleTools PeopleBooks.

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

PeopleSoft CRM Application Fundamentals

The PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook contains essential information
describing the setup and design of the PeopleSoft CRM system. This book contains important topics that
apply to many or all PeopleSoft applications across the PeopleSoft CRM product line.

The PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook contains these parts:

* CRM Multi-Product Foundation.
This part discusses the design and setup of the PeopleSoft CRM system, including security considerations.
» Workforce Management.

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

* Interactions and 360-Degree Views.

This part discusses how to manage interactions and set up and use the 360-degree view, a powerful tool that
enables usersto view and work with any transaction or interaction that is associated with acustomer or worker.

» Self-Service for Customers.
This part discusses how to set up, administer, and use self-service applications for customers and workers.
* Relationship Management.
This part discusses how system users manage their contacts and tasks.
 Entitlement Management.
This part discusses setting up agreements and warranties.
* SmartViews.

This part discusses how to set up and use SmartViews to manage key customer segments
and accounts in a central environment.
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PeopleSoft CRM Automation and Configuration Tools

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

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

« Correspondence management.

This part discusses the setup and application of manual notifications, automatic notifications
and manual correspondence requests anong CRM objects.

* Automation tools.

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

» Configuration tools.

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

» Knowledge management.
This part discusses the setup of Natural Language Processing (NLP) and Verity search.

PeopleSoft CRM Services Foundation

The PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook discusses configuration options that are
common to PeopleSoft Integrated FieldService, PeopleSoft Order Capture, and the PeopleSoft call center
applications (PeopleSoft Support, PeopleSoft HelpDesk, and PeopleSoft HelpDesk for Human Resources).

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, PeopleSoft Support,
and PeopleSoft Order Capture to integrate with PeopleSoft Billing and PeopleSoft General Ledger
through the use of the PeopleSoft Contracts architecture. The integration enables PeopleSoft CRM
users to hill 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.
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PeopleSoft CRM Business Object Management

The PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook discusses how to create
and manage customer and worker business objects in PeopleSoft CRM.

The PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook has these parts:

Business Object Management Basics.

This part provides an overview of the business object relationship model and discusses
setting up role types, relationship types, and control values.

Data Management for Organization Business Objects.

This part discusses how to set up and manage companies, sites, and partner companies.

Data management for Individual Business Objects.

This part discusses how to set up and manage persons, including contacts and consumers, and workers.
Business Object Management.

This part discusses how to define and use business object searches, quick create, and the
customer identification framework to manage business objects.

Customer and Worker Data Integrations.

This part discusses how to integrate customer and worker data with other systems. PeopleSoft
Enterprise CRM 8.9 Business Object Management PeopleBook.

PeopleSoft Product and Item Management

The PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook discusses how to
set up products in PeopleSoft CRM, including installed products, product packages, and products
that are service offerings such as service agreements and warranties.

PeopleTools PeopleBooks

Cross-referencesto PeopleToolsdocumentation refer to the PeopleSoft Enterprise PeopleTool s8.5 PeopleB ooks.
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CHAPTER 1

Getting Started with PeopleSoft Integrated
FieldService

This chapter discusses:

» PeopleSoft Integrated FieldService overview.

» PeopleSoft Integrated FieldService business processes.
» PeopleSoft Integrated FieldService integrations.

» PeopleSoft Integrated FieldService implementation.

PeopleSoft Integrated FieldService Overview

PeopleSoft Integrated FieldService ensures total life cycle management of service requests for
customers and technicians. PeopleSoft Integrated FieldService is a flexible service order and dispatch
management solution that provides complete management of agreements, parts, time, and expenses.
It provides functionality to systematically manage preventive maintenance programs, generate
reports, and automatically schedule preventive maintenance service orders.

PeopleSoft Integrated FieldService Business Processes

This diagram lists PeopleSoft Integrated FieldService business processes. We discuss these business
processes in the business process chapters in this PeopleBook.
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Create Service Pr.eventlve Agre_ement & Dispatch
Maintenance Entitlement
Orders . . Board
Services Information
A“to”?a_“c Automa_t|c Solution Smart Views
Technician Date & Time .
. . Advisor and Reports
Assighments Calculation
Automatic Trouble- Customer
Billing Shooting Tips Correspondence

PeopleSoft Integrated FieldService business processes
Using PeopleSoft Integrated FieldService, you can:

 Create service orders to help field service technicians track their progress on each customer’s service
request and manage material, time, and expense spent on performing the work.

» Automatically create service orders for preventive maintenance services.
» Automatically assign technicians to newly created service orders based on skills and avail ability.

» Automatically calculate the contractual start and end dates and times for newly created
service orders and their associated activities.

» Obtain troubleshooting tips through Solution Advisor.

» Select and review agreement and entitlement information for customers from service orders.

» Manage task assignment for technicians and resolve schedule conflicts using the Dispatch Board.
» Analyze and monitor your field operations using standard and interactive reports.

» Send billing information to PeopleSoft Transaction Billing Processor.

Note. The Transaction Billing Processor enables PeopleSoft FieldService, PeopleSoft Support,
and PeopleSoft Order Capture to integrate with PeopleSoft Billing and PeopleSoft General
Ledger through the use of the PeopleSoft Contracts architecture.

We discuss these business processes in the business process chapters in this PeopleBook.

PeopleSoft FieldService Integrations
PeopleSoft Integrated FieldService integrates with applications in the these PeopleSoft product lines:

* PeopleSoft Human Resources Management.

By integrating with PeopleSoft Human Resources Management, you can collect information such as
employee profiles, employee competencies, competency proficiency ratings, and holiday schedules to
be used when the application assigns service tickets to best fit field service staff.
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PeopleSoft Supply Chain Management.

If you want to perform material management and realtime item balance and availahility checksin PeopleSoft
Integrated FieldService, you must integrate the application with PeopleSoft Inventory and PeopleSoft
Purchasing in the PeopleSoft Supply Chain Management product line (or third-party inventory and
purchasing systems). An integration with PeopleSoft Inventory (or third-party inventory system) is required
if you want to automatically update installed product statuses upon the receipt of shipping notices.

PeopleSoft Contracts and PeopleSoft Billing (PeopleSoft Transaction Billing Processor)

With PeopleSoft Integrated FieldService, you can bill for agreement fees, which can be on arecurring basis,
and service order fees, (which can be agreement based and based upon a demand or warranty. From the
Service Order page in PeopleSoft Integrated FieldService, the system can send agreement fee information
and service order fees (including service, material, time, and expense fees) to PeopleSoft Transaction
Billing Processor for billing and invoicing. You can also use the functionality within PeopleSoft Contracts
to apply revenue to the appropriate accounts and use the rate-based contract line and as-incurred billing
and revenue plan functionality in PeopleSoft Contract to generate agreement-based transactions.

If you purchased licenses for both PeopleSoft Integrated FieldService and PeopleSoft Support,

a call center agent can create a service order from a case. Because the PeopleSoft Integrated
FieldService and PeopleSoft Support applications reside in the same database, process flows can move
smoothly from one application to another without the need for any integration-specific configuration.
Using component interfaces for this type of cross-component flow ensures that all necessary data
validation and other PeopleCode processes are triggered properly.

We discuss integration considerations in the implementation chapters in this PeopleBook. Supplemental
information about third-party application integrations is on the PeopleSoft Customer Connection website.
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Human
Resource s
Management
Support
Sales Order Capture Integrated FieldService
Order Tran;gcﬂon
Management Billing
9 Processor
Inventory Purchasing Contracts General Ledger
Receivables

PeopleSoft Integrated FieldService integrations

PeopleSoft Integrated FieldService Implementation

PeopleSoft Setup Manager enables you to review alist of setup tasks for the organization for the products that
you areimplementing. The setup tasks include the components that you must set up, listed in the order in which
you must enter datainto the component tables, aswell aslinksto the corresponding PeopleBook documentation.

PeopleSoft Integrated FieldService also provides component interfaces to help you load data from
your existing system into PeopleSoft Integrated FieldService tables. Use the Excel to Component
Interface utility with the component interfaces to populate the tables.

This table lists all of the components that have component interfaces.
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Component Component Interface Reference
Service Type RF_SERVICE_TYPE_SCI See Chapter 5, “ Setting Up Services,”

RF_SERVICE_TYPE

Defining Service Types, page 27.

Service Activity Type
RF_SVC_ACT_TYPE

RF_SVC_ACT_TYPE_SCI

See Chapter 5, “ Setting Up Services,”
Defining Service Activity Types, page
29.

RF_FAILURE_CD

Activity Code RF_ACT_CODE_SCI See Chapter 5, “ Setting Up Services,”
Defining Service Activities, page 30.

RF_ACT_CODE

Failure Code RF_FAILURE_CD_SCI See Chapter 8, “ Ordering and

Receiving Materials,” Defining
Failure Codes, page 124.

Provider Group

RF_PROVIDER_GRP

RF_PROVIDER_GRP_SCI

See Peopl eSoft Enterprise CRM

8.9 Application Fundamentals
PeopleBook, “ Setting Up and
Maintaining Provider Groups and
Group Members,” Defining Provider
Groups.

Provider Group Member

RF_GRP_MEMBER

RF_GRP_MEMBER_SCI

See PeopleSoft Enterprise CRM

8.9 Application Fundamentals
PeopleBook, “ Setting Up and
Maintaining Provider Groups and
Group Members,” Defining Provider
Group Members.

Tax Parameters

RF_TAX_PARAM

RF_TAX_PARAM

See PeopleSoft Enterprise CRM 8.9
Services Foundation PeopleBook,

“ Setting Up an I ntegration to
PeopleSoft Transaction Billing
Processor,” Setting Up Salesand Use
Tax for Third-Party Tax Vendors.

Other Sources of Information

In the implementation planning phase, take advantage of all PeopleSoft sources of information, including the
installation guides, data models, business process maps, and troubleshooting guidelines. A complete list of
these resourcesisin the preface of the PeopleSoft Enterprise CRM 8.9 Application Fundamental s Peopl eBook,
PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, PeopleSoft Enterprise
CRM 8.9 Business Object Management PeopleBook and PeopleSoft Enterprise CRM 8.9 Product and Item
Management PeopleBook with information on where to find the most up-to-date version of each.

See Also

PeopleSoft Enterprise Setup Manager for Customer Relationship Management 8.9 PeopleBook
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CHAPTER 2

Navigating in PeopleSoft Integrated FieldService

This chapter discusses how to navigate in PeopleSoft Integrated FieldService.

Navigating in PeopleSoft Integrated FieldService

PeopleSoft Integrated FieldService provides custom navigation center pages that contain groupings
of folders that support a specific business process, task, or user role.

Note. In addition to the PeopleSoft Integrated FieldService custom navigation center pages, PeopleSoft
provides menu navigation, standard navigation pages, and PeopleSoft Navigator.

See Also

Using PeopleSoft Applications

Pages Used to Navigate in PeopleSoft Integrated FieldService
This table lists the custom navigation pages that are used to navigate in PeopleSoft Integrated FieldService

Note. Therole that is associated with a user’s ID and password determines the pages they have access to.
As such not everyone will have access to al of the information described in this table.

FieldService Center

The FieldService Center custom navigation pages are geared to the person in the organization
who is focused on managing service orders and service inventory.

Page Name Navigation Usage
FieldService Center Main Menu, FieldService Center Access primary service order and
serviceinventory menu optionsand
activities
Customer Click Customer on the FieldService Accessthe Consumer, Company,
Center page Agreements, and I nstalled Products
pages.
Items Click Itemson the FieldService Center | Accessthe Review Item Definition
page and Item Warranties pages.
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Page Name Navigation Usage
My Caendar Click My Caendar on the FieldService | Accessthe My Monthly Calendar,

10

Center page

My Daily Calendar, and My Worklist
Items pages.

Reports

Click Reports on the FieldService
Center page

Accessthe pagesto run the dashboard
analytics, utilization-rate analytics,
service-order aging analytics, and
these operational reports:

* Dispatch performance report
» Expensereport by product

» Expensereport by customer
* Mean time-to-repair report

Service Inventory

Click Service Inventory onthe
FieldService Center page

Accessthe Service Inventory page.

Service Order Click Service Order on the Accessthe Dispatch Board, My
FieldService Center page Service Orders, Add Service Order,
Update Service Orders, and Review
Preventive Maintenance pages.
Workforce Click Workforceonthe FieldService | AccesstheProvider Groupsand

Center page

Provider Group Members pages.
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CHAPTER 3

Defining Business Units in PeopleSoft
Integrated FieldService

This chapter provides overviews of field service business units and field service
configuration templates and discusses how to:

*» Define field service business units.
» Define configuration templates for service orders.

Understanding FieldService Business Units

In PeopleSoft Customer Relationship Management (PeopleSoft CRM), field service business units track
service orders that are created by each field service organization. To implement PeopleSoft Integrated
FieldService, you must map the field service organization to field service business units.

The field service business unit 1D also serves as a reference key when integrating with PeopleSoft
Purchasing and PeopleSoft Inventory. If you're integrating with PeopleSoft Purchasing to create requisitions
for truck stock, you must define each field service business unit as a valid source of requisitions in
PeopleSoft Supply Chain Management (PeopleSoft SCM). By using the Requisition Loader Defaults
component in PeopleSoft SCM, you define each field service business unit as a loader business unit and
establish processing defaults for requisitions that are staged by the field service business unit, including

the purchasing business unit in PeopleSoft Purchasing that processes the requisitions.

When defining procurement options in PeopleSoft SCM, you can associate the field service 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 units in the
defined distribution network, an interunit transfer is created to fulfill the requisition.

This diagram illustrates how a field service business unit is used in both PeopleSoft
CRM and the inventory and purchasing system:
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PeopleSoft Inventory and PeopleSoft Purchasing or
Third-Party Inventory and Purchasing Systems

PeopleSoft FieldService

Ship to

location
ial i PO Sourcing entered in
Order Material in ) : _ FieldSarvice
ENE ~ Purchase Order Quantity Available in

Requisition EIP Distribution

Business Unit Network?

Ship to
location

Distribution Network (_entered in
FieldService

<
<

Order flow from PeopleSoft Integrated FieldService to the inventory and purchasing system

For integration purposes, business unit definition records must be synchronized across al systems.
Business unit definitions created in PeopleSoft CRM must be available in PeopleSoft Purchasing, and
inventory business unit definitions must be available in PeopleSoft CRM. To synchronize business unit
records across the organization, use the Business Unit enterprise integration point (EIP).

Note. Thereis only a one way synchronization from PeopleSoft Financials and Supply Chain Management
(FIN/SCM) to PeopleSoft CRM. The business units that you create within PeopleSoft CRM are not
automatically synchronized and have to be entered manually in the FIN/SCM database
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See Also

Chapter 12, “Integrating with PeopleSoft Applications,” page 157

PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

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

PeopleSoft Purchasing 8.8 PeopleBook
PeopleSoft Inventory 8.8 PeopleBook

Understanding Field Service Configuration Templates

Configuration templates provide PeopleSoft CRM administrators a smple way to configure core
components to be used by industry solutions. Through the use of templates, you can easily manipulate
the appearance and behavior of a component by enabling and disabling certain features that are
available on the corresponding template. In PeopleSoft Integrated FieldService, the Service Order
component is made configurable by using configuration templates.

Note. Configuration templates are different from display templates which are used by PeopleSoft
Support. PeopleSoft Enterprise FieldService does not use the display templates.

Service Order Configuration by Using Configuration Templates
Configuring service orders by using templates is a ssmple, two-step process. To configure service orders:

1. Define a configuration template.

In the configuration template, you indicate which product-related information (if any) must

be displayed and prompted for in service orders. In addition, you can configure the Service
Order component to hide entitlement and billing details and enable anonymous user and incident
address usage for your industry-specific needs. You can also configure whether or not to display
expenses and priority (at the activity level) and turn off approvals.

2. Associate the configuration template with a business unit.

Specify, at the business unit level, the template that is used to control the appearance
and behavior of service orders for the business unit.

Note. Every field service business unit must be associated with one configuration template. If you have
multiple business units in the organization with various service order requirements, create multiple
configuration templates with different settings to accommodate all of your business needs.

When you create or open a service order after the setup is completed, the system applies to the
service order the configuration template that is selected for that service order’s business unit. The
service order is displayed according to what is in the configuration template.

PeopleSoft Integrated FieldService delivers two configuration templates for service order configuration:
CORE for non-industry solutions and GOV for PeopleSoft CRM for Government. You can make
changes to existing templates as needed or create additional ones. Modifications that are made

to the service order display as a result of the configuration template are also reflected in service
orders that are accessed through the My Service Order component.
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See Also

Chapter 3

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Understanding Configuration Tools”

Defining FieldService Business Units
To define FieldServce business units, use the Field Service Business Unit (RF_BUS_UNIT) component.

16

This section discusses how to

» Define FieldService business units.

*» Define billing options.

Page Used to Define FieldService Business Units

Page Name

Object Name

Navigation

Usage

FieldService Definition

BUS UNIT_RF1

Set Up CRM, Business Unit
Related, FieldService
Definition, Business Unit.

Definefield service business
unitsthat correspond to field
service organizations.

Billing Options

RF_BU_BILL_OPTIONS

Set Up CRM, Business Unit
Related, FieldService
Definition, Billing Options.

Definebilling optionsfor a
field service business unit.

Defining FieldService Business

Access the FieldService Definition page.

Units
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Description

FieldService Definition

*Template [CORE

Unit CRMO3
*Description |CRMCO APPLIANCES WEST

*Short Description |[CRM AFPL W

*Default SetID |CRMO1 Q

Q=

Create BU

Service Level

Options

*Gtatus | Open

*Currency |AUD

Rate Type CRRNT

Service Order Assignment

Q Australian Dollar

Current Fate

I” allow Service Order Creation for Site without a Customer
[T calculate Date/Time
[T Allow Preventive Maintenance

[T Automatic Receiving

[T Automatic Assignment at save
[T candidate must be available

FieldService Definition page

Note. If you use more than one PeopleSoft application and define the same business units across applications,
ensure that you use the same name for business units that are designed to share the same setID. For best
performance, business unit IDs should be exactly five alphanumeric characters.

Default SetlD

Template

Status

Currency

Create BU (create business
unit)

PeopleSoft Proprietary and Confidential

Enter the setID that determines the preliminary tableset sharing setup. The
system displays this field when you create a business unit. The setID that you
select here determines the setlDs that are assigned to each record group for the
new business unit. The setID that is assigned to a record group determines the
tableset that provides values for the business unit. If you enter an existing

setl D, the system copies the set control definition to the new business unit.

Enter the configuration template to be used by this business unit. When
creating or modifying service orders, the system displays or hides fields and
buttons based on the configuration that is set up in the selected template.

Select whether the facility that is represented by the business unit is open or
closed. No transactions can be processed for a closed business unit. By
default, the statusis set to Closed when adding a new business unit.

Select the currency code that specifies the currency that you use for
a monetary transaction with this business unit.

Click to establish the setID controls for the field service business unit
based on the default setl D that you specified. This button is available

17
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Rate Type

Service Level

Options

only when you add a new business unit. You also have to click this button
to reveal the check boxes that appear on the page.

Select the exchange rate type that you want to use to cal culate monetary
transaction amounts for the currency.

The system uses a default rate type of Current Rate when you create a new
business unit. This field appears by default from the Exchange Rate Type
field that you set on the Genera Options page in the Installation Options
component. You can , however, override the setting by selecting another value.

Note. You can change the value in this field only after you create the
business unit by clicking the Create BU button.

Select the service level that you want to use for the business unit. This
isarequired field that prompts on all service levels that have been
defined for the setID. You can enter a service level only after clicking
the Create BU button, which creates the business unit.

Use this group box to control how PeopleSoft Integrated FieldService behaves by activating or
deactivating the application features at the business unit level.

Allow Service Order
Creation for Site without
a Customer

Calculate Date/Time

Allow Preventive
Maintenance

Automatic Receiving

Select to enable users to create service orders by entering site information
without specifying a customer or contact. By default, this option is disabled.

Select to enable the system to automatically calculate planned start and
end dates and times for service orders activities based on the entitlements
that are associated with the agreement, warranty, or service that is selected
on the service order. By default, this option is disabled.

Select to enable the system to automatically generate service orders for
installed products that are entitled to scheduled preventive maintenance.
By default, this option is disabled.

Indicates whether orders that are placed by using the Manage Material page
can be received automatically when material usage isrecorded or if technicians
must record receipt of the order shipment before they can record material
usage. By default, automatic receiving is disabled, and this check box is not
available for editing when you create a new business unit. This setting applies
to all materia requisitionsthat are created for the field service business unit.

Service Order Assignment

Allow Preventive
Maintenance

Select to enable the system to automatically assign best fit provider
groups and technicians to service orders in this business unit. When the
feature is enabled, the system doesn’t perform automatic assignment if the
service order already has a provider group and group member assigned to
it at save time. If the assignment of provider groups or group members
already exists (either populated from the selected service or agreement

of the service order, or as a result of a manual assignment), selecting

this option does not overwrite current val ues.
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Candidate must be Select if you want the assignment engine to consider only provider

available groups or group members that are available (during the time the
service is performed) during automatic assignment. No automatic
assignment is performed if this check box is selected and there are no
provider groups or group members available.

Clear this check box if provider groups and group members do not
need to be available at the time that is requested on the service order
to be considered for the automatic assignment.

Note. Before selecting the Candidate must be available check box, you
must select Automatic Assignment at save.

See Also

Chapter 8, “Ordering and Receiving Materials,” page 107

Chapter 6, “Working with Scheduled Preventive Maintenance,” page 47

Chapter 7, “Creating and Managing Service Orders,” Setting Up Automatic Calculation
of Dates and Times for Service Orders, page 72

Chapter 7, “ Creating and Managing Service Orders,” Setting Up Automatic Service Order A ssignments, page 78

PeopleSoft Application Designer PeopleBook

Defining Billing Options
Access the Billing Options page.

You can find instructions on completing the Billing Options page in the PeopleSoft
Enterprise CRM 8.9 Services Foundation PeopleBook.

See Also

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting Up an Integration to PeopleSoft
Transaction Billing Processor,” Setting Up Billing Options for PeopleSoft FieldService

Defining Configuration Templates for Service Orders

To define configuration templates for service orders, use the Field Service Industry
(RF_INDUSTRY') component.

This section discusses how to define configuration templates for service orders.
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Page Used to Define Configuration Templates for Service Orders

Page Name Object Name Navigation Usage
Service Order Configuration | RF_INDUSTRY Set Up CRM, Product Define configuration
Related, FieldService, templates to dictate how

Service Order Configuration, | service ordersaredisplayed
Service Order Configuration | inthe Service Order and My
Service Order components.

Defining Configuration Templates for Service Orders
Access the Service Order Configuration page.

Service Order Configuration

Template Gov

*Description |Sovernment

Options

[” Show Agreement Information
[T Show SIN
[ Show Billing Information
[T Show Billable on My Service Order
¥ Allow Anonymous User
[¥ Allow Incident Address
™ allow Expenses
™ allow Priority on Service Order Line
Product Display Options
i Prompt for Product Master, Show Installed Product Information
i~ Prompt for Product Master, Hide Installed Product Information
i~ Prompt for Installed Product

*  Hide all Product Information
Approvals

[” Enforce Service Order Approval

[T Enforce Service Order Line Approvals

Service Order Configuration page

Note. If you have both PeopleSoft Support and FieldService installations in the system, it is
highly recommended that the product display options that are selected in the configuration
template of these two products are consistent.

Options
These check boxes are selected when you create a new configuration template.
Show Agreement Clear to hide the agreement and entitlement information in the Service

Information Order and My Service Order components. When this check box is
cleared, the system hides the Select Agreement/Warranty link on
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Show SIN (show site
identification number)

Show Billing I nfor mation
Show Billableon My
Service Order

Allow Anonymous User

Allow Incident Address

Allow Expenses

Allow Priority on Service
Order Line

Defining Business Units in PeopleSoft Integrated FieldService

the Service Order and the Entitlement information in the Service
Order and My Service Order components.

Clear to hide the SIN field in the Customer Information group
box on the Service Order page.

The Show SIN check box is unavailable for editing if Show Agreement
Information is disabled. The check box is automatically selected if
Show Agreement Information is selected.

Clear to hide the Billable check box and the Billing tab on
the Service Order page.

Clear to hide the Billable check box on the My Service Order page.

Select to allow the use of an anonymous user and to display the Anonymous
Caller check box on the Service Order page.

The anonymous user feature was first introduced in PeopleSoft CRM for
Government. You can designate a service order for an anonymous caller by
selecting the Anonymous Caller check box in the Customer Information
group box. The system then populates the Customer field with the value
that the administrator has specified for an anonymous user.

Select to allow the use of an incident address and to display the Incident
Address group box on the Service Order and My Service Order page. This
feature originates from PeopleSoft CRM for Government, and it enables you to
enter an address (other than the customer address) that is specific to the incident
that is reported in the service order, and to enter |ocation detail s as applicable.

Select to display the Expense group box on both the Service
Order and My Service Order pages.

Select to display the Priority field for each activity on both the Service
Order page and the My Service Order pages.

Product Display Options

These values control the display of product-related information on the service order that is accessed
from both the Service Order and My Service Order components.

Prompt for Product
M aster, Show | nstalled
Product Information

Prompt for Product
M aster, Hide Installed
Product Information

PeopleSoft Proprietary and Confidential

Select to display all of the product-related fields and information:

» The Product ID field and lookup button, the Transfer to Product
button, and the product description.

* The Serial Number field and lookup button and the Transfer
to Installed Product button.

* The Instaled check box.
» The View Hierarchy button on the toolbar.

Select to display the Product ID field and lookup button, the Transfer
to Product button, and the product description, while hiding the Serial
Number field and lookup button, the Transfer to Installed Product
button, and the View Hierarchy button.
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Prompt for Installed
Product

Hide All Product
Infor mation

Approvals

Select to display the Product ID field and lookup button, the Transfer to
Product button, the product description, the Serial Number field and lookup
button, the Transfer to Installed Product button, and the View Hierarchy button.

Select to hide all product-related fields on the Service Order page, including
the Product 1D field and lookup button, the Transfer to Product button, the
product description, the Serial Number field and lookup button, the Transfer to
Installed Product button, and the Installed check box. The View Hierarchy
button on the toolbar is not displayed when this option is selected.

These values control the display of approval options on the Service Order page for
both the entire order and for each activity.

Note. Approval information is not displayed on the My Service Order page. The Status field at
the activity level, however, indicates whether the activity needs approval.

Enforce Service Order
Approval

Enforce Service Order
Line Approvals

Select to display the Approval Information group box on the
Service Order page.

Select to display the Approval Required and Approval Status fields
on the Activity tab of the Service Order page.
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Understanding Inventory Storage Locations
for Technicians

This chapter discusses truck stock storage locations.

Truck Stock Storage Locations

In PeopleSoft Customer Relationship Management (PeopleSoft CRM), you associate field service technicians
in the workforce with storage locations in your inventory system, which represent the technicians' good
and defective truck stock, by using the Storage L ocations page of the Worker component.

When you record the receipt, usage, and removal of item quantity for a service order line on the Manage
Material page, PeopleSoft CRM publishes transaction messages to update the storage locations in

the inventory system that are associated with the technician reporting material usage for the service
order activity. From the Required Material page within the Service Order component, you can view
stock balances for the good truck stock storage locations that are associated with each member of

the provider group that is assigned to the service order. From the Service Inventory component, you
can view stock balances in both the good and defective truck storage locations.

To support this functionality, each technician in the workforce must be associated with two storage locationsin
your inventory system, one location for good stock that can be used to complete work on a service order line
and another location for defective stock that was removed from customers’ sites. The stock that is removed
from a customer’s site may not necessarily be defective. Typically, however, stock that is removed from a
customer’s site must undergo inspection processing before it can be included in the available stock stores.

Before you can associate technicians with truck stock storage locations in PeopleSoft
CRM, an inventory business unit and its material storage locations must be defined in
PeopleSoft Inventory or a third-party inventory system.

If you are integrating with PeopleSoft Inventory, define an inventory business unit to track only truck
stock storage locations. The records of the business units in the inventory system that represent the

field service trucks must also be available in PeopleSoft CRM. Activate the Business Unit enterprise
integration point (EIP) to automatically insert business units that are defined in the inventory system in the
BUSINESS_UNIT_FStable in PeopleSoft CRM. This enables you to reference the appropriate inventory
business unit for the technician’s storage locations on the Storage L ocation page.

Note. When PeopleSoft CRM is integrated with PeopleSoft Supply Chain Management, the
BUSINESS_UNIT_FStable in PeopleSoft CRM contains all business units that are defined in PeopleSoft
Supply Chain Management, including all inventory business units that are defined in PeopleSoft Inventory.
On the Storage Location page, select the appropriate inventory business unit.

This diagram shows how the good and defective storage locations are manually defined in two systems:
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PeopleSoft Inventory or

PeopleSoft FieldService Third-Party Inventory System

Worker
Good and Inventory
Defective Business Unit
Truck Stock (for Trucks)
Storage Storage
Locations Locations

for Technicians

Defining truck storage locations for technicians in PeopleSoft CRM and Inventory (or third-party inventory) systems

In order for material movement transactions that are initiated from the Time Material and Expense page
within the service order to be successfully recorded in the inventory system, the truck stock storage
location (good or defective) that is defined for any field service technician (including an inventory
business unit, a storage area, and up to four storage levels), must correspond to a valid storage location
that is defined for that specific inventory business unit in the inventory system.

Your business processes dictate how material in a technician’s defective storage location should be handled.
Typicaly, this stock is transferred to an inspection storage location within a distribution center, where
a decision is made to scrap, recycle, repair, or restock the item in your inventory stores.

See Also
PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Defining Workers”
Chapter 8, “Ordering and Receiving Materials,” page 107

Chapter 12, “Integrating with PeopleSoft Applications,” page 157

PeopleSoft Enterprise Components for CRM 8.9 PeopleBook
PeopleSoft Inventory 8.8 PeopleBook
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CHAPTER 5

Setting Up Services

This chapter provides an overview of the service data model and discusses how to:
» Define service types.

» Define activities.

*» Define services.

Understanding the Service Data Model

In PeopleSoft Integrated FieldService, you create a service record for each service that the
company offers; for example, preventive maintenance on air conditioners or dish washer repair.
After defining the details of a service, you can associate it with prices, add it to an agreement
line, and enter service orders to track customer requests for it.

This diagram illustrates the component records of a service definition in PeopleSoft Integrated FieldService:

Service

Activity Product Material Region Competency

Material Competency

Service data model

When you create a service in the PeopleSoft Customer Relationship Management
(PeopleSoft CRM) system, you can define:

* Service activities
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Service activities define the tasks that are required to complete the service. When activities are
defined and a service is requested on a service order, the system automatically creates service
order lines for any activities that are defined for the service. Customer service representatives
(CSRs) and technicians can modify or delete the service order lines.

Note. If you define service activities for a service, it is highly recommended that you also set up
material and technician competency requirements for each activity. When you create a service order
for a service that does not have any associated activity, the system populates the service order with
material and competency information for the service. But when activities are defined for the service,
the system populates the service order with material and competency information that is defined for
the service activities. Therefore, if you don't specify the material and competency information at the
service activity level, that information does not appear in service orders for that service.

* Products
You can define products that are covered by the service.

You can indicate that the service applies to all products in the system or you can define a subset of
products for which the service is applicable. When you specify the service on an agreement line, the
system verifies that only the products that are defined for the service can be listed as products under
service on the agreement line. Similarly, when the service is requested on a service order, the system
validates that only a product that is defined for a service can be specified on the service order.

* Materials

You can define quantities of the items that are defined in the system that are required to perform the
service or the service activity. If you define service activities, the system uses the service activity material
information to populate the required material list that is associated with the service order line on the
Order Materials page. It aso populates the Required Material page on the Service Order page and the
My Service Order page. If there are no service activities, the system uses the material information at

the service level to populate the required material list that is associated with the service order lines.
From the Order Materials page, you can add additional items and order required materials.

* Regions

You can indicate that the service can be sold and deployed in all regions that are defined for the
system, or you can define a subset of regions for which the service can be sold or deployed. When
you specify the service on an agreement line, the system verifies that the customer has a region

that is defined as a saleable region for the service. Similarly, when the service is requested on a
service order, the system validates that only the region that is derived from the customer information
on the service order is defined as a deployable region for the service.

» Competencies

You can specify alist of competencies and associate a minimum proficiency level that technicians
must have to be qualified to perform the service. The system uses the information for assigning
service order lines. The minimum competency can be specified at the service level or at the service
activity level if activities are defined. When you click the Suggest Group Member link on the
Service Order page, the system calculates a lower fit score for any technician who does not meet
the competency level that is specified for the service activity or service.
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See Also

Chapter 8, “Ordering and Receiving Materials,” page 107

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

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
General Options,” Setting Up Regions

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Managing Workforce Competencies’

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

Defining Service Types

To define service types, use the Service Type (RF_SERVICE_TY PE) component. To load data into the
tables for this component, you can also use the RF_SERVICE_TY PE_SCI component interface.

This section provides an overview of service type definitions and discusses how to define service types.

Note. Service Types are required when creating new services

Understanding Service Type Definitions

You can create service types to categorize, for example, delivery services, installation services, repair services,
and so forth. You specify which groups of services are eligible for the preventive maintenance functionality by
using the Service Types component. After defining a service type, you can categorize services by referencing
the service type on services. You can also choose to develop custom reports based on service types.

Page Used to Define Service Types

Page Name Object Name Navigation Usage
Service Types RF_SERVICE_TYPE Set Up CRM, Product Establish codesthat can be
Related, FieldService, used to categorize services

Service Types, Service Types | and indicate which service
typesareeligiblefor
preventive maintenance.

Defining Service Types
Access the Service Types page.
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Service Types

SetID CRMOZ

Service Types

*Type Description

Code

100 Delivery

200 Installation

300 Preventive Maintenance
400 Repair

500 Replace

i
Customize | Find | First 1-5of 5 Last

*zhort Description |Preventive
Maintenance

Delivery Il VAT Defaults Service WAT Treatrnent Defaults =]
Install r VAT Defaults Service VAT Treatrnent Defaults =
P v VAT Defaults Service VAT Treatrnent Defaults =]
Repair Il VAT Defaults Service WAT Treatrnent Defaults =]
Replace r VAT Defaults Service VAT Treatrnent Defaults =]

Service Types page

Service Types

Lists the service types that are defined for the specified setID.

Type Code

Description and Short
Description

Preventive Maintenance

VAT Defaults (value-added
tax defaults)

Service VAT Treatment
Defaults

Enter a code to identify the service in the system. You can use
up to eight alphanumeric characters.

Enter the long and short descriptions for the service type. When you
reference a service type on a service, the value that is entered for
short description appears on the Service page.

Select to indicate that services that belong to this service type are eligible for
preventive maintenance functionality in PeopleSoft Integrated FieldService.

The system issues a warning if you clear the Preventive Maintenance check
box for service types (namely to change service types back to aregular,
nonpreventative maintenance kind) under which services are aready defined.
You can then decide whether to let the system automatically delete all
preventive maintenance-rel ated information from the associated services or
leave these service records intact for manual update in the future.

Click to access the VAT Defaults Setup page, which is a common page used
to set up value-added tax (VAT) defaulting for all PeopleSoft applications
that process VAT transactions. On this page you can define VAT defaults
for service groups, per VAT registration country and state.

Note. The system displays VAT defaults and Service VAT Treatment
defaults only when the integration to PeopleSoft Transaction
Billing Processor is installed

Click to access the Service VAT Treatment Drivers Setup page,
which is a common page used to set up VAT services treatment for
all PeopleSoft applications that process VAT transactions. If you are
required to implement special handling for services, you can specify
VAT service treatment defaults for service groups on this page for a
supplier’s (seller’s) location country and state.
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Note. The VAT Defaults Setup and Service VAT Treatment Drivers Setup pages are described in detail in
the PeopleSoft Global Options and Reports PeopleBook, “Working with Value Added Taxes (VAT).”

See Also

Chapter 6, “Working with Scheduled Preventive Maintenance,” Setting Up Scheduled
Preventive Maintenance, page 52

PeopleSoft Global Options and Reports 8.8 PeopleBook, “ Working with Value Added Taxes (VAT)”

Defining Activities

To define activities , use the Service Activity Type (RF_SVC_ACT_TYPE) and Activity Code
(RF_ACT_CODE) components. To load data into these tables for these components, you can also use
the RF_SVC_ACT_TYPE_SCI and RF_ACT_CODE_SCI component interfaces.

This section discusses how to:

» Define service activity types.
» Define service activities.

Pages Used to Define Activities

Page Name Object Name Navigation Usage
Activity Types RF_SVC _ACT_TYPE Set Up CRM, Product Establish codesthat can be
Related, FieldService, used to categorize service
Activity Types, Activity activities.
Types
Activity Code RF_ACT_CODE Set Up CRM, Product Definethe activities that
Related, FieldService, comprisethedefined
Activity Codes, Activity services. The valuesthat
Code you defineonthispage are
used on the Service page of
the service order.

Defining Service Activity Types
Access the Activity Types page.
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Activity Types

SetlD CRMO1

Activity Types

*Type Code

Description

&IR-100
&IR-Z00
&IR-300
FRZ-100
FRZ-200
GEM-100
REF-100
REF-Z00

REF-300

Air Conditioner Preventive Maintenance
Air Conditioner Repair

Air Conditioner Repair and Maintenance
Freezer Preventive Maintenance
Freezer Repair

Install at customer site

Refrigerator Preventive Maintenance
Refrigerator Repair

Refrigerator Repair and Maintenance

u
Customize | Find | Miew all | £

First 1-92af 14 |I| Last
*Short Description

A5 PM

A/C Repair
ASC Owerhaul
Freezer PM
Freezer Repair
Install

REF., PM

REF. Repair

[ [ B B [ [ [
(000000000000 [0 [

REF. Owerhaul

Activity Types page

Similar to service type codes, service activity type codes reference the general category to which a
service activity belongs. For example, an electric appliance company might define activity types such as
refrigerator repair and refrigerator preventive maintenance for their refrigerator products.

Type Code

Enter a code to identify the activity type in the system. You can

use up to eight alphanumeric characters.

When an activity type is selected for an activity code, both the type code
and short description appear on the Activity Code page.

Defining Service Activities
Access the Activity Code page.
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Activity Code

Activity Code

SetID CRMO1 Activity Code aIR-1001

*Description [Check Compressor

*Short Description |Chk. Compressar

Activity Type [AIR-100 Q= Description a/C PM
Estimated Time 0.05 Unit Haours
Number of Technicians 1

r Approval Required

Activity Code page

Defining services as a series of default activity steps enables you to manage technician competency and
material requirements for each step of the service. It also enables the CSR or technician to tailor a service to
the needs of the customer by adding or deleting activities for the service on the service order. In addition,
you can attach activity codes to multiple service definitions, which reduces data entry requirements.

Activity codes are keyed by setID. As you create a new activity code record, enter the
setID under which it belongs and the activity code.

Activity Code

Description

Activity Type

Estimated Time

Number of Technicians

PeopleSoft Proprietary and Confidential

Displays the code that you entered in add mode for the service activity.
You can use up to eight alphanumeric characters.

Enter a description of up to 80 a phanumeric characters.

Note. Service activity descriptions appear on system prompts when users
select service activities on the Service and Service Order components. Enter a
description that will be meaningful to people who use these components.

Enter the category of activity that the service activity represents. Activity
types are established on the Activity Types page. Click the Transfer to
Activity Type button to access the Activity Types page.

Enter the estimated time, in hours, that is required to perform the activity.
This is the default value for the estimated duration on service order

lines for this activity. This information is also used in the auto date
calculation to calculate the planned dates and times.

Enter the number of technicians that is required to perform the activity. This
is the default value for the number of technicians on service order lines for
this activity. Thisfield isfor informational purposes only and does not force
you to assign a specific number of technicians to the activity
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Approval Required Select to indicate that when the activity is specified for a service order line,

the service order line must be manually approved before time, expense,
and material management transactions can be entered.

If approval processing is not defined for the overall service, you can change
the setting on the service order line to require approval processing. However,
if approval processing is required for the service, it is also required on the
service order line. You cannot change the approval setting on the service
order line when the service specifies approval processing.

Defining Services
To define services, use the Service (RF_SERVICE) component.

32

This section describes how to:

Define service header information.
Define service frequency.

Define service entitlements.

Enter service details.

Define service frequency by product.
Defining service activities.

Enter service notes.

Associate branch scripts with services.
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Pages Used to

Define Services

Setting Up Services

Page Name Object Name Navigation Usage
Service RF_SERVICE Set Up CRM, Product Define service header
Related, FieldService, information.

Services, Service

Service - Frequency of
Service

RF_SERVICE_FREQ1

Click the Frequency of
Servicelink on the Service

page.

Define how often aservice
should be performed.

The system usesthe
information that you enter
here to schedule preventive
mai ntenance service orders.

Service - Entitlements

RF_SERVICE_ENT

Click the Select Entitlement
link on the Service page.

Define the entitlementsfor
any on-demand services.
The system usesthe service
entitlementsto calculate
required start and end

dates and timesfor service
orders, when agreement
and warranty entitlements
arenot available.

Service Details

RF_SERVICE_ATTRIB

Set Up CRM, Product
Related, FieldService,
Services, Service Details

Define materials, regions,
products, and competencies
that are associated with a
service.

Service Product - Frequency
of Service

RF_SVC_PRD_FREQ

Click the Frequency link

in the Service Product
Information group box on the
Service Details page.

Define how often aservice
should be performed for a
specific product. The system
usestheinformation that you
enter to schedule preventive
mai ntenance service orders.

Service Activities

RF_SERVICE_ACT

Set Up CRM, Product
Related, FieldService,
Services, Service Activities

Definethe activities that
arerequired to perform the
selected service.

Notes RF_SERVICE_NOTE Set Up CRM, Product Add, view, and modify notes
Related, FieldService, that are associated with the
Services, Notes serviceor service activity
definition.
Branch Script RF_SVC_BSCRIPT Set Up CRM, Product Add branch scriptsto the

Related, FieldService,
Services, Branch Script

servicedefinition.

Defining Service Header Information

Access the Service page.

PeopleSoft Proprietary and Confidential

33




Setting Up Services Chapter 5

Service
Save || CL Search | #E] Mext| += List | Update | [=7 Matification | Personalize
Service Mumber APFPO00O0O01 Description Preventive Maintenance Service for Air Conditioners
Service Type PM Status Active
Setid CRMO1
Service Detailz Service Sctivities Miotes Branch Script

Service Information

*Description [Preventive Maintenance Service for Air Conditioners

Short Description |PM for A/C Status I Active ]"

*Service Type FM S| *Estimated Duration 1.00 Hours
*Start Date 01/01/2000 1] End Date [12/31/2050  [5)
Replacement O\E Mumber of Technicians 1

- Approval Required
Preventive Maintenance

[¥ Preventive Maintenance *Field Service Unit [US200 Q

*Lead Time 7 Lead Time Interual|DaY(S.‘J -]

Freguency of Service

Classification

I Agreement ¥ 0n Demand
r Warranty [T off Hours
Select Entitlernent

Service page (1 of 2)

Default Assignment

Provider Group Name |Appliances Western Q=
Group Member Name O\E
Modified 09/11/2002 1:06PM PDT SAMPLE
Save | } Search | o] Next| 1= List| Update | [=7 motification | Top of Page

Service page (2 of 2)

The system displays service-specific information, such as service number, type, and status, on the
toolbar. Click toolbar buttons to perform PeopleTools or application-specific actions.

Service Information

Description and Short Enter a service description of up to 80 alphanumeric characters.
Description

Note. The short description appears on system prompts when users select a
service in the Agreement and Service Order components. Enter a description
that will be meaningful to people who use these components.

Status Select a status:

Active: Select to make the service available in the system during the
time period that is specified by the start and end dates.
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Service Type

Estimated Duration

Start Date and End Date

Replacement

Number of Technicians

Approval Required

Preventive Maintenance

Setting Up Services

Inactive: Select to make the service unavailable in the system, regardiess
of the offer start and end dates. An inactive service does not appear on
system prompts for service orders or agreements.

Select a category of service. Service types are established on the
Service Types page. Click the Transfer to Service Type button
to access the Service Types page.

Enter the estimated number of hours that is required to perform the service.
When you save the service, the system issues an error if thisvalue is less than
the sum of the estimated times that are defined for the associated activities.

Enter the first and last dates that the service can be offered on
agreements and on-demand service orders.

Select a service that is scheduled to replace this service when this serviceis
no longer offered. When a replacement service is specified, the system sets
the status of the original service to Inactive, which prevents the service
from being selected on agreements and service orders.

Enter the number of technicians that is required to complete the
service. The value can also be defined at the service activity level for
service activities on the Activity Code page.

When you define this value at the service level, the system populates the
associated service activities with the same value as the default if the number
of technicians is not yet defined for those service activities.

When you create a service order for a service with activities, the system
populates the corresponding service order line with the number of
technicians that is defined for each service activity.

Note. The system issues awarning if you begin technician assignment
on a service order but the actual number of assignment is less than
required when you save the record.

Select to indicate that service orders that specify this service require
approval by a designated person in your company. If approval is
required at this level, no service order line can be approved until the
service order is approved at the header level.

Note. You can aso require approval for individual activities on a service
order. However, the Approval Required check box on the service order
header and the Approval Required check box on the service order activity
are not associated with each other operationally.

Use this group box to perform part of the setup that is required for the preventive maintenance
functionality in PeopleSoft Integrated FieldService.

Preventive Maintenance
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Indicates that preventive maintenance is available for the service. The system
automatically selects this check box and makesit unavailableif the service type
that is selected for this service is designated as the preventive maintenancetype.
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Field Service Unit

Lead Timeand Lead Time
Interval

Frequency of Service

Classification

Agreement

On Demand

Warranty

Off Hours

Select Entitlement

Default Assignment

Chapter 5

Select a field service business unit under which service orders that are
created for preventive maintenance are categorized.

Enter the number (lead time) of days, weeks, months, or years (lead
time interval) in advance when a preventive maintenance service order
must be generated before the service actually occurs.

Click to access the Service - Frequency of Service page, where you can
define the frequency that is offered for this service. The system uses this
information to schedule service orders for preventive maintenance.

Select to offer the service to customers on agreements. If this check
box is cleared, the service does not appear on system prompts for
agreements. You can also select this check box on the service order. If
Agreement is selected, the system checks to ensure that the service you
select on the service order has this option selected.

Select to offer the service to customers on demand. For a service order that
is not covered by awarranty or an agreement, the system validates that the
service is available on demand when the service order is saved.

Select to provide the service under warranty.

When you select awarranty and service on a service order, at save time
the system ensures that a warranty has been selected if the check box for
the service selected on the service order has also been checked.

Select to provide the service outside standard hours of operation.
Thisfield is for informational purposes.

Click to access the Service - Entitlements page, where you can define
entitlementsfor the service. Thislink is applicable to on-demand services only;
the system uses this information to calculate committed start and end dates and
times for service orders when both agreement and warranty are not available.

If a service order is not covered by an agreement, or if the selected agreement does not have
a default provider group or group member assigned, the system uses the values that you enter
in the Default Assignment group box to populate the service order activities. You can override
the default values if necessary at the service order activity level.

Provider Group Name

Group Member Name

36

Enter the default provider group that you want to perform the service. Click
the Transfer to Provider Group button to access the Provider Groups page.

Enter the default group member (of the defined provider group) for performing
this service at the customer’s site. Click the Transfer to Group Member
button to access the Provider Group Member page.
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See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
and Managing Agreements and Warranties’

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

Chapter 7, “ Creating and Managing Service Orders,” Setting Up Automatic Service Order A ssignments, page 78

Defining Service Frequency
Access the Service - Frequency of Service page.

Service

Frequency of Service

SetID CRMO1 Service ID APPOOOOOOL
Description |
Start Date |01/01/2000 [#] End Date |12/31/2050 El

Start Time End Time

Service Frequency Information
o Days
Number of Days 30
T weeks
Mumber of Weeks Day of 'Weekl ;I

" Months

Number of Months Day of Month
. Yearly

Month of the "|"ear| ;I Day of Month

[ Audit History

Service - Frequency of Service page

You can define the service frequency at the service or service product level. Values that are entered
at the service level apply to al products if the Applicable to All Products check box is selected on
the service record; otherwise, they are populated as defaults on the Service Product - Frequency

of Service page for each product that is covered by this service. At the service product level, you
can define different frequency settings that are specific to products.

Start Date Enter the beginning date of the period for which service frequency is defined.
The default value is the offer start date that is defined on the Service page.

End Date Enter the end date of the period for which service frequency is defined.
A blank value indicates an unlimited frequency period.

Start Time Enter the beginning time of the period for which service frequency
is defined. The time zone that appears for this value represents
the time zone of the database server.
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End Time

Service Frequency
Infor mation

Chapter 5

Enter the end time of the period for which service frequency is
defined. The time zone that appears for this value represents the
time zone of the database server.

Values are:

Days. Define the duration of this frequency in number of days. For example,
enter 30 to have the service performed every 30 days.

Weeks: Define the duration of this frequency in number of weeks and specify
the day of the week on which to perform the service. For example, enter 2 and
Wednesday to have the service performed every two weeks on Wednesday.

Months: Define the duration of this frequency in number of months
and specify the day of the month on which the service should be
scheduled. For example, enter 3 and 3 to have the service performed
every three months on the third day of the month.

Yearly: Define the month and the day of the month to perform
the service. For example, enter January and 1 to have the service
performed on January 1 of every year.

Defining Service Entitlements

Access the Service - Entitlements page.

Service

Entitlements

Entitlement Plan Name ISIL'\.-'ER

Entitlements

*Description

one day guaranteed restore
Five hour guaranteed response
Basic Expense Coverage

Basic Material Coverage

Basic Time Coverage

Standard Service Level

Q=
Custamize | Find | D First 1-6 of & Last
Entitlernent | Service Level | Coveraage Percent |Coverage Uplift /
Minutes Type Covered | Duration Discount
Q. 1440 =l
Q= 300 10 =
Q= ExP 75 1 Year =
Q' MAT 25 1 Year =
Q= TIME 25 1 Year =
Q STD (=]

Service - Entitlements page

Entitlement Plan Name

Select an entitlement plan to populate the Entitlements grid for the first time.
Entitlement plans are defined on the Entitlement Plan Setup page.

Note. Entitlement plans are optional. You can enter entitlements
manually on the Entitlements page.

You can add new entitlement lines, and modify and delete existing entitlement lines in the grid.
The list of entitlements is used for calculating the service order’s committed start and end dates
and times if agreement or warranty entitlements are not available.
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See Also
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up and
Managing Agreements and Warranties,” Defining Entitlements

Entering Service Details
Access the Service Details page.

Service
Save || CL Search | #E] Mext| += List| Update | Motification | Personalize
Service Number APFO00000L Description Preventive Maintenance Service for Air Conditioners
Service Type FM Status Active
Setid CRMO1
Service Service Activities Motes Branch Script
L]
Service Material Information Customize | Find | Wiew All | i First 1ofi Last
*ltem 1D Short Description *Required Quantity (H[e]{i]
Q =
k']
Service Competency Information Custamize | Find | Wiew all | e First 10of1 Last
*Description *Minirnum Level Weight
Q5 | =l usa =l [=]
Service Region Information
i« Applicable to All Regions
i Applicable Regions
N
Service Region Information Customize | Find | i First 1-2 of 2 Last
*Description Saleable Deployable
California Service Region Q I~ v =l
Midwest - USA (e v W =
Service Details page (1 of 2)
Service Product Information
i« Applicable to All Products
o Applicable Products
~
Service Product Information Customize | Find | Wiew All | & First 1-4 of 4 Last
*Product IDv Description Itermn ID Short Description | Frequency
SR1001 Q. 6500 BTU Room Air (Light Beige  SR1001 6600 BTU R Frequency =]
=R1002 . s000 BTU Room Air (Grey) SR100Z &000 BTU R Frequency [=]
SR1003 O 1zo00 BTU Room Air (Light Beig  SR1003 12000 BTU Freguency [=]
SR1004 Q.= 1s000 BTU Roam Air (Grey) SR1004 15000 BTU Frequency [=]
Save | L Search | LR Next| 1= List| Update | [=] Motification | Top of Page

Service Details page (2 of 2)

Service Material Information

If no activities are defined for a service and if a service order is created, the system uses the service
material information to populate the material list that is associated with the service order. From the
Order Materials component, you add additional items and order the required materials.
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Note. If you define service activities, define material information for the service
activity on the Service Activities page.

Item ID

Required Quantity

UOM (unit of measure)

Select the ID of the item that is used to perform the service. Before you can
add an item to the service, you must first establish the item in the system
tables by using the Item Master enterprise integration point (EIP) or the Item
Definition component, and the item must be in active status. Click the Transfer
to Item Definition button to access the Item Definition component.

Enter the required amount of the item that the technician needs to perform
the service. The system uses this value to populate the quantity that is
required on the Order Materials component.

Displays the standard unit of measure for the item quantity.

Service Competency Information

If no activities are defined for the service, the system uses service competency information
to find the best technician to assign to the service order.

Description

Minimum Level

Weight

Select the description of the competency that is required to perform
the service. Define competencies by accessing Set Up CRM, Common
Definitions, Competencies, Competencies, Competencies.

Select the minimum level of competency that the assigned technician
must have to perform the service. The available options depend on the
competency rating model that is defined for the selected competency.
When searching for technicians to assign to service orders, the system
calculates higher fit scores for those technicians who meet the minimum
level of competency that is defined for the service.

Enter the relative importance of this competency. Each activity competency
can have a vaue from N/A (not applicable) to 5, where 5 represents

the highest level of importance. A weight of N/A indicates that the
competency is not applicable in the assignment search.

Service Region Information

Applicableto All Regions
Applicable Regions

Description

Saleable

Deployable

Select to perform the service for al regions.

Select if the service is limited to specific regions. You must enter region
information in the Service Region Information grid if you chose this option.

Select aregion. Regions are established on the Region page.
You can select active regions only.

Select to sell the service in the region. When you select the service
on an agreement, the system validates that the customer or customer
Site corresponds to a saleable region.

Select to provide the service in the region. When you select the service
on a service order, the system validates that the customer or customer
site corresponds to a deployable region.
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Service Product Information

Applicableto All Products  Select to perform the service for all products

Applicable Products Select if the service is limited to specific products. You must enter product
information in the Service Product Information grid if you chose this option.

Product ID Select the product to which the service applies. When you add a product to
an agreement line or service order, the system validates that the product was
defined for the service. Before you can add a product to the service, the
product must first be established in the system tables by using the Product
EIP or the Product Definition component. The product must have an active
status and the corresponding item must be defined as serviceable. Click the
Transfer to Product button to access the Product Definition component.

Item ID Displays the item ID that is associated with the product.

Frequency Click to access the Service Product - Frequency of Service page, where you
can view and modify the service frequency that is defined for the product.

See Also

Chapter 8, “Ordering and Receiving Materials,” page 107

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Managing Workforce Competencies’
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Defining ltems”
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Setting Up Products’

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
General Options,” Setting Up Regions

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

Defining Service Frequency by Product
Access the Service Product - Frequency of Service page.

This page is dmost identical to the Service - Frequency of Service page. The system populates the start
date and time, end date and time, and frequency on this page with the service frequency information that
is defined on the Service page but enables you to override the frequency for specific products.

See Also

Chapter 5, “Setting Up Services,” Defining Service Frequency, page 37

Defining Service Activities

Access the Service Activities page.
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Service
Save | 1 Search | E Add | oF Next| 1Z] Previous | [=7] Matification | Personalize
Service Number APPO000001 SetID CRMO1
Description Preventive Maintenance Service for Air Conditioners Status Active
Service Type PM
Service Service Details Motes Branch Script
service Activity Information Find | Wiew All First 1ofe II' Last
* ctivity |Chk. Compressor QU] *Step Number |10 =
Description |Check Compressor i‘
-
Activity Type n/CFM Required Technicians 1
Estimated Duration 0.05 Hours

[T approval Required
Default Assignment

Provider Group Name|Appliances Eastern G &=

Group Member Name Ben Harris Q.

Service Activities (page 1 of 2)

b
Service Activity Material Information Customize | Find | i First 1ofi Last
*Item 1D Short Description *Required Quantity Uom
1000% Q. F air Cond, 1.0000 EA =]
N
Service Activity Competency Information Custamize | Find | I_—I First 1ofl Last
*Description *Minimum Lewvel wieight
Recognized as job expert Q. F |4—\.-'er\,r Good ;I |5 - Most Impartant ;I =]

[* Audit History

Service Activities (page 2 of 2)

You can optionally describe a service as a series of activities. If you use activities, you can define
product, competency, and other information by activity, instead of by service

Service Activity Information

Activity Select an activity. Activity codes are defined on the Activity Code page.
When you select an activity code, the system populates the service activity
with the information that is defined for the activity code.

Step Number Enter a number to specify the order in which activities are performed for this
service. If thisis the second activity performed, for example, enter 2.

Note. This step number is used in autocalc to determine how to
stagger the planned dates and times

Activity Type Displaysthe type of activity. Activity type codes are defined on the Activity
Types page and are associated with activities on the Activity Code page.

Number of Technicians Displays the number of technicians that is required to compl ete the service
activity. The value is popul ated from the Activity Code page or, if it is not
available on the Activity Code page, from the Service page.
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Estimated Duration

Approval Required

Default Assignment

Provider Group Name

Group Member Name

Setting Up Services

Enter the number of hours that is required to perform the activity. The
default value is defined on the Activity Code page.

Select to indicate that when the activity is specified for a service order line,
the service order activity must be manually approved before time, expense,
and material management transactions can be entered on the service order
line. The default value is defined on the Activity Code page.

If approval processing is not defined for the service, you can change the
approval setting on the service order activity to require approval processing.
However, if approval processing is required for the overal service, it isalso
required on the service order line. You cannot change the approval setting on
the service order line when the service specifies approval processing.

Enter a default provider group for service order lines that request this activity.

Enter a default provider group member for service order lines
that request this activity.

Service Activity Material Information

When a service order line is created for this service activity, the system populates the required materials
for the service order with the activity material information that is defined in this group box. Use the
Order Materials component to add additional items and to order the required materials.

Item ID

Required Quantity

UOM (unit of measure)

Select the ID of the item that is used to perform the service activity. The item
must be established in the system by using the Item Master EIP or the Item
Definition component, and the item must have an active status.

Enter the amount of the item that the technician needs to perform the
service activity. The system uses this value to populate the quantity
that is required on the Order Materials page.

Displays the standard unit of measure for the item quantity.

Service Activity Competency Information

The system uses this information to find the best technician to assign to the service order line. The system
compares the group members competencies with the competency at the activity level.

Description

Minimum Level

Weight

PeopleSoft Proprietary and Confidential

Enter the description of the competency that is required to perform the
service activity. Define competencies by accessing Set Up CRM, Common
Definitions, Competencies, Competencies, Competencies.

Enter the minimum level of competency that the assigned technician
must have to perform the service. The available options depend on the
competency rating model that is defined for the selected competency.
When searching for technicians to assign to service order lines, the system
calculates higher fit scores for those technicians who meet or exceed the
minimum level of competency that is defined for the activity.

Enter the relative importance of this competency. Each activity competency
can have a value from N/A to 5, where 5 represents the highest level
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of importance. A weight of N/A indicates that the competency is
not applicable in the assignment search.

See Also

Chapter 8, “Ordering and Receiving M aterials,” page 107

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Defining Items”
PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Managing Workforce Competencies’

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

Entering Service Notes

Access the Notes page.

Service

Save || (L Search | 3E] Mext | +2 List| Update | [=] notification | Personalize

Service Number APPOOOOOOL Description Preventive Maintenance Service for Air Conditioners
Service Type PM Status Active
Setid CRMO1
Service Service Details Service Activities b, Branch Script
N
=~ Motes Summary Cuztamize | Find | Wiew all | e First 10of1 Last
Select | Subject and Details Attachment{s) | Associated Activity | Added By |Date Added
Preventive Maintenance on Air-conditioners
[T If the air conditioners are installed in hurnid Stu Marx Eg'?gfw?ol 'ﬁ[

locations, check the compressor for corrosion,

[T chedk all fClear
all

[ Etnizil | Acld Mote
Save | 1 Search | ¥E Next| 1= List| Update | [=] Notification | Top of Page
Notes page

If the page has at least one note, the summary view appears when you first access the Notes page. Click
the link in the Subject and Details column to see the detailed view of that note.

Click the Add Note button to add a new note. If there are no notes entered for the service, enter
the information you want to add and then click the Apply Note button.

To add a note that is specific to a service activity, specify the activity code of the service
activity in the Associated Activity field of the note.

the start and end dates on the notes page is info only and doesn’t drive any processing

Note. The start and end dates on the notes page are for informational purposes only and do not drive
any processing. Activities are only available if they are tied to the service.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Working with Notes and Attachments’
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Associating Branch Scripts with Services
Access the Branch Script page.

Service
Save | ! Search | LB Next| 1E List| Update | [=] Matification | Personalize
Service Number APPOO00001 Description Freventive Maintenance Service for Air Conditioners
Service Type FM Status Active

Setid CRMO1

Service Service Details Service Activities Motes & Branch Script

Branch Script Information
L [ ]

Script Mame |Scrigt Tvpe
DIsHWASHER_1 Q, GUID =]
Save || L Search | 3] Mext| += List| Update | Motification | Top of Page
Branch Script page
Branch Script Information
Script Name and Script Enter a branch script to be associated with the service. The script
Type type is displayed after you make the selection.

When you add a branch script to a service, the system populates service
orders that are created for that service with the script.
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CHAPTER 6

Working with Scheduled Preventive Maintenance

This chapter provides an overview of scheduled preventive maintenance and discusses how to:

» Set up scheduled preventive maintenance.
» Manage scheduled preventive maintenance.

Understanding Scheduled Preventive Maintenance
This section lists common elements and discusses:

» Benefits of scheduled preventive maintenance.

* Preventive maintenance process flow.

Common Elements Used in This Chapter

Start Date and Service The required start date of the preventive maintenance service order. The
Order Date system calcul ates this value by adding the specified service frequency to the
date on which the previous preventive maintenance service order was closed.

Creation Date The service order creation date (when the preventive maintenance service
order will be generated by the Application Engine process).

Benefits of Scheduled Preventive Maintenance

Scheduled preventive maintenance is a collection of services that are performed regularly on products to
prevent unexpected product failure. These preplanned services, such as running performance checks and
tune-ups or checking and replacing worn parts, help sustain the performance and extend the longevity of
products. The result is a reduction in ownership costs to both service providers and customers.

The preventive maintenance feature in PeopleSoft Integrated FieldService enables you to:

» Set up the system at the business unit level to automatically generate service orders for preventive
maintenance services on installed products that are covered by an agreement.

These preventive maintenance service orders are processed the same way as other service orders (from
assigning atechnician to processing service activities and completing the service order).

* Preview scheduled preventive maintenance services and make changes as necessary.
* Review the preventive maintenance history for installed products.
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For any installed product that is eligible for a preventive maintenance service, the system creates

a preventive maintenance entry. This entry tracks the preventive maintenance process life cycle

of each installed product. The preventive maintenance entry updates each time the status of the
corresponding service order changes during the process. When the entry is marked as completed at
the end of the cycle, the system reevaluates the associated installed product for another preventive
maintenance cycle. If the installed product passes the evaluation, the system automatically generates
another entry for it, which starts a new preventive maintenance cycle.

» Automatically generate service orders for preventive maintenance, calculate the service order start date and
time based on agreement entitlements, and assign service orders to appropriate technicians.

The system automatically assigns technicians only if you have auto assignment configured.
Dispatchers and field service specialists can use the dispatch board to view these service
orders and manage technician assignment schedules.

These terms are used frequently in this chapter:

Term Definition

Valid agreement Anagreement isconsidered valid if the line statusis set to Active, and the current system
dateisbetween the agreement line' s start and end dates.

Preventive maintenance | A preventive maintenance entry isarow inthe Preventive Maintenance History table
entry (RF_INST_PROD_PM) for aninstalled product that passesthe validation test and that is
qualified for the preventive maintenance process. Preventive maintenance entries are used
to track the statuses of preventive maintenance service orders.

The system creates one preventive mai ntenance entry per installed product per service
per agreement. Aninstalled product can have morethan one entry simultaneoudly if it
is associated with multiple preventive maintenance services, or if it isassociated with a
servicethat is made available to more than one agreement line or agreement.

Next preventive Thisisthe date when the next preventive mai ntenance servicefor aninstalled product is
mai ntenance due date scheduled to start.

When the system initially inserts a preventive maintenance entry for aninstalled product,
thisdateis calculated asfollows:

(Next Preventive Maintenance Due Date) = (Installed Product Install ation Date) +
(Frequency)

The system then verifieswhether the calcul ated date falls between the start and end dates
of the agreement line.

If the calculated date is earlier than the agreement line start date, the system schedules the
preventative maintenance so that the creation dateisthe system date. The service order
dateisthe creation date plus the lead time.

For subsequent preventive maintenance entriesthat are created for thisinstalled product,
the next preventative maintenance due date is cal cul ated as follows:

(Next Preventive Maintenance Due Date) = (Service Order Completion Date) +
(Frequency)
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Preventive Maintenance Process Flow

This flowchart and the text describe the preventive maintenance process:

Installed product (with the Perform validation Create PM entry (with
Installed status) is added to against installed Pending status) for the
agreement line product qualified installed product

Update PM entries as a result Check for PM entries in

of status changes in Create PM : .
. : ) which service order
corresponding PM service service orders . .
orders creation date is reached

Status of PM entries changed to Completed
when PM service orders are finished. System AE Process
creates new PM entries for installed products

after validation. Cycle restarts.

Preventive maintenance process flow

Validation of Installed Products for Preventive Maintenance

The preventive maintenance process begins when an installed product is added to an agreement
line that is defined for a preventive maintenance service type and is saved.

Theinstalled product is then evaluated for preventive maintenance eligibility by using the these validation rules:

» The status of the installed product is set to Installed.
* An asset tag or serial number exists in the installed product.

» The installed product is covered by a valid agreement that is associated with a preventive
maintenance service and its next preventive maintenance due date (which is calculated by the
system) falls between the start and end dates of the agreement line.

» The installed product does not aready have a preventive maintenance entry with a
status set to Pending for the same preventive maintenance service for which the system
considers adding a new preventive maintenance entry.

For every installed product that passes the evaluation, the system inserts a preventive maintenance
entry with a status of Pending in the Preventive Maintenance History table.

Creation of Preventive Maintenance Entries for Qualified Installed Products

The system creates preventive maintenance entries for installed products that are eligible for preventive
maintenance. It uses preventive maintenance entries to manage the life cycle of corresponding service
orders throughout the process (from creation to completion). Based on the information in pending entries,
service orders are generated through an Application Engine process. From this point on, the system
tracks all preventive maintenance service orders by updating their associated preventive maintenance
entries when statuses change in respective preventive maintenance service orders.

A preventive maintenance entry, which appears on the Preventive Maintenance Detail
page, is initially created with the these properties:
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* A status set to Pending.
» A valuein the Start Date field that is equivaent to the next preventive maintenance due date.

If this preventive maintenance entry is the first one created for the installed product, the service order
start date equals the installed product’s installation date plus the frequency.

If the calculated service order start date precedes the start date of the selected agreement line,
the system schedules the preventative maintenance so that the creation date is the system date.
The service order date is the creation date plus the lead time.

For example, suppose that a product was installed on January 1, and this installed product was added to
an agreement on February 21. With the frequency set to once per month, the service order start date of
this preventive maintenance entry becomes February 21. In this case, the system increments the service
order start date by the frequency to March 21 and verifies that this date is covered by the agreement. No
preventive maintenance entries are created if this date goes beyond the agreement end date.

Note. If you have enabled the automatic calculation of service order dates and times in the system,
all preventive maintenance-related date calculations are based on the service level, response, and
restore times of the associated agreement. This means that only contractually defined working days
are considered in the calculation. Any calculated service order start date that falls on a nonworking
day is automatically rescheduled to the next available working day.

See Chapter 7, “Creating and Managing Service Orders,” Understanding Automatic Calculation
of Dates and Times for Service Orders, page 72.

* A service order number appears when the Application Engine process creates a service order.

Note. You can modify information (including the business unit, agreement details, service order start, and
creation dates) in the preventive maintenance entry as long as it has a status set to Pending.

Validation of Preventive Maintenance Entries for Service Order Creation

PeopleSoft Integrated FieldService uses an Application Engine process to identify installed products
for which preventive maintenance service orders must be generated.

When the process runs, it looks up all installed products that:
» Are set to a status of Installed.

» Are controlled by an asset tag or serial number.

» Are covered by a valid agreement.

» Have a pending preventive maintenance entry.

The process compares the current system date with the service order creation date (that is, the
next preventive maintenance due date minus the lead time defined in the Service component)
in each of these entries. If the system date is later than or equal to the service order creation
date, a preventive maintenance service order is generated.

If there are preventive maintenance entries in which the service order creation date is past due (which
occurs if the process has not run as scheduled for some reason), the system pushes out the service
order creation date for these preventive maintenance entries by one day (from the system date). This
delay enables the entries to still be evaluated for service order creation.
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Once the service order is created, the system populates the Required Start Date field of the first service
order line with the start date of the preventive maintenance service order. If you have enabled the automatic
calculation of service order dates and times feature, the system takes the agreement entitlements (namely the
specified service level, response, and restore times) into account when it calculates the required start date
for the preventive maintenance service order. In addition, the system populates the service order number
in the corresponding preventive maintenance entry and changes the entry status to Created.

Change of Status in Preventive Maintenance Entries

The status of a preventive maintenance entry changes as a result of a status update in its corresponding
service order. For example, when a preventive maintenance service order is automatically created and its
statusis set to Open, the status of the associated preventive maintenance entry is set to Created.

This table summarizes the conditions under which status changes in preventive maintenance entries occur:

Condition

Service Order Status
Changes To

Preventive
Maintenance Entry
Status Changes To

Other Updates
in the Preventive
Maintenance Entry

A preventivemaintenance | Not applicable (NA) Pending NA

entry iscreated.

A serviceorderis Open Created Theservice order number

generated. ispopulated on the
preventive maintenance
entry.

A technicianisat the Open - On Ste In Progress NA

customer site awaiting ) )

customer response or ison (service order line status)

hold for parts.

A serviceorder is Complete Completed The system updates

completed. theDatefieldinthe
Preventive Maintenance
History group box on the
Preventive Maintenance
Detail pagewith the
service order completion
date.
A new preventive
maintenance entry (with
astatus set to Pending)
iscreated if required
validations are passed.

A serviceorder is Canceled Canceled NA

canceled.
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Completion of the Preventive Maintenance Process Life Cycle

The preventive maintenance process is approaching the end when the header status of the preventive
maintenance service order changes to Completed. This status change takes place automatically when all
associated service order lines have a status set to Completed, Canceled, or Closed.

When that happens, the system verifies that the installed product that is selected for this service order has a
status of Installed and is covered by avalid agreement that is associated with a preventive maintenance
service (in which the Preventive Maintenance check box of the service type for this service is selected in the
Service Type record). Next, the system locates the corresponding preventive maintenance entry, which

has the number of this completed service order and has a status of Created or In Progress. The system
updates the date with the service order completion date and changes the status to Completed.

The ending of one preventive maintenance process may or may not mean the beginning of another one.

The system uses the next preventive maintenance due date to decide whether the preventive maintenance
process should continue for any installed product. As the status of a preventive maintenance entry is set to
Compl eted, the system calculates the next preventive maintenance due date and verifies whether the date is
covered by avalid agreement in which the corresponding preventive maintenance service is defined. If itis
covered by the agreement, the system generates a new pending preventive maintenance entry in the Preventive
Maintenance History table, and the next preventive maintenance due date is calculated by using the service
order completion date plus the frequency. Additionally, the system looks for renewed agreements.

The preventive maintenance process discontinues if the next preventive maintenance due date
that is calculated goes beyond the agreement end date.

The preventive maintenance entry status changes to Canceled if the associated preventive maintenance
service order is canceled. In this case, a new pending preventive maintenance entry is generated with
no service order number, and the next preventive maintenance due date is calculated as the service
order cancellation date plus the frequency. However, if you cancel the preventive maintenance entry
for the installed product, the preventive maintenance process cycle for the installed product stops.

To restart the process, you must use the Preventive Maintenance Detail page to manually enter a
preventive maintenance entry for the installed product with a status of Pending.

Setting Up Scheduled Preventive Maintenance
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To set up the preventive maintenance feature:

1. Select the Allow Preventive Maintenance check box (on the FieldService Definition page) for
all business units on which you want to run preventive maintenance.

2. Define a preventive maintenance service type by using the Service Types component.

Note that in PeopleSoft Integrated FieldService, preventive maintenance is available only to services
that are defined under service types that are designated as preventive maintenance. In a given setiD,
you can specify multiple service types to be designated as preventive maintenance by selecting the
Preventive Maintenance check boxes that are associated with them on the Service Types page.

3. Define the lead time and frequency for preventive maintenance services.

The preventive maintenance feature applies to preventive maintenance services only. When you define
a service and select a preventive maintenance service type on the service record, the Preventive
Maintenance check box is automatically selected; you cannot modify it.
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Note. You cannot edit the Preventive Maintenance check box on the service records of any
services that are defined with a preventive maintenance service type, unless the Preventive
Maintenance check box of the associated service type is cleared.

In addition, the system displays the Lead Time (required) and Lead Time Interval fields on the
Service page, where you define how many days, weeks, months, or years in advance of the actual
service to generate a service order for the preventive maintenance service.

Another piece of information that you specify in the Service component is the frequency (how often the
preventive maintenance process for a service repeats itself). The system uses the frequency to calculate the
next preventive maintenance due date that is recorded in preventive maintenance entries.

When you enter the start and end dates for the service frequency, the system ensures that both
dates fall within the service offering time line and do not go beyond the service start and end
dates. The system issues a warning if a frequency is not defined for preventive maintenance
services; in this case, the preventive maintenance process doesn’t start.

Note that the system issues an error if the lead time is greater than the frequency. For example, suppose
that you defined a service in which the lead time is set to two months and frequency is set to every
one month. Today is June 1. The system must create a new preventive maintenance entry for this
service because the current service order was finished this morning. According to the lead time and
frequency values in the service record, the next preventive maintenance due date (the service order
completion date plus the frequency) is scheduled for July 1, and the service order creation date (the
next preventive maintenance due date minus the lead time) is May 1: aday that has already passed.

To avoid this error, always set alead time that is less than or equal to the frequency.

4. Select afield service business unit for preventive maintenance services.

As you define a preventive maintenance service, select the field service business unit under which to
assign the service orders that are created for this service. The Field Service Unit field is available only
for preventive maintenance service records. You can overwrite the business unit that is specified for
service orders on preventive maintenance entries as long as they have a status set to Pending.

5. Define agreement lines for installed products.

Before inserting a preventive maintenance entry or creating a service order for a preventive
maintenance service, the system verifies whether the corresponding installed product has a valid
agreement. Make sure that you have added all installed products on which you want the preventive
maintenance process to run to an available agreement that has not expired.

6. Run the Application Engine process for every business unit that uses the preventive maintenance feature.
The process creates the service orders for the preventive maintenance services.

Note. We recommend that you schedule the process to run nightly.
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See Also

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Defining
FieldService Business Units, page 16

Chapter 5, “Setting Up Services,” Defining Service Types, page 27

Chapter 5, “Setting Up Services,” Defining Services, page 32

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up and Managing
Agreements and Warranties,” Defining Detailed Agreement Line Information

PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Process Scheduler

Managing Scheduled Preventive Maintenance

54

This section discusses how to:

« Edit the pending preventive maintenance entry and review the preventive maintenance history summary.
* View preventive maintenance details.

* Create preventive maintenance service orders.
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Pages Used to Manage Scheduled Preventive Maintenance

Page Name

Object Name

Navigation

Usage

Preventive Maintenance
Detail

RF_INST_PROD_PM

Installed Product and
Service, Preventive
Maintenance Detall

View or update the pending
preventive maintenance
entry, and review the history
of preventive maintenance
entriesthat iscreated for the
selected installed product.

Review Preventive
Maintenance

RF_IP_PM_INQUIRY

FieldService, Review
Preventive Maintenance,
Review Preventive
Maintenance

View preventive
maintenance entry details
from the search pageand
view their information on
theinstalled product and
serviceorder.

Preventive Maintenance
Details

RF_IP_PM_SEC_INQ

Click theinstalled product
number link on the Review
Preventive Maintenance

page.

View asummary of the
installed product and
serviceorder information
associated with the sel ected
preventive maintenance
entry. View customer,
product, agreement, order
capture, and service order
information. Click various
transfer buttons to access
corresponding components.

Create Preventive
Maintenance

RUN_CNTL_RFSOADD

FieldService, Create
Preventive Maintenance,
Create Preventive
Maintenance

Definerun control
parametersfor the
Create Preventive
Maintenance process
(RF_PM_SO_ADD).

Editing the Pending Preventive Maintenance Entry and
Reviewing the Preventive Maintenance History Summary

Access the Preventive Maintenance Detail page.
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Installed Product
Save | } Search | oF] Next| += Previous | |§. F\u:ld| Update| 360 360-Degree \.-'iew| E-'g_: Hierarchy | FPersonalize
Installed Product ID INS0000013 Description 24 in. Dishwasher 5 Cycles (St
Customer MMA Property Managernent Group ¥alue Gold¥r ¥5 75 7r
Type Product Setid CRMO1
In=talled Product Abtributes History
Pending Preventive Maintenance Service Orders Find | “iew all First 1afl Last
*Agreement Code |COM-AGR-107 QE *Renewal Number|1 Q [FH[E
*Line Number |001 a= Service PM on Dish washF]
*Business UnitlLISZIZID ;l *StatuslPending ;l
Start Date [08/11/2002 E‘j Creation Date 08/06/2002 E‘J
Comments |Preventive Maintenance Service Created from Agreement Transaction i‘
w
k)
=~ Prewentive Maintenance History Customize | Find | Yiew all | it First 1ofl Last
Date Business Unit Service Order ID Status Cornments
=

Preventive Maintenance Detail page

Note. The Preventive Maintenance Detail page is accessible only to installed products
that are controlled by asset IDs or serial numbers.

Pending Preventive Maintenance Service Orders

Displaysinformation related to the pending preventive maintenance entry that is inserted into the Preventive
Maintenance History table. You can modify the fields here as long as the entry has a status of Pending.
(The fields are blank when there is no pending preventive maintenance entry.) Click the Add a new row
button to manually create a new pending preventive maintenance entry for the installed product (for
example, when the previous one has been canceled and you want to start the cycle again).

Agreement Code Select the name of the agreement that is used to cover the selected service.
Click the Transfer to Agreement button to access the Agreement component.

Renewal Number Select the renewal version of the agreement.

Line Number Select the agreement line number that covers the service and service

product (that is, the selected installed product). If you have selected an
agreement, clicking the Transfer to Agreement Line button takes you to the
Agreement Line page. If no agreement is selected, the system takes you to the
Agreements component where you can add a new agreement.

Service Displays the service for this preventive maintenance entry. Click the
Transfer to Service button to access the Service component.

Business Unit Select the business unit for this preventive maintenance entry. Service orders
that are generated for this entry are categorized under the selected business unit.

Status Select the status of the preventive maintenance entry:

Pending: Indicates the default status of a new preventive maintenance
entry. By default, the preventive maintenance process sets the entry
status to Pending and updates the status according to the status
change of the associated service order.
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Created: Indicates that a service order has been generated for the
corresponding preventive maintenance service.

In Progress. Indicates that the preventive maintenance service order
has a service order line with one of the these statuses. Open - Hold
Assignment, Open - Hold Part, or Open - On Site.

Completed: Indicatesthat the preventive maintenance service order iscompl ete.

Canceled: Indicates that the preventive maintenance service
order has been canceled.

Enter a note for the preventive maintenance record. Any message
that was generated during the create preventive maintenance process
is captured by the system in this field.

Preventive Maintenance History

This section displaysalist of preventive maintenance entries that is generated for the selected installed product.

Date

Business Unit

Service Order 1D

Status

Displays the service order start date that is entered for the
preventive maintenance entry.

Displays the business unit to which the preventive maintenance entry belongs.

Displays the ID of the service order that is created for the preventive
maintenance service. Once the service order is generated through the
preventive maintenance process, the system populates the Service
Order ID field in the preventive maintenance entry and changes its
status to Created. Click the Transfer to Service Order button to
access the Service Order component.

Displays the preventive maintenance entry status.

Viewing Preventive Maintenance Details

Access the Preventive Maintenance Details page.
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Installed Product Details

SetID CRMO1

Customer Information

Preventive Maintenance Details

Installed Product ID IMNE0000013

Customer Name MMA Property Management Groupd Site Name Minneapolis

Department

Product Information

Agreement Information

Line 001

Service Order Details

Unit 1sz00

Service Order ID

Product Z4 in. Dishwasher 5§ Cycles (St Date Installed 07/07/2000
Item 24 in. Dishwasher & Cyecles (St Order Date 07/01/2000
Serial ID SR1015-1009 Asset Tag

Agreement Code COM-AGR-107 Renewal Number 1

Status Pending

Service Order Date 03/11/2002

Service Preventive Maintenance on Dish Creation Date 08/06/2002

Comments [Preventive Maintenance Service Created from Agreement Transaction ﬂ

Preventive Maintenance Details page

Order Capture Information

The system displays this section only if there is an integration with PeopleSoft Order Management.

Business Unit

Capture ID

Order Number

Line

Service Order Details

Unit

Service Order Date

Creation Date

58

Displays the business unit that PeopleSoft Order Management
(part of PeopleSoft Supply Chain Management) used when the
order was created for the product.

Displays the order number that PeopleSoft Order Capture used
when the order was created.

Displays the order number that PeopleSoft Supply Chain Management used if
the order request was sent to the system from PeopleSoft Order Management.

Displays the line number that PeopleSoft Supply Chain Management used if
the order request was sent to the system from PeopleSoft Order M anagement

Displays the field service business unit under which the service
order is categorized.

Displays the date when the service order starts.

Displays the date when the service order was generated.
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Comments Enter a note for the preventive maintenance record. Any message
that was generated during the create preventive maintenance process
is captured by the system in this field.

Creating Preventive Maintenance Service Orders
Access the Create Preventive Maintenance page.

To create service orders for installed products that are eligible for preventive maintenance services, run the
Create Preventive Maintenance process. It isrecommended that you schedule this process to run nightly.

See Also
PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Process Scheduler
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CHAPTER 7

Creating and Managing Service Orders

This chapter provides an overview of service orders and describes how to:

» Set up automatic calculation of dates and times for service orders.
* Set up automatic service order assignments.

» Set up service order assgnment notifications.

» Set up service order escalation notifications.

* Manage service orders.

Understanding Service Orders
This section discusses:

* The service order data mode!.
e Service order status levels.

Methods for accessing service orders.
» Service order toolbar functions.

Note. PeopleSoft Customer Relationship Management (PeopleSoft CRM) delivers an enterprise integration
point (EIP) that you can use to integrate service orders with third-party voice recognition applications.

See Also

PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

The Service Order Data Model

A service order records a request for a service provided by the company. You can assign a service
order to the technicians who will perform the requested work, order materials that are required

to perform the work, and track progress. You can aso record expenses, labor time and material
usage that are incurred while performing the requested work.

In PeopleSoft CRM applications, call center agents and dispatchers can enter multiple service
orders for a case in PeopleSoft Support or enter a service order directly in PeopleSoft Integrated
FieldService. Service technicians can work with a streamlined view of the service orders that
have been assigned to them through the My Service Order component.
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Each service order is composed of a header, which captures customer, service, and agreement
information and at least one activity, which represents the work associated to the service requested by
the customer. Asillustrated in the this diagram, each activity of a service order is associated with one
or more technician assignment and material management records. Use the Service Order component
to perform various actions throughout the service order management process.

SIMPLE SERYICE ORDER DATA MODEL
Service Qrder
Header
Activity
Technician . :
Assighments Time haterial

Service order data model
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SERVICE ORDER PROCESSING

Record information related to the

activities required to complete service AUl

Check availablity of required materials Required Material
needed to complete service page

Find and suggest solutions to resolve

. Solutions page
service problems pag

Record time, material, Time Material
and expense information Expense Page

Enter notes and attachments for

service orders Notes page
Record, update, or view a customer's Billing page
billing information 9pag
Review interactions associated with Interaction
service orders History page
Link business projects and branch Related
scripts to service orders Objects page

Service order processing

You can perform technician assignments manually on the Service Order activities page,
or you can enable the system, at the business unit level, to automatically assign provider
group and group members to new service orders.

In PeopleSoft I ntegrated FieldService, you can enable the system, at the business unit level, to automatically
calculate the committed start and end dates and times for service orders. When you select an agreement,
warranty, or on-demand service in the service order, the system performs the calculation based on the
response and restore entitlements of the selected agreement or warranty and displays the associated
entitlement information in the Entitlements group box on the Service Order page.

Service entitlementsare primarily used if both the agreement and warranty are not available for the service order.

Note. If an agreement or warranty is tied to a service agreement but there are no response and restore
times entitlements associated with it, the system uses the information that is tied to the service.
Thisis only true if there is a warranty without restore and response entitlements. If thereis an
agreement without restore and response entitlements, no calculation is done.
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Depending on your business needs, you can launch a business project or branch scripts from a service
order. Use a business project to coordinate and track the work involved in performing a sequence of
tasks, and use a branch script as a tool for technicians to troubleshoot service tasks. From the Service
Order component, you can also view alist of interactions that were created for the service order and
view or add notes and attachments to the service order at the header and activity levels.

See Also
Chapter 9, “Working with My Service Orders,” page 129

Service Order Status Levels

The service order status reflects the current processing state of a service request. The processing status
istracked at two levels: the service order header and the service order activity. The header level
reflects the general processing status of the entire service request, while activity-level status provides a
more detailed view of each activity that is associated with the service request.

Header Level Status

At the header level, a service order can have one of four status values.

Open Thisistheinitial status of a new service order. At the service order header
level, the status remains open until all associated service order activities
have a status of Completed, Canceled, or Closed.

Completed When all associated activities have a status of Completed, Canceled, or
Closed, the system automatically changes the status at the service order header
level to Completed. You can record time, expense, material usage, and billing
information (if the service order is billable) and view address information.
However, you cannot order additional material for the service order or change
any of the field values on the Service Order page except the status value. You
can change the status from Completed to Closed or Canceled.

Note. If required, the service order must be approved at the header
level to attain the Completed status.

Closed The service request has been finished and all time, expense, and materia
information has been entered. For billable service orders, set the service
order status to Closed when all time, material, expense, and billing
information has been recorded for a completed service order. Once the
service order header status is changed to Closed, you cannot change the
status again or make any changes to the service order or to the associated
time, material, and expense records or billing information.

Note. The system automatically initiates the billing process if you
have set up an integration to PeopleSoft Transaction Billing Processor
when the status changes to closed

Canceled You can select this status at the level of the service order header only if all
associated service activities have a status of Completed, Canceled, or Closed.
Oncethe service order header is set to Canceled, you cannot change the status
again nor modify any other fields on the Service Order page. However, you
can continue to enter associated time, material, and expense records for
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associated completed or canceled service order activities that were previously
recorded for the closed activities on the canceled service order.

Note. If you change the status to canceled at the service order level,
the system will not initiate billing even if you have items marked as
billable and you cannot make any time changes.

Each service order activity on a service order can have one of the these status val ues:

Accepted

Assigned

Canceled

Closed

Completed

En Route

PeopleSoft Proprietary and Confidential

To accept an assignment, the technician or a representative for the technician
manually changes the activity status to this value.

Note. Once the status has been set to Accepted, it cannot be changed
to Hold Assignment, Assigned, or Rejected.

When a technician is assigned to a service order activity, the system
automatically changes the activity status to this value.

Once the service order activity status is changed to Canceled, you
cannot make any changes to the fields on the service order activity or
order material for the activity. However, you can continue to capture
associated time, material, and expense information for the activity until
the status at the header level is changed to Closed.

After you record all time, material, expense, and billing information for a
completed service order activity, select this status to indicate that billing
processes can be initiated for the service order.

Once the service order activity status is changed to Closed, you should not
make any changes to the activity or to the time, material, and expense records
that are associated with the activity. However, since time and expense

don’t have to be tied to an activity, you can still enter time and expense
information until the service order statusis set to closed

Note. Billing isnot initiated for individual lineswhen a user changes the status
of an activity to closed. The system does not initiate the billing process until
a user changes the status of the entire service order to closed.

When the service order activity reflects this status value, you can record
time, expense, and material usage; however, you cannot order additional
material for the service order or change any of the field values on the service
order activity except the status value. You can change the status on the
service order activity from Completed to Closed or Canceled.

Note. If required, the activity must be approved before you
change its status to Completed.

While the technician is on the way to the customer’s site, the technician or a
representative for the technician can manually change the activity status to this
value. This status value is informational only and can be set manually for a
service order activity in any of the open status val ues, except for Rejected.

67



Creating and Managing Service Orders

68

Hold Assignment

Hold Customer

Hold Part

On Site

Rejected

Chapter 7

Note. The system returns an error if you change the service order activity
status to En Route after it is set to Completed, or Rejected.

A technician has not been assigned to the service order activity. When
you first create a service order, the system sets the header status to
Open and the activity status to this value.

The system automatically changes the activity status from this value

to Assigned if a technician has been assigned to the service order
activity manually by a dispatcher or call center agent, through automatic
assignment, or as aresult of a default assignment.

Work for the service order activity is on hold pending action from the
customer. This status value is informational only and can be set manually
for a service order activity in any of the Open status val ues.

Work for the service order activity is on hold pending the receipt of ordered
material. This status value is informational only and can be set manually
for a service order activity in any of the Open status val ues.

On arrival at the customer’s site, the technician or a representative for the
technician manually changes the activity status to this value.

Note. Once the status has been set to On Ste, you cannot change it
to Hold Assignment, Assigned, or Rejected.

To rgject an assignment, the technician or a representative for the
technician manually changes the activity status to this value. Activities
with this status can be manually changed to Hold Assignment, Hold
Part, Hold Customer, or Assigned.

Note. Changing the service order activity to Accepted or Rejected applies
to all technicians assigned to the line. You cannot accept or deny specific
technician assignments on a service order activity.

Summary of Time, Expense, and Material Availability Based on Status

For combinations of Open, Completed, Closed, and Canceled status values at the service order header, this
table summarizes when the time, expense, and manage material transactions can be recorded:

Header Status

Time, Expense, and Material

Open

Enabled

Canceled

Disabled

Note. Can't order materias, however.
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Header Status Time, Expense, and Material
Completed Enabled
Note. Can't order materias, however.
Closed Disabled

Methods for Accessing Service Orders

You can create or access service orders:

From the system navigation.
- Select FieldService, Create a Service Order from the |l eft navigation menu to create new service orders
- Select FieldService, Search Service Orders from the left navigation menu to update service orders.

Because service orders are keyed by business unit, you need to enter a business
unit when you create or find service orders.

From the Case component.

You can create a service order from a PeopleSoft Support case. Access the Related Actions page of
the case and create a service order. Enter the business unit (prepopulated with the case’s business
unit) and service for which the service order is created. The system populates the new service order
with the case ID, customer, product, and service information from the case. You can also reselect an
agreement or warranty that is specific to the service order. Also, the system defaults the problem
description on the service order from the problem summary on the case

From the 360-Degree View.

You can create new service orders from the 360-Degree View of a contact or company by selecting Add
Service Order from the Go To drop-down list box. The system populates the new service order with
customer information from the 360-Degree View and the business unit that is defined for the user who is
currently signed in from the User Preferences menu. If the business unit value is not specified, the user
will be asked to enter the business unit for the new service order. You can aso view or update service
orders that are associated with the given contact or company from the Activities group box.

From PeopleSoft Order Capture.

You can create service orders through PeopleSoft Order Capture if the customer is ordering
a product that requires installation and a service order. Users can select the Installed Product
tab on the Product component to see how this is set up.

While service orders are usually created manually by using one of the these methods, some service orders
are periodically generated by the system. These service orders, when you have enabled the preventive

maintenance functionality in the system, are created by an Application Engine program for installed products
that are covered by agreements and require scheduled preventive maintenance services.

See Also

Chapter 6, “Working with Scheduled Preventive Maintenance,” page 47
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Service Order Toolbar Functions

The PeopleSoft CRM toolbar is delivered on the Service Order page and several PeopleSoft Integrated
FieldService-related components, providing easy access to PeopleTools actions (such as saving pages),
application-specific functions (such as sending notifications in service orders and cases), and useful
summary information that is specific to the component you are viewing.

The configurable toolbar is available for most PeopleSoft Integrated FieldService-related components. These
are the list of buttons and data elements that are used in toolbars for these components. Some of them are
common across al PeopleSoft CRM applications, whereas some are specific to pages.

Save

360 |

Click the Save button to save the page you are currently working on.

Click the Search button to go back to the search page with the search
results list, which is where you accessed the current page.

Click the Add button to add a new service order.

Click the Next button to go to the next record in the search results list.

Click the Previous button to go to the previous record in the search resultslist.

Click the 360 Degree View button to access the 360-Degree View page,
where you can view details of the company or contact that is listed
on the current page and perform transactions.

Click the Notification button to access the Email page (RF_SO_ADHQC),
where you can send an email message to a person or provider group. You can
apply a delivered template or add attachments to the text message.

The system transfers you to the same page if you click the Email
Selected Notes button on the Notes page (summary view). The system
prepopulates the subject line and message body with the corresponding
service order ID. This functionality is available only to the Service
Order and My Service Order components.

This button is also used in the Service component. The system brings
you to the Email page (RF_SVC_ADHOC_EMAIL) if you click
the button from the Service component.

Click the Correspondence button to access the Create Correspondence
page, where you can send text messages to prepopul ated recipients through
different channels (email or print). PeopleSoft Integrated FieldService
delivers two templates that you can use when a correspondence is sent:
Service Order Status, which is athank you note with current service order
status information for the customer and Service Order Satus - Failure, which
is a note stating that the status information cannot be retrieved because of
aninvalid service order ID. You can add attachments to the text message
and schedule when it should be delivered. Once a correspondence is

sent, the system automatically creates an interaction on the 360-Degree
View for the associated contact. The interaction is aso viewable from the
Interaction History page of the associated service order.
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Note. Before creating a correspondence, make sure a contact is
available on the service order. The system prepopul ates the Recipients
field of the correspondence request with the contact defined for the
service order. The field is populated with the consumer name, if the
contact is not available on the service order.

This functionality is available only to the Service Order and My
Service Order components. The system passes the business unit,
service order 1D , customer (either a company or a consumer), and
contact name to the correspondence request.

Click the Hierarchy button to view the installed products that meet the
customer , site, product, and serial number, available on this page.

The system displays the parent, child, and sibling relationships for the
selected installed products on the Installed Product Hierarchy page. The
button is available only from the Service Order, My Service Order,

and Installed Product and Service components.

Note. This button is hidden from the Service Order and My Service Order
toolbar if you selected Prompt for Product Master, Hide Installed Product

I nformation or Hide All Product Information on the service order configuration
template that is used by the business unit of this service order.

Click the Email button to access the Outbound Email page where you can
select templates, add attachments, and send email to recipients.

Click the Map Dashboard button to access the Map Dashboard page

and view the map and tabular data generated for the currently opened
service order. This functionality is accessible from the page in the Service
Order and My Service Order components and is available only when
Environment Service Research Institute (ESRI) isinstalled.

Click to access the Personalize Toolbar page, where you can change the
way buttons are displayed on the toolbar and hide them.

Select to display dates and times at both service order header and activity
levels based on the selected time zone. Options include:

My Time Zone: Your local time zone, according to your user personalizations.

Customer: The customer’s time zone, based on the time zone selected for
the address that is associated with the site, contact, or customer.

Note. If you select the time zone of Customer, the PeopleSoft CRM system
first checks for and uses the time zone that is associated with the site’s primary
address. If thisinformation is unavailable, it looks for the time zone that is
defined in the contact’s primary address. If thisinformation is also unavailable,
the system uses the time zone that is associated with the customer’s primary
address. If none of these addresses includes time zone information, the date
and time display remains the same regardless of what you select.

Displays the value of the customer derived from the Customer Data Model
(CDM). This value is also available from the Company page.
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See Also
PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Configuring Toolbars’
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Using the 360-Degree View”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Understanding Correspondence”

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Setting Up ESRI Integration”

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Understanding
Field Service Configuration Templates, page 15

Setting Up Automatic Calculation of Dates and
Times for Service Orders

This section provides an overview of the automatic calculation of dates and times for service orders and
discusses how to set up the automatic calculation of dates and times for service orders.

Understanding Automatic Calculation of Dates and
Times for Service Orders

For each service order activity, you enter planned dates and times that indicate when the assigned technician
is planning to begin and finish the task based on customer’s entitlements. These values are used in service
order workflow processes that help you monitor service order statuses and send out notifications if any
service order fails to begin at the committed start time or to finish at the committed end time.

Note. The system only uses the dates at the header level (committed or customer preferred) for
Active Analytic Framework (AAF) processing and notifications.

In PeopleSoft Integrated FieldService, you can turn this manual calculation process into an automatic one by
enabling the automatic calculation functionality at the business unit level in the PeopleSoft CRM system.

When you create a service order and select an agreement, warranty, or on-demand service, the
system automatically calculates the committed start and end dates and times for service order
activities based on the entitlements that are associated with the selected agreement, warranty, or
service. The system also populates the values in corresponding fields.

This diagram outlines the process flow for the automatic calculation of dates and times for service orders:
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Create service order

Select service for
service order

Select agreement or

warranty for service Yes
order
Does system Is service , N
return any agreement titl t defined No Automatic calculation is
y ag en |.emen. alis not performed
or warranty? in service?
Yes

Is there a default service
Calculates start and end dates and level for the business unit?
times based on the availability of

guaranteed response or restore Yes
times and service level.
No
Yes
Does service Populates planned start and Automatic
order have multiple No end dates and times for calculation is not
service order activities? service order. performed

Yes

Determines if activities can be done in
sequence. Updates planned start and
end dates and times based on task
duration for each activity.

Process flow for the automatic calculation of dates and times for service orders
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Asyou click the Select Agreement or Warranty button on the service order to search for and select an
applicable agreement line or warranty, the system calcul ates the committed start and end dates and times for
the service order based on the entitlements that are associated with the selected agreement or warranty. The
system also calculates the task duration of service activities that are linked to the service order. The calculation
isdone at two levels: once at the overall service order level where the service level, guaranteed response,

and guaranteed restore times are used to calculate the committed start and end dates and times, and again

at the service order activity level, where the service level, guaranteed response time, and task duration are
used to calculate the planned start and end dates and times of the service order activity.

The same calculation occurs when you select a new service for the service order with or without any
preselected agreement or warranty. If an agreement or warranty already exists and the new service has
multiple service activities, the system replaces old service order activities with new ones and recalcul ates
the staggered dates and times for al service order activities based on the estimated task duration that is
derived from the new service activities. In the absence of an agreement or warranty, the system uses

the service entitlements that are defined in the Service component in the calculation.

Note. The agreement or warranty entitlements take precedence over the service entitlements. For
example, if you select an agreement or warranty after a service has been specified on the service order,
the system performs the automatic calculation of planned start and end dates and times for service order
activities again by using entitlements of the selected agreement or warranty.

Calculating Overall Committed Start and End Dates and Times for Service Orders

To calculate the overal committed start and end dates and times of a service order, the
system uses these entitlements as calculation inputs:

» Guaranteed response time (the guaranteed amount of time within which a customer receives a
response from the service provider regarding the reported issue).

» Guaranteed restore time (the guaranteed amount of time within which product functionality
needs to be restored for customer).

» Service leve (the service provider’s days and hours of operation).

Once these values are identified, the system calculates the planned start and end dates
and times by using the these formulas:

(Committed Start Date and Time) = (Current Date and Time) + (Guaranteed Response
Time) + (Service Provider’s Nonworking Hours)

(Committed End Date and Time) = (Current Date and Time) + (Guaranteed Restore
Time) + (Service Provider’s Nonworking Hours)

For example, a customer reports an issue and a service order is created on Friday, July 19,
at 1 p.m. Suppose the customer has these entitlements:

» Guaranteed response time: 2 hours (120 minutes).
» Guaranteed restore time: 10 hours (600 minutes).
» Service level: 8 am. to 5 p.m., Monday through Friday.

According to the service level, no service is provided after Friday at 5 p.m. until the next Monday at 8 am;
therefore, the end date needs to be extended to next Monday. The calculations are as follows:

(Committed Start Date and Time) = (July 19 a 1 p.m.) + (2 hours) + (0 hour) = (July 19 at 3 p.m.)

(Committed End Date and Time) = (July 19 a 1 p.m.) + (10 hours) + (63 hours from July 19
at 5 p.m. through July 22 at 8 am.) = (July 22 at 2 p.m.)
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The calculated committed start and end dates and times are Friday, July 19, at 3 p.m. and Monday, July 22,
at 2 p.m., respectively. After the calculation is completed, the system displays the date and time values
in the Entitlements Section in the Service Details group box on the Service Order page.

Calculating Planned Start and End Dates and Times for Service Order Activities

To calculate the planned start and end dates and times of a service order activity, the
system uses these calculation inputs:

» Guaranteed response time (used by only the first service order activity).
» Guaranteed restore time (if no response time).

» Service level.

» Task duration of the service order activity.

The system populates the planned start date and time of the first service order activity with the values that are
calculated for the overall service order. It then calculates the planned end date and time of this service order
activity by adding the activity’s task duration (specified in the Duration field) to its planned start date and time.

Note. The system will also go backwards to calculate planned start and end dates; so, if you only have a
restore time, it starts with the last activity and go backwards to compute the proper dates.

If there are multiple service order activities in the service order, the planned start and end dates and
times of other service order activities are calculated by using these formulas:

(Planned Start Date and Time) = (Planned End Date and Time of Previous Line) + (1 minute)
(Planned End Date and Time) = (Planned Start Date and Time) + (Task Duration)

For service orders that include multiple service order activities, the planned start and end dates and times are
staggered serially based on the estimated duration for each service activity. The planned start date and time of
the next service order activity is calculated by adding one minute to the end date and time of the previous task.

The calculation staggers the planned start and end dates and times for service order activities based on their step
numbers. When service activities have the same step number (that is, parallel tasks), they will have identical
planned start dates and times. Because the planned end date and time of parallel tasks are based on the estimated
duration of tasks, their end dates and times are different if they have different task durations. The system uses
the latest end date and time of the parallel tasks to cal cul ate the planned start date and time of the next task.

From the previous example where the overall start and end dates and times are cal culated, the service
order is planned to start on Friday, July 19, at 3 p.m. Suppose this service order has four service
order activities. Based upon the step number and estimated task duration for each service activity, the
planned start and end dates and times of each service order activity are calculated:

Service
Order Step Estimated Planned Start Date and Planned End Date and
Activity Number Duration Time Time
1 10 3 Friday, July 19, 3p.m. Monday, July 22,9 am.
2 20 2 Monday, July 22,9:01 a.m. Monday, July 22, 11:01 a.m.
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Service
Order Step Estimated Planned Start Date and Planned End Date and
Activity Number Duration Time Time
3 20 25 Monday, July 22, 9:01 a.m. Monday, July 22, 11:31 am.
4 30 1 Monday, July 22, 11:32 a.m. Monday, July 22, 12:32 p.m.

The assigned technician begins working on the first service activity at 3 p.m. on Friday and finishesit at 9 am.
next Monday. Because Saturday and Sunday are not defined as business days in the service level agreement,
there are no activities on these two days. Note that the second and third service activities are paralel tasks (they
have the same step number). The system does not perform staggering for paralle tasks; therefore, both service
order activities have the same planned start date and time (that is, 9:01 am. on Monday). In this example the
two parallel tasks have different estimated task duration, so each one has a different planned end date and time,
and the system takes the later one plus one minute as the planned start date and time for the next task. At the
end, the technician finishes the last service activity starting at 11:32 am. through 12:32 p.m. on Monday.

If the total amount of estimated hours needed for all service activities exceeds the guaranteed
restore time, which causes the planned end date and time of any activity to be later than the
guaranteed restore date and time, the system issues a warning and sets the planned start and end
dates and time of these activities to the committed end date and time.

Situations in Which Automatic Calculation Is Unavailable

This list summarizes the conditions under which the committed start and end dates
and times are not populated on a service order:

1. The service level is not available in the customer’s entitlements.
2. The guaranteed restore and restore time is not available in the customer’s or service entitlements.

Dates and times are not displayed at the service order activity level if any of the preceding conditions occurs.

Example 1 Example 2 Example 3
Isthe guaranteed responsetime Yes Yes No
availablein entitlements?
Isthe guaranteed restoretime Yes No Yes
availablein entitlements?
Istheservicelevel availablein No Yes Yes
entitlements?
Will the committed start date and No Yes No
time be calcul ated?
Will the committed end date and No No Yes
time be calcul ated?
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Example 1 Example 2 Example 3

Will the planned start date and time No Yes Yes
bedisplayed at the service order
activity level?

Will the planned end date and time No Yes Yes
bedisplayed at the service order
activity level?

Note. Dates and times are not automatically calculated or populated if the service level
is not available in customer’s entitlements.

Notifications

Based on the planned start and end dates and times for the service order, the escal ation process sends out
notifications for the service order if it is not completed by the planned end date and time. In the previous
example on staggered service order activities, the service order is scheduled to finish by 12:32 p.m. on
Monday, July 2. If this requirement is not fulfilled on time, the system uses the policies invoked by the active
analytics framework system to send out a notification for the service order indicating a missed commitment.

Note. If you add a new service order activity to a service order, the system automatically populates
the activities planned start and end dates and times. If you delete a service order activity, the date
and time values for existing service order activities are not recal culated.

How Auto Calculation is Used to Reset Dates for Activities

On the Service Order - Activities page you can use the Activity Actions group box to change the planned
start and end dates as well as times for al activities that are associated with the service.

In this situation the system uses the autocal culation functionality to reset the planned dates and times
appropriately for each activity. If no service level can be determined for the service order, then the default
service level for the business unit is used by the autocal culation function to reset the planned dates and times.

The same is true for the new end dates, except the autocal culation function schedules the
activities backwards based on the new end date and time.

Calculating Dates and Times for Preventive Maintenance Service Orders

For service orders that are created through preventive maintenance, their committed start dates and times
are processed by the automatic calculation functionality. As a preventive maintenance service order is
generated, the service order start date and a default time of 12:00 am. are passed into the automatic
calculation feature. Automatic calculation uses these two pieces of information, along with the associated
service level, to calculate the committed start date and time of the service order. Should the service order
start date fall outside the period in the service level, the system adjusts the committed start date and time to
the next available day and time that is covered by the service level. For instance, if the start date of the
service order is July 22, Monday, and the associated service level is 8 am. to 5 p.m., Monday through
Friday, the calculated committed start date and time becomes July 22, Monday at 8 am.

Similar to regular service orders, the calculation of committed end date and time for preventive maintenance
service orders are based on the committed start date and time, guaranteed restore time and service level.
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Setting Up the Automatic Calculation of Dates and
Times for Service Orders

To set up automatic calculation of dates and times for service orders:

* Activate the automatic calculation functionality in the system.

Make sure the Calculate Date/Time check box is selected at the business unit level for all
business units in which the functionality will be used.

» Define service entitlements.

Service entitlements are used in the automatic calculation process when agreement or warranty entitlements
are not available. You can define service entitlements for on-demand services only; the Select Entitlement
link is inaccessible if the On Demand check box for the service is cleared.

See Also
Chapter 5, “Setting Up Services,” Defining Service Entitlements, page 38

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Defining
FieldService Business Units, page 16

Setting Up Automatic Service Order Assignments

This section provides an overview of automatic service order assignments and discusses
how to enable automatic service order assignment.

Understanding Automatic Service Order Assignments

In PeopleSoft Integrated FieldService, each service order activity is associated with at |east one
provider group and at least one technician, who goes out to the customer’s site and performs service
requests. When you create a service order and select a service or agreement on the page, the system
automatically populates the service order with the provider group and technician that are defined for
the associated service or agreement (values from the agreement take precedence).

But because these values are optional for services and agreements, the provider group and group member
will not be prepopulated on the service order if they are not specified in the selected service or agreement.
Alternatively, you can perform the assignment either by selecting the provider group and technician from
the prompt lists, or as a more effective solution, by clicking the Suggest a Provider Group and Suggest
Group Member buttons and letting the assignment engine determine the best recommendations for the
tasks. These are, however, manua processes in which you need to click the buttons on the service order.
Otherwise no provider group or technician assignment is made when you save the page.

The system enables you to turn service order assignment into an automated process. By activating the
automatic service order assignment feature at the business unit level, the system performs automatic
provider group and technician assignments whenever a new service order is saved.

Note. Regardless of how assignments for the provider group and technician are made, you can
modify the values in the Technician Assignment group box on the Activities page as long as the
corresponding overall service order or service order activity status remains open.
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How Does Automatic Assignment Work

Automatic assignment utilizes the same assignment engine that is used by the Suggest a Provider Group and
Suggest Group Member buttons. When a service order is saved, the assignment engine identifies the best
suited provider group and group member for the service order and populates the values in the Provider Group
Name and Technician Name fields in the Technician Assignment group box for each activity.

Automatic assignment is only available when the provider group name and technician name are left blank
when the page is saved. In other words, automatic assignment will not be done for activities in which a
provider group or technician already exist. For example, you may choose to assign the values manually in
the service order, or the values were populated from the associated agreement or service. These values
will not be altered by the automatic assignment functionality when you save the service order.

Note. Auto assignment only assigns the activities on the service order. The activity actions available at the
header level on the Service Order - Activities page are only used if you want to apply status changes, planned
date actions, and technician assignments to all lines. It has nothing to do with auto assignment.

Whether a technician assignment can be made successfully depends on several factors, such as the
availahility of technicians, the presence of an assigned provider group, and so on. The assignment
engine observes the these rules when it automatically assigns service orders:

* No provider group is automatically assigned if the assignment engine returns no matches for provider group.

* No group member (technician) is automatically assigned, if there is no assigned
provider group at the same level.

In the case when an assigned provider group is available, there is still no technician assignment
if the assignment engine returns no matches for technician.

Note. If the Candidate must be available check box is selected at the business unit level, the
assignment engine considers only provider groups and group members that are available during
the time the service is performed. Assignments are also based on work schedule. No automatic
assignment is made if this check box is selected and no provider group or technician is available.
In this case you must uses the technician’s calendar to determine availability.

* You can assign atechnician to a service order regardless of the committed start and end dates.

The service order, however, is only written to the technician’s calendar when planned start and
end times are specified. Also, if you configured the system to search for assignment candidates
based on availability, the planned start and end dates and times must be specified to determine
the availability of the provider groups and group members.

* For any service activity that requires multiple technicians, the same number of technicians with the highest
fit scores in the search results are selected and assigned to the corresponding activity.

However, if the service activity requires only one technician and more than one candidate is qualified for the
assignment, the one with the best fit score is assigned to the activity. Also, if there are not enough qualified
technicians, the service order activity is saved with fewer technicians than are required. 1f the number of
technicians for the line's specific activity is zero, then no automatic assignment is made for that line.

After a technician has been automatically assigned to a service order activity, the
system changes its status to Assigned.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up and Performing
Assignment Searches,” Understanding Assignment Searches
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Enabling Automatic Service Order Assignment
To enable the automatic assignment of provider groups and group members on service orders:

 Activate the automatic assignment feature in the system.

Make sure the Automatic Assignment at save check box is selected at the business unit level
for all business units in which the functionality will be used.

 (Optional) Decide whether candidates need to be available for the task when the assignment
engine suggests eligible candidates to assign to a service order.

Select the Candidate must be available check box if you want the assignment engine to consider only
provider groups and technicians that are available at the time requested on the service order.

See Also

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Defining
FieldService Business Units, page 16

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Defining Holiday
Schedules,” Understanding Holiday Schedules

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Using
Caendars,” Understanding Calendars

Setting Up Service Order Assignment Notifications

This section provides an overview of service order assignment notifications and discusses
how to set up assignment notifications.

Note. In addition to PeopleCode, PeopleSoft Integrated FieldService leverages Active Analytics
Framework (AAF) to trigger workflow actions and send notifications. Use AAF to set up
workflow processing, which includes setup contexts, terms, and policies. When the conditions
that are defined in policies become true, associated workflow actions are triggered automatically
and corresponding notifications are sent to assigned recipients.

Understanding Service Order Assignment Notifications

You can enable workflow policies for service order assignment to notify affected provider groups and
group members when a service order is assigned and when the service order assignment is changed.
Notifications to the provider group and the assigned group member are triggered when you make

a new assignment, when you reassign a previously assigned service order activity, and when you
delete an assignment. If you select the Use Members to Broadcast check box on the Provider Group
page, assignment notifications are also sent to all members of the provider group, which means that
the assigned group members receive two notifications for each trigger event.

When a service assignment is accepted or rejected or when a service order activity is canceled, assignment
workflow policies aso send notification messages to the person who created the service order; that is,
the person whose user ID islisted in the Entered By field on the service order.

You can publish notifications as worklist entries, emails, or both, depending on the user profile
of the person receiving the notification and other system settings. Email notifications provide a
link to the service order where the notification trigger event occurred.
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As delivered, the system offers these workflow policies for service order assignment notifications. All
the policies are triggered by saving the service order after an assignment is made or after the status
changed. Notifications are triggered for each service order activity line that is affected.

Service Order Assignment Workflow

This workflow policy sends a message to the affected provider groups and group members
when the service order is assigned for the first time.

Service Order Assignment Change Workflow

This workflow policy sends a message to the affected provider groups and group members when a
service order activity assignment is changed from one technician to another.

Service Order Activity Cancellation Workflow

This workflow policy sends an email message and worklist entry to the assigned provider groups and
group members on a service order activity when the line's status is changed to Canceled.

Service Order Assignment Accepted Workflow

This workflow policy sends an email and worklist entry to the creator of the service order when
any service order activity status values are changed to Accepted.

Service Order Assignment Rejection Workflow

This workflow policy sends an email and worklist entry to the creator of the service order when
any service order activity status values are changed to Rejected.

See Also

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

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

Setting Up Assignment Notifications
To set up notification workflow for service order assignment:

1. Associate worklist groups with each provider group.

When you make or modify a service order activity assignment, you can create a worklist entry
for the worklist group that is established for the provider groups that were affected by the
assignment or assignment change. Define worklist groups on the Worklist Groups page and then
associate them with a provider group on the Provider Group page.

2. Define an email address for the provider group.

The system can also send assignment notificationsto an email address representing the provider group. Enter
an appropriate email address for the provider group in the Email Address field on the Provider Group page.

3. Specify whether to send assignment notifications to each member of the provider group.
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You can send assignment notifications to each member of the provider group. Select the Use Members
to Broadcast check box on the Provider Group page. Each member of the provider group will

receive a notification when an assignment or an assignment change affects the provider group. The
notification is published as a worklist entry, an email, or both, depending on the routing preferences
for the group member on the Workflow page of the User Profiles component.

4. Define valid email addresses for the people who receive email notifications.
Define primary email addresses for provider group members and service order creators.

Note. Workers' person IDs are associated with user IDs on the User Profile page under Workforce,
Worker or on the ID page under PeopleTools, Security, User Profiles. For workflow notifications to
function properly, each person in the system should be linked to only one user ID.

See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Understanding Correspondence”

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Understanding
Correspondence,” Automated Communications

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 Enter prise PeopleTools 8.45 PeopleBook: PeopleTools Security

Setting Up Service Order Escalation Notifications

82

This section provides an overview of service order escalation notifications and discusses
how to set up escalation notifications.

Understanding Service Order Escalation Notifications

Workflow rules for service order escalations notify the creator of the service order (the person
whose user ID is listed in the Entered By field on the service order) when the service order has not
been processed within a set period. Escalation messages are triggered when a specific condition is
not met at a system-defined point in the time period that is defined by the service order creation
date and the committed start or end time on the service order.

As delivered, the system offers these workflow rules for service order escalation notifications. These
rules are triggered automatically if the described conditions are met.

See PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook, “ Delivered
Active Analytics Framework System Data for PeopleSoft CRM Applications’.

Service Order Not Started Workflow

The system schedules a process to check the service order timelog at two time points equal to 100
percent and 120 percent of the required processing period, defined by the service order creation date
and the customer preferred dates, if they are available, or the committed dates on the service order. If
there is no timelog entry, the system sends a message to the service order creator.
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Note. There is no rescheduling functionality available in AAF.

Service Order Not Assigned Workflow

The system schedules a process to check the service order assignment at three time points equal to 20
percent, 50 percent, and 100 percent of the required processing period, defined by the service order creation
date and the customer preferred dates, if they are available, or the committed dates on the service order. If
no technician is assigned to the line , the system sends a message to the service order creator.

Service Order Not Completed Workflow

The system schedules a process to check the service order activity status at two time points equal to 80 percent
and 100 percent of the required processing period, defined by the service order creation date and the customer
preferred dates, if they are available, or the committed dates on the service order. If the service order statusisnot
set to Completed, Closed, or Canceled at either point, the system sends a message to the service order creator.

Service Order Response Time Exceeded Workflow

When the service order statusis set to closed, the system comparesthe earliest date and time in the timelog with
the customer preferred if exists, else committed. If the earliest date and time found in thetimelog islater than the
committed (or customer preferred) start date and time, the system sends a message to the service order creator.

Service Order Restore Time Exceeded Workflow

Thisrule is identical to the Service Order Response Time Exceeded workflow definition,
except that it uses the latest date and time in the timelog.

See Also

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

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Setting Up Business Projects’

Setting Up Escalation Notifications
To set up service order escalation workflow:

1. Activate the AAF Policy
(Select Setup CRM, Common Definitions, Workflow, Actions, Rule.)
2. Define notification routing preferences for the people who enter service orders.

On the Workflow page under PeopleTools, Security, User Profiles, indicate whether the person isaworklist
user, an email user, or both. If you select both the Worklist User and Email User check boxes, two notices,
an email and aworklist entry, are sent each time a workflow process is triggered for that person.

3. Define valid email addresses for the people who receive email notifications.

Note. Worker’s person | Ds are associated with user IDs on the User Profile page under Workforce,
Worker or on the ID page under PeopleTools, Security, User Profiles. For workflow notifications to
function properly, each person in the system should be linked to only one user ID.
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See Also

PeopleSoft Enterprise CRM 8.9 Automation and Configuration Tools PeopleBook,
“Correspondence Management”

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Defining Workers”
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Working with Contacts’
PeopleSoft Enter prise PeopleTools 8.45 PeopleBook: PeopleSoft Security

Managing Service Orders

This section provides an overview of when service order fields cannot be modified,
lists common elements, and discusses how to:

» Enter or modify service orders.

» Enter information related to specific activity lines.

* View required materials.

» Use solutions to resolve problems.

» Track time, material, and expenses associated with a service order.
* Add notes and attachments.

* Record hilling information.

* View interaction history.

* Insert related objects.

Understanding When Service Order Fields Cannot Be Modified

Your ability to edit fields on the service order header depends on whether the service order has been saved,
how you access the Service Order component, and whether the service order is covered by an agreement or
warranty. This table lists the conditions that prevent changes to specific fields on the service order:

Condition Service Order Fields That Cannot be Updated

You save aservice order. Customer, ServicelD, and CaselD.

You select an agreement in aservice order. Site Name, SIN (siteidentification number), Product ID, and Serial
Number.

You select awarranty in aservice order. Product 1D and Serial Number.

You createaservice order from acase. Product ID, Site Name, Serial Number, and Case ID.
Note. TheProduct ID and Serial Number fieldsare not editableif
values are passed into them from the case.
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Common Elements Used in This Section

Committed Start Date,
Committed Start Time,
Committed End Date and
Committed End Time

Customer Preferred Start
Date, Customer Preferred
Start Time, Customer
Preferred End Date and
Customer Preferred

End Time

Planned Start Date,
Planned Start Time,
Planned End Date and
Planned End Time

PeopleSoft Proprietary and Confidential

Committed dates are generated by entitlements. Committed dates are
never available for update. They are read only.

If the automatic service order date and time calculation feature is enabled
for the business unit, the committed date and time fields are calculated
and populated automatically in the Dates and Times of Service group
box on the Service Order page, and the planned dates and times are
populated at the activity line level on the Activity page.

For service orders that have multiple activity lines, these values stagger
at the activity line level based on the estimated duration of the associated
service activities. Parallel tasks (activities with the same step number)
have identical planned start dates and times; they have different planned
end dates and times if their task durations are different.

The system uses this date and time information to trigger workflow
processes that enable you to monitor and escalate service orders for which
work has not begun on time and to manage service orders for which the
customer’s guaranteed response time has been exceeded.

Note. Thesysteminitiates workflow processes based on the dateson the service
order header (committed and preferred) versus the activity level. Planned
start and end dates and times are used to populate the assigned technician’s
availability calendar. You may assign a technician manually but the system
doesn’t write the information to the calendar until a user enters the dates.

Enter the dates and times when the work on the service order needs to begin
and finish, based on the customer’s request. Customer preferred dates are
never automatically populated. They are always entered and are only available
for update on the Service Order page, not the My Service Order page.

Planned dates and times are populated at the activity line level on the
Activity page if the automatic service order date and time calculation
feature is enabled for the business unit.
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Page Name

Object Name

Navigation

Usage

Service Order

RF_SERVICE_ORDER

» FieldService, Createa
Service Order

» FieldService, Search
Service Orders

» Toadd aserviceordertoa
PeopleSoft Support case,
accessthe Related Actions
page of the Peopl eSoft
Support Case component.
Select an action of Create
Service Order, and click
the Go button. You may
need to select aservice
and possibly reselect an
agreement before clicking
Go.

* Whenaserviceorder is
related to a Peopl eSoft
Support case, click the
Detailslink for the service
order onthe Related
Actions page.

Create or review service
orders.

Activities

RF_SO_ACTIVITY

FieldService, Create a
Service Order, Activities

Enter detailed information
about aservice order
activity.

Required Material

RF_MAT _REQUIRED

FieldService, Createa
Service Order, Required
Material

Listsall itemsandtheir
quantities needed for the
service. You can also view
item availability and
balances. You can't view
this page, however, until the
serviceorder issaved

Solutions

RF_SO_SOLN

FieldService, Createa
Service Order, Solutions

Locateinformation to
troubleshoot problems.

Time Material Expense

RF_SO_TIME_MAT_EXP

FieldService, Create a
Service Order, Time Material
Expense

Record time, materia and
expenseinformation.

Note. You cannot log time,
material and expense entries
against aservice order until
the service order hasbeen
saved and assigned.

Notes

RF_SO_NOTE2

FieldService, Create a
Service Order, Notes

Add notes and attachments
to the service order.
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Page Name Object Name Navigation Usage
Billing RF_SO BILL_DET FieldService, Create a Record, update, or view

ServiceOrder, Billing

acustomer’shilling
information for aservice
order. When the status of the
serviceorder at the header
level is set to Closed, the
information on this page
isdisplay-only.

FieldService, Createa
Service Order, Interaction
History

Interaction History RF_INTERACT_HIST

View interactions associated
with the service order.

Related Objects RF_ASSOCIATION FieldService, Createa
ServiceOrder, Related

Objects

Add business object and
branch scriptsto the service
order.

Entering or Modifying Service Orders
Access the Service Order page.

Service Order 05/04/2004 4:22:15PM POT [My Time Zone =l
Save | E‘p Add | 360 360-Degree View | Motification | %E Correspondence | £ Email | Dg_: Hierarchy | » FPersonalize
Service Order ID SVC0030023 Unit 4PPOL
Customer Shoreview Medical Customer Yalue Platinurn s ¥ ir i ir
Contact Jack Pepper Status COpen
Priority Morrmal
Activities Required Material Solutions Tirne Material Expense Notes E)

Customer Information
Customer Shoreview Medical

Contact|Jack Pepper Q

Alternate Phone
Site Name|Santa Clara HQ m

Address 2455 Augustine Drive, Santa ClariCL View Address

Phone [p1-555/441-3310

Service Order page (1 of 2)
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Service Details

Problem =]

=

*Service ID |AFPFOOO0009 ﬂ Service Repair Freezer
*Status | Open = *Priority | Normal =]
Product ID |5R1015 o Product 7.2 cu. Ft. Lab Freezer
Serial Number|3R1015-5862 = Case ID o]

Agreement COM-AGR-0010F]

[¥ Billable

= Entitlements

Description Entitlerment| Service | Coverage |[Percent |Cowerage Coverage|Uplift or
Minutes Lewvel Twpe Covered| Length Unit Discount

Cne hour guaranteed 60 15

response

Eight hour guaranteed 480 10

restore

100% of Expenses covered Expenses 100 1 YR

100% of Labor costs Time 100 1 YR

covered

75% of Material costs Material 75 1 YR

covered

Premiurm Service Level Premium i0

Dates and Times of Service

Type Start Date Start Time End Date End Time

Committed n03fz2z/2004 J3i153FM n3/2z2/2004 10:53FPM

Custorner Preferred [ El

Service Order page (2 of 2)

Access the toolbar and view the service order header information at the top of the Service Order page.
When you create a service order, al sections on the Service Order page are expanded.

Customer Information

These fields provide header-level information for the service order. If you create a service
order from the PeopleSoft Support Case component, the system automatically populates these
fields by using the data that is entered for the case.

Customer and Contact Click the Search button to access the Search for Sold To Customer page,
where you can search for an existing company or consumer record in
the system, or create a company, company with contact, consumer, or
consumer with contact by using the Quick Create feature.

You can also enter the name of the company or consumer requesting service
and then click the Search button. On the search page you can select both the
name of the customer and a contact. The same is true for the address.

Click the Customer link to access the record of the selected
company or consume.

Anonymous Caller Select to use an anonymous user as the customer for the service order. The
system populates the Customer field with the value that the administrator
has specified for an anonymous user and you cannot edit the Customer
field until you clear this check box. No change regarding the use of an

anonymous user is allowed after the service order is saved.
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First Name and L ast Name

Phone
Postal

Alternate Phone

Site Name

Address

View Address

SIN

Incident Address

Creating and Managing Service Orders

This check box is invisible on the Service Order page if you clear the
Allow Anonymous User check box on the service order configuration
template that is used by this business unit.

Enter the name of the person who placed the service request. If you enter the
name of a contact first and click the Search button, the system automatically
populates the customer, site name, and address information.

Click the directory Search button to access the Search for Sold
To Customers page, where you can search for an existing contact
record in the system, or create a company’s contact or consumer’s
contact by using the Quick Create feature.

Enter the phone number of the contact.
Enter the postal code of the consumer or customer.

Enter an alternate phone number of the consumer or customer. This
field is for information only and is only saved with the transaction,
not in the customer’s record.

Enter the site where the requested service will be performed. Multiple sites
can be associated with each customer. To add a new site for a customer,
click the Transfer to Site button to access the Site component.

If you select a customer that is associated with a primary ship-to address
(specified in the Customer record), the system automatically populates
this field with that address when you select the customer. Later, if

you select a site and this site is also associated with a primary ship-to
address (specified in the Site record), the system populates this field
with that address and overwrites any current address.

If there is no primary ship-to address associated with the customer or
site that you select, the system uses the customer address.

Click thislink to access the Address Information page, where you can view
the address where the requested service will be performed.

Enter the site identification number that is associated with the selected site.
You assign a SIN to a valid site through the Agreement component.

This field is not shown on the Service Order page if you clear the
Show SIN check box on the service order configuration template
that is used by this business unit.

Enter information about the location of the incident. The section is not displayed if you clear the Allow
Incident Address check box on the service order configuration template that is used by this business unit.

Edit Address

Additional Detail

PeopleSoft Proprietary and Confidential

Click the link to access the Incident Address page and specify the location
of the incident if it is different from the customer address. You can

enter either a street address or the intersection for the incident. Click

the Create Using Entered Address button on the Incident Address

page to populate the address on the section.

Enter additional information about the location by using free-form text.
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Service Details

Problem

Service D

Product ID

Serial Number

Priority

Installed

Case D
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Use this free-form field to enter any additional information about the
service or problem. If the service order is created from a case, the
system enters the problem from the case. Thisfield is positioned before
the service information because you may need to record additional
information before the service can be determined.

Select the requested service. Services must first be established in the system
by using the Service component. The system automatically creates service
order activities that have been defined on the service template.

You can modify the service order activities and add additional
lines for other service activities.

Enter the product ID that requires service. Before you can specify a
product ID, the product must be established in the system.

If you enter a product ID that is associated with more than one installed
product, the system displays the Installed Product List page, where
you can select the applicable installed product.

The Product ID field and its associated prompt and transfer buttons are
invisible on the Service Order page if the Hide All Product Information
product display option is selected on the service order configuration
template that is used by this business unit.

Enter the serial number of the product that requires service. If you enter a
serial number of an installed product that does not have a status of Uninstalled,
the system automatically populates the service order with the information
from that installed product, including the customer, product 1D and site
name, if they do not already exist in the service order.

To add a new installed product, click the Transfer to Installed Product
button to access the Installed Product and Service page.

The Serial Number field and its associated prompt and transfer buttons
areinvisible on the Service Order page if either the Hide All Product
Information or the Prompt for Product Master, Hide Install Product
Information product display option is selected on the service order
configuration template that is used by this business unit.

Select the current priority that is associated with the service order: Low,
Normal, High, or Urgent. You can also design notification processes based
on these priorities by using the workflow features in PeopleTools. By
default, new service orders have a normal priority, and new service order
activities reflect the priority of the service order header.

Note. You can configure the dispatch board to display service orders and
use AAF to initiate workflow processes based on priority.

Indicates that the selected product is also an installed product. This check box
isvisible on the Service Order page only if you select the Prompt for Product
Master, Show Installed Product Information product display option on the
service order configuration template that is used by this business unit.

Enter the ID of a support case that you want to associate with the service order.
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Billable

Select Agreement or
Warranty
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When you create a service order and associate it with a case, the PeopleSoft
CRM system records the service order creation on the Related Actions page of
that case. If you create a service order from the Related Actions page of the
case, thisfield is automatically populated with the associated case number.

Note. If you select a case ID in the service order in which a customer

is not yet selected, the lookup prompt displays all cases where their call
center business unit is identical to the service order’s business unit. If a
customer is selected in the service order, the case lookup prompt displays
all cases (for that customer) where the Customers record group of their call
center business unit is associated with the same setID as the Customers
record group of the field service business unit. For example, business
units US200 and US300 use the same set of customers that are defined for
the CRMOL setID. If you create a service order under US200 and select
ABC Inc as the customer, clicking the case lookup displays all cases under
US200 and US300 that are opened for ABC Inc. Access the Record Group
page to view the tableset control settings of business units.

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

The system automatically selects this check. You can clear it, however, if you
don’'t do billing. This check box controls the pricing of the service fee.

Neither the Billable check box nor the Billing tabare displayed on the Service
Order page if you clear the Show Billing Information check box on the service
order configuration template that is used by the business unit.

Click to perform an entitlement search for the new service order. The system
uses the information in the Customer Information group box to perform the
search. If there is only one agreement or warranty found on the search, it's
automatically populates the Entitlements section on the page.

If more than one agreement line or warranty matches the search
criteria, the Entitlement Match page appears, enabling you to select
the applicable agreement line or warranty.

When you click OK on the Entitlement Match page, the system popul ates the
name of the selected agreement or warranty and its entitlement itemsin the
Entitlements group box. In addition, the system populates the service order
with the service from the agreement line and the committed start and end dates
and times; when the automatic service order date and time calculation feature
is enabled at the business unit level and the entitlements that are needed

for the calculation are available. The system also populates the planned

dates and times of the activities if autocalculation is turned on

Once you save the service order, you cannot select another set of entitlements
for the service order. You can, however, navigate to the actual agreement or
warranty or view the entitlements right from the Service Order page

For entitlement searches that are performed from the service order, the
system considers only agreements with a scope of site.
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Note. When creating a service order from a case, the agreement or
warranty on the case is also the agreement or warranty specified on the
newly created service order. The agreement from the case may, however,
not be applicable to the service being performed.

From the Related Actions drop-down list box on the Case page, select
Service Order to access the Create Service Order page and then select
the appropriate agreement or warranty.

Entitlements

This section lists entitlements that are associated with the selected agreement, warranty, or
service and their details as defined on the Entitlements page.

This information is not displayed if you clear the Show Agreement Information check box on the
service order configuration template that is used by this business unit.

Note. If entitlements are tied to the service, they are still displayed regardless of the configuration template

Dates and Times of Service
There are two sets of dates and times that apply to the entire service order.

They are the committed dates and times and the customer-preferred dates and times. The committed times are
based on the service level for the entitlements that are defined for the agreement or warranty or service.

The customer-preferred dates and times are not required and are not autopopulated. You may change these
values if the customer wants to specify a date and time that are different from the committed date and time.

Note. The only entitlement defined at the business unit level is service level which doesn’t generate
the committed dates and times. These values are display-only.

Start Date, Start Time, End  If the customer prefers dates and times for the service that are different from

Dateand End Time the committed dates and times, enter them in the Start Date, Start Time, End
Date, and End Time fields. The committed dates are display only and are
based on the contractual agreement you have with the customer.

Note. The system uses the committed dates and times to calculate a set of
planned dates and times for the activities that are related to the service.

The system automatically calculates dates and times for activities from the
committed dates and times, not the customer preferred dates. You can change
the planned dates on the Activities page using the date and time fields
within the Activities Actions group box on the Activities page.

If customer-preferred dates and times exist, the system does not send
workflow if the committed dates and times are not met.

Approval Information

The system displays this information conditionally based on the service order configuration.

Approval Required Select to indicate that a service order must be manually approved before
any of the service order activities can be approved. The default value
for this setting is specified when the service is defined in the Service
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component. If the definition requires approval, approval status must be
manually set to Approved on the service order.

Approval Status Select the current approval status of the service order. If the Approval
Required check box is selected, you must manually change the value
from Pending to Approved. When the approval status is changed to
Approved, the field cannot be modified.

Note. If the service order requires approval, the status of the service
order header cannot be changed to Completed or Closed until the
approval status is set to Approved.

Approved By and Approval These fields are automatically populated based on who is logged
Date in. They are view only fields.

See Also
Chapter 10, “Using the Dispatch Board,” page 137

Chapter 5, “Setting Up Services,” page 25

Chapter 8, “Ordering and Receiving Materials,” page 107

Chapter 7, “Creating and Managing Service Orders,” Tracking Time, Material, and
Expenses Associated with a Service Order, page 99

Chapter 4, “Understanding Inventory Storage Locations for Technicians,” page 23

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Tracking Installed Products”
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Setting Up Products’

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Performing
Entitlement Searches for Cases and Service Orders’

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

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

Entering Information Related to Specific Activity Lines

Access the Activities page.
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Service Order 05/04/2004 4:23:32PM PDT [My Time Zone =l
Save | & add | 360 360-Degree View | Motification | @E Correspondence | £, Ernail | ﬁg_: Hierarchy | o Personalize
Service Order ID SYCO030023 Unit aPPO1
Customer Shoreview Medical Customer ¥Yalue Platinum®

Contact Jack Pepper Status Open
Priority Norrnal

Service Order \m Required Material Salutions Tirme Material Expense Notes E)

Dates and Times of Service

Type | Start Date \Start Time | End Date |End Time |
Committed 03/22/2004 3:53PM 03/22/2004 10:53PM
Custormer Preferred E{J Eﬂ

= Activity Actions

Change Statusl =l
Planned Date Actions
* No Change
Use New Start Start Date E‘j Start Time
Use New End End Date E End Time

Use Customer Preferred Start

o e Be e

Use Customer Preferred End

Activities page (1 of 3)

Technician Assignment

F P
Search Provider Groups Q 5

Technician |
Prowvider Group Mame Technician Marie Lead Technician

Q Q - @

Add Technician

Apply Changes

Activities page (2 of 3)
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Activities
Expand all Collapse all
Flanned Flanned Planned Flanned
Step  Achivity Status Start Date Start Time End Date End Tirme
10 |Repair Thermostat Q |F\ssigned -I 03/2z/2004 |2 3:53PM |03/22/2004 (7 4:z3pm 10
Duration 30 min. [T Billable priovity| =]
Technician Assignment
Search Provider Groups|Freezer/Refrigeration Service &'} P,D}‘?g ?ﬁ?n
Technician
Provider Group Mame Technician Mame Lead Technician
Freezer/Refrigeration Service (O Bill Kilmer &} I~ ]j[
A Technician Required Technicians 1
Planned Planned Planned Planned
Step  Activity Status Start Date Start Time  End Date End Tirme
20 |Repair Compressaor &) |F~ssigned vl 03/2z/2004 [# 4:124PM |03/22/2004 (3 4:54pm T
Scd Activity

Activities page (3 of 3)
Dates and Times of Service

For reference purposes, the system displays the dates and times of service from the Service
Order page. You can, however, enter new dates and times in the customer preferred fields
to update the dates and times on the service order.

Activity Actions

This section is collapsed upon entry to the page. It is used to apply changes to al activities at once.
If there is only one activity on the service order, then this section is not displayed.

When you add a new service order activity on the My Service Order page, the system actually
assigns the new line automatically to the technician that is logged in.

Change Status

Planned Date Actions
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Select a value and then click the Apply Changes button to change
the status for all activities.

Use this section to update the dates and times on al activities. You may
select only one of the five radio buttons. To specify a new planned start or
end date and time, select either the Use New Start or Use New End option,
enter the date and time, and then click the Apply Changes button.

The automatic calculation functionality resets the planned dates and times
for the activity appropriately. If no service level can be determined for this
service order, then the automatic calculation uses the default service level
for the business unit to reset the planned dates and times. The same is true
for the Use New End Date option, except that the automatic calculation
schedules the activities backwards based on this end date and time.

If you entered a customer-preferred date and time, you may update the
planned dates and times by selecting either the Use Customer Preferred
Start Date option or the Use Customer Preferred End Date option and
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Technician Assignment

Activities
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clicking the Apply Changes button. The planned dates and times are
calculated as described previously, except the customer-preferred start
or end values are used instead of the new planned values.

Use this section to change the assignment on all activities. By first selecting
aprovider group, you can use the assignment engine to choose multiple
technicians or a provider group. You can aso click the Add Technician
button to manually add a new technician. If you run the assignment engine
after specifying technicians, the new technicians are appended to the list of
previously specified technicians. Click the Apply Changes button to add the
technician to all activities. If there are no provider groups or technicians listed
in the grid, then no changes are made to the activity assignments.

Thisgroup box liststhe step numbers, planned start dates and times, planned end dates and times, and statusesfor
each activity that is part of the service. You can aso use this section to add assignments and reassign technicians.

The fields in this group box list the group members (and their corresponding provider group) that have
been assigned to perform the work on the service order activity. You can assign multiple technicians
to perform the work from the same or from different provider groups.

The system issues a warning if you assign technicians in this grid but the number of actual assigned
technicians is less than the value suggested in the Number of Technicians field. You can assign
more or less technicians to the service order activity than required.

Approval Information

Search Provider Group
%

o
il

Provider Group Name

Technician Name

96

Click the Expanded button to view additional information for
the individual activity.

If you are using approvals, the technician assigned to the line needs to be
able to seeif the activity has been approved before starting the activity.
Therefore, if the activity has not been approved, the activity line has a status
of Pending Approval and the only fields that the technician can change are
the planned start dates and times, end dates and times, and priority. This

is only true, however, for the My Service Orders page.

Click the Search Provider Group button to locate a provider group for the
activity. Thisfield is used when clicking the suggest group member button

Click the Suggest a Provider Group button to select from a subset of
provider groups on the Provider Group Summary page that is derived
from information on the service order.

Click the Suggest Group Member button to select from a ranked listing of
qualified, available technicians on the Candidate Summary page. You must
select a provider group before you can generate a candidate list.

Enter the name of the provider group that will perform the requested service
work. Thisfield isinitially populated with the default provider group that is
defined in the selected agreement line (if available) or in the specified service.

Provider groups must first be established on the Provider Groups page. Click
the Lookup button to access the Provider Groups component.

Enter the name of the provider group member (technician) who will
perform the requested service work. Thisfield isinitially populated
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with the default group member that is defined in the selected agreement
line (if available) or in the specified service.

Group members must first be defined on the Provider Groups or
Provider Group Members page. Click the Lookup button to access
the Provider Group Members component.

L ead Technician Select to indicate that the group member in the Technician Name field of the
row is the technician who is responsible for the service order activity. By
default, the first technician associated with the line is the lead technician.

Note. The system requires you to have one lead technician. You cannot
have more than one lead technician for an individual activity.

Add Technician Click to add a new technician to the activity.

Viewing Required Materials
Access the Required Material page.

Service Order 05/04/2004 4:41:13FM PDT|M\; Time Zone =]
Save | ! Search | |§. add | LTE Next| ] Previous | 360 360-Degree WView | [=7] Motification | e FPersonalize
Service Order ID SVC0030023 Unit aPPOL
Customer Shoreview Medical Customer Yalue Platinurm ¥ 95353 ir
Contact Jack Pepper Status Open

Priority Norral

Service Order Activities Solutions Tirne Material Expense Hotes E:l

Materials Needed for Service

Mo Materials Required for Service.,

Material Needed for Service Customize | Find | [ Firzt 1-2 of 2 Lazt

Itern ID Description Quantity | Quantity | Checl Availability | Quantity Quantity | LIOM
Meeded | in Truck Ordered Received

10020 Freezer Thermostat 1.0000 0.0000 Check Awvailability EA

10022 Freezer, Compressor 1.0000 0.0000 Check Awvailability EA

Required Material page

Based on the service definition for the service order, this page lists al the items and
their quantities needed for the service.

Iltem ID Displays the item that is required to perform the service activity.
The system displays the description of the selected item next to this
field. Items are established in the system tables by using the Item
Definition page or the Item Master EIP.

Quantity Needed Displays the quantity from the service definition. If no activities
are defined for the service, then the item information comes from
the Service Details component.

If activities are defined for the service, then the item information
comes from the service activity.

If one item is needed for more than one activity, then the total
quantity for all the activities is displayed.
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Quantity in Truck Displays the quantity in the technician’s good storage location. The quantity
is from the good location of the lead technician on the service order.

Thisinformation is stored in PeopleSoft I nventory. Therefore, if the integration
to Inventory is disabled, then the information in this column is not displayed.

If the integration is enabled, the system populates the quantity in
this column through an EIP with Inventory.

Check Availability Click this link to access the Service Order - Item Information page
and navigate to the item. From this page, you can transfer to the Item
Definition or Item Substitutes page. Or, you can view item availability
and balances. Item availability and balances information comes from
PeopleSoft Inventory. Item definition and substitutes information is contained
within the PeopleSoft CRM database. The system does not need to get
information from PeopleSoft Supply Chain Management.

Quantity Ordered Displays any previously ordered quantity for the item on this service
order. If theitem is on more than one activity, the system displays the
sum of al the ordered quantities for the item.

Quantity Received Displays any previously received quantity for the item on this service
order. If the item is on more than one activity, then it is the sum of
all the received quantities for the item.

UOM (unit of measure) Displays the standard unit of measure for the item quantity.

See Also

Chapter 8, “Ordering and Receiving Materials,” Understanding Material Management Transactions, page 109

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

Using Solutions to Resolve Problems
Access the Solutions page.
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Service Order 05/04/2004 4:17:56PM POT | My Tirme Zone 1
Save | E add | 360 360-Cegree Wiew | ['=7] Motification | @E Correspondence | £ Email | Dg_: Hierarchy | = Personalize
Unit AFPFO1

Service Order ID SVYCOO30023  UnitAPPO1
Customer Shoreview Medical Customer ¥Yalue Platinum T 37 57 15 iF

Contact Jaclk Pepper Status Open
Priority Mormal

Service Order Activities Required Material \m Tirne Material Expense MNotes E)

w
Solutions considered for this Service Order Cuztornize | Find | Wiew all | ] First 10ofl Last
Select | ID Drescription Date Modified | Added | *Status
By
Clean ventilation systern before checking 05,/0¢,/2004
W 301353 CQMBrEsso _ 4:19:36PM Successful Resolu =] [
Clean ventilation systern before checking FOT
compressar
L Email Wiew
Solutions
Suggested Solutions \m‘ Mew Solution =
Search Text
Search Advanced Search Search Tips Freferences Create Mew Solution

Solutions page
Use the Solutions page to search for and suggest solutions that are associated with the service order.

See Also
PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “ Solution Management”

Tracking Time, Material, and Expenses Associated
with a Service Order

Access the Time Material Expense page.
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Service Order 05/04/2004 4:13:17PM PDT [My Time Zone =1
Save || [E A4dd | 360 380-Degree View | Matification | B8 Correspondence | ¢ Email | %= Hierarchy | 3 Personalize

Service Order ID 5¥C0030023 Unit aPPO1
Customer Shoreview Medical Customer Yalue Platinum e 9537 ires
Contact Jack Pepper Status Open
Priority MNarral
Service Order Activities Required Material Solutions B Time Material Expense Motes El
Technicianln"-” Technicians ;I
|
Time Customize | Find | ﬁ First 1-3of 2 Last
m Tirne Entry Comments F=H
*Type |*.°.ctivit1 |*Techniu:ian | Billable |Duratiu:un | |
| activity | | &l Bctivities =] [Bill Kilmer -] W 2 hours Tl
| = |1 - Repair Thermostat = | IBiII Kilmer vl r o min. i
I ;I |2 - Repair Cumpressor;l IBiII Kilmer 'I [ 0 min. ﬁ
Add Time Copy Planned Times Total 2 hours
Time Material Expense page (1 of 2)
N
Material Customize | Find | ﬁ First 1of1 Last
Usage Details Receipt Details Failure Code Itern Type Technician [=7H
Activity Itemn ID | Description | Action | Quantity | Serial ID | Lot ID |Billable | |
N : - Refrigerator, -
|l Repair Thermosta_l 10000 Q, Flastic Bine IRemwed I 1.000 ¥ 'ﬂ
A Material
Technician|-°-|| Technicians ;I
™
Expense Cuzternize | Find | i Firzt 1afl Last
*Technician |Transa|::ti0n Date |*Exnense Type | *.ﬁ.mount|*Currencv | Billable | |
| Bill Kilmer =l [os/oaszo04 O [mileage = 3345 USD Q ¥ i}
Al Expense Total 33450 UsD

Time Material Expense page (1 of 2)

Use this page to record time, material, and expense information for the service order.

Note. You cannot log time, material, and expense entries against a service order until you
save the service order and it has been assigned.

Technician The system displays this field if more than one technician is assigned to
the service order. The field contains all the names of the technicians who
are assigned to this service order. If you select atechnician, the system
displays only the time entries for the activities that are assigned to that
technician. To view everything, choose All Technicians.

Time

Enter date and time details for activities that were performed to fulfill the requirements of the service order.

Type

100

Use thisfield to categorizes the time that you are entering. Values may include:
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Activity

Technician

Billable

Duration

Time Entry Tab

Comments

Copy Planned Times

Material

Creating and Managing Service Orders

Activity: Select to enter time that is spent on any one of the
activities or on the entire service order.

Break: Select to enter the time the technician spent on break.

Travel: Select to enter the time it took the technician to travel
to and from the site.

Wait: Select to enter the time spent waiting for the customer or other
technicians; that is, no work was being performed.

Note. Time types are customer definable. The field values shown above are
examples. To define your own time types, select Set Up CRM, Product
Related, FieldService, Time Type. You can then override the billable flag at the
business unit level. There is a billable setting for each of these time types on
the FieldService Definition - Billing Options page. If the time type billable flag
is not selected, then the prepaid quantity on the agreement is not decremented.

Select the activity for which you want to record time. Thisfield should contain
all the activity names on this service order. If you are recording time for the
entire service order, select All Activities. If there is only one activity and the
activity name is blank, the system displays the name of the service. If you add
anew activity to the service order, the system displays the new activity aswell.

Select the name of the technician for whom you are entering time.

Select this check box if the time is billable to the customer.

Note. The system may automatically select this check box if the Billable
check box is selected for the time type at the business unit level

Displays the difference between the start and end of the time entry. The
system displays a grand total at the bottom of the page.

Select this tab to enter the start date and time and the end date
and time for the activity.

Enter any comments about the time you are entering.

Click to copy the existing activities and their planned times into the time
log. Use this feature to reduce data entry if the actual time is the same as
the planned time. If there are any variations in the planned and actual
times, you can update or delete the entries and add new entries.

Record any material that is used or removed for the service order. If you selected auto-receiving during
installation, the system records materials that are not used, so that the entire recei pt quantity can be recorded.

Usage Details

Receipt Details Tab

PeopleSoft Proprietary and Confidential

Use the fields on this tab to record information about the materials

that were used for the activities on the service order. After you select

the activity and item, use the Action field to indicate if the item was
removed, used, or not used. You can also record quantity, the item’s serial
ID, lot ID and if the material usage is billable.

Select this tab to view or enter the purchase order number, line number,
interunit order 1D, and interunit order line information for the item.
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Failure Code Tab Select thistab to choose afailure codefor any part or item that isnot operational.

Note. Failure codes are not valid if you select Used as the action
when you are recording material usage.

Item Type Tab Select this tab to view whether the item is serviceable,
returnable, or consumable.

Technician Tab Select the name of the technician who performed the action. You can
select any technician that is assigned to the service order.

Expense

Use the Expense group box to record expense information that is associated with
performing the work for the service order

Summary Use thistab to enter expense information that was incurred by the technician,
including the expense type, amount, and currency.

Note. Enter the total amount for mileage, not the amount per mile. Also,
you must record expense information for the entire service order. You
cannot record expense information for an individual activity.

Description Select this tab to enter a description and a comment for each expense item.

Adding Notes and Attachments
Access the Notes page.

To enter a note that is specific to a service order activity, select the corresponding activity
from the Associated Activity drop-down list box.

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

Recording Billing Information
Access the Billing page.
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Service Order 05/04/2004 4:48:05PM FDT [My Time Zone =]
Save | _} Search | |§. add | LE] Next| #Z] Previous | 360 360-Degree Wiew | =] Motification | >3 Personalize
Service Order ID SVC0O030023 Unit APFOL
Customer Shoreview Medical Customer Yalue Platinumiss
Contact Jack Pepper Status Open
Priority Norrnal
El Activities Required Material Salutions Tirne Material Expense Notes \E
Billing Information Payment Information
Bill To Customer Shoreview Medical Q = Purchase order
Bill To Euntactl ;I E [ Invoice *Payment Terms QE

Bill To nddress|2455 Augustine Drive,Santa Cla;l = tredit Card

Bill Currency UsD L Us Dollar Tax Parameters
Billing page (1 of 2)
Billing Details
Expand All Collapse all

Fee Price  +/- Adjustment  Type Reason Extended Price
Service Fee oo [- =] 0.00 |amount =] | =] other 0.00
Time 0.00 I "I 100.00 Inmount ;I IMissed Respnn:;l Other -100.00
Material 000 [+ =] | 25.00 [amount =] | =1 other 25.00
Expense 0.00 |+ "I 150.00 |F\mount ;Il ;I Other 150.00
Subtotal Amount 75.00
Additional 0.00 I "I 10.00 |Percent ;I |Missed Resture;l Other -7.50
service Exchange Credit Amount 0.o0
Total Amount 67.50

| Recalculate 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 the service that is performed at
the customer site. It also enables users to view subtotals for al fees, apply adjustments, recal culate total's,
and view the billable amount in the customer or field service business unit currency.

Billing Information

If you selected an agreement for the service order, the system populates this group box with
information from the bill to customer on the associated agreement.

Bill to Customer Select the customer that should be billed for the service.

Bill To Contact Select the contact that should be billed for the service.
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

Chapter 7

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 this field, the system posts it 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.

The system uses all billable fees for time, materials, and expenses that were entered on the
Time Material Expense page. Managers can use this section to adjust the fees by increasing
or decreasing a fee by a percent or by an amount.

The system does not calculate the new total price using with the adjustments until a user clicks the
Recalculate Totals button. The system then calculates the sum of all lines, including those that have
changed, and provides the recalculated amount in the Total Amount field.
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Click the Expanded button to the left of the Fee column to view all billable
amounts that were included in the price for a given fee.
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+- Select the plus sign (+) to indicate a positive adjustment tot he price or the
minus sign (-) to indicate a negative adjustment to the price.

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 values.

Other If the predefined values for the Reason field do not describe the reason
for the adjustment, click this link to access the Other Reason page, where
you can enter a unique description of the reason.

Extended Price This value is 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 all adjustments that were made and
return to the original total amounts.

Viewing Interaction History

Access the Interaction History page.

Service Order 05/04/2004 4:11:25PM PDT [My Time Zone =l
Save | |§. add | 360 360-Degree Wiew | [= Wotification | %E Correspondence | £ Ermnail | Dg_: Hierarchy | = Personalize
Service Order ID 5¥C0030023 Unit 4PPOL
Customer Shoreview Medical Customer Yalue Platinum s 57 57 57 57
Contact Jack Pepper Status Cpen
Priority Mormal
@ Required Material Solutions Tirme Material Expense Motes Billing \_E
k|
Customize | Find | |——| 1af1
Date/Time Created | Type Channel Contact Narme Subject/Description Created By
E 05/04/2004 Suthaund Ernail Tzl BemmeT Service is Starting on

4:07PM Wwednesday

Interaction History page
This page displays the summary information of all interactions that have been created for the service order.

PeopleSoft Integrated FieldService supports ERMS (Email Response Management System), the
framework that is used in PeopleSoft CRM to receive, classify, route, answer, and respond
to a customer’s emails in a timely and professional manner.

PeopleSoft Integrated FieldService customers can send service order status inquiries in the form of
structured (web form) and unstructured (free-form) emails. Regardless of how these requests are
answered, either through auto-response by the system for structured emails or manual response by
customer service representatives for unstructured emails, the system creates interactions for inbound
and outbound email messages that are received and delivered during the process on the 360-Degree
View. These interactions are also listed on the Interaction History page.
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Click the Go To Interaction Detail button to access the corresponding
interaction, a correspondence (View Correspondence page), an outbound

email (Outbound Email page), or an interaction (Interaction page).

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working

with Interactions,” Viewing Interactions

Inserting Related Objects
Access the Related Objects page.

Service Order 05/04/2004 4:10:22PM POT [My Time Zone I
Save | & Add | 360 360-Degree View | Motification | %E Correspondence | £ Email | Dg_: Hierarchy | » FPersonalize
Service Order ID SVCO030023 Unit APPOL o
Customer Shoreview Medical Customer Yalue Platinumiss
Contact Jack Pepper Status Cpen
Priority Mormal
@ Solutions Time Material Expense Maotes Billing Interaction History \
Related Objects
k|
Related Action Summary Cuztomize | i First 1of1 Lazt

Type Problern Surnmary Associated Date
=i Create Troubleshooting  RF_Freezer Cooling Problermns-Started-To determine the 05/04/2004 4:08:56PM POT
‘= Guide possible cause of freezer t T

Relate New Dhjel:tl =] Go

Save | E. Add | 360 360-Degree Yiew | Motification | @E Correspondence | £ Ermail | Dg_: Hierarchy | b Top of Page

Related Objects page

You can add multiple branch scripts, but only one business project, to a service order.

Related Action Summary

The system displays all objects that are associated with the service order in this grid.

% Click the Details button to open the corresponding object.

Relate New Object Select an object, Business Project or Troubleshooting Guide Script,

to be associated with the service order.

If you added a branch script to a service, the system automatically populates
the script for service orders that are created for that service.

Note. You can enter one business project per service order.

Go Click to access the Use Troubleshooting Guide or Use Business Project
page, where you select the business project or troubleshooting guide
that you want to associate with the service order.
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Ordering and Receiving Materials

This chapter provides an overview of material management transactions and discusses how to:
» Set up the Order Materials component.

» Managing materials.

» Set up, view and record material usage from the service order.

Setting Up the Order Materials Component

This diagram illustrates the business process flow for ordering, receiving, and reporting usage of materials
used for service orders when auto receiving is turned on. If autoreceiving is turned on, the receipts are
derived from the non-used material reported within the Service Order component.

Record Usage

Order Materials Receive Materials
Order Materials Order Materials i?rrrzlelecl?/laottre(:sarl-
Page Page : :

Expense page

Business process flow for ordering, receiving and reporting material usage

Before you can use the Manage Material component, set up the PeopleSoft CRM system and
your inventory and purchasing systems to support its functionality.

To implement the Order Materials component:
1. Define inventory and purchasing business units.

Define business units in the inventory system to represent field service trucks and distribution
warehouses. Define the purchasing business units that will process requisitions for
materials that are required to complete service orders.

Activate the Business Unit EIP to automatically insert business units that are defined in your inventory
system and purchasing system in the BUSINESS _UNIT_FS table in PeopleSoft CRM. This enables you to
reference the appropriate inventory business unit in PeopleSoft CRM for material management transactions.

2. Synchronize item data between PeopleSoft CRM and the purchasing and inventory systems.

Activate the Item Master EIP to populate item tables in PeopleSoft CRM with the master item
data in your inventory and purchasing systems. Alternatively, you can manually enter item
information in both PeopleSoft CRM and your inventory system.

3. Define truck storage locations in the inventory system.
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In the inventory system, first define inventory business units with storage locations that represent
good and defective storage locations on the field service trucks. In PeopleSoft CRM, use the Storage
Locations page of the Worker component to associate one good truck stock location and one defective
truck stock location with each member of your field service provider groups.

Define requisition processing defaults in your purchasing system.

In your third-party systems, define how requisitions that are initiated from the Order Materials page
are processed. If your system integrates with PeopleSoft Purchasing, you must define your field
service business units as a valid source of reguisitions in PeopleSoft Supply Chain Management.
By using the Requisition Loader Defaults component in PeopleSoft Supply Chain Management,
you define each field service business unit as a loader business unit and establish processing
defaults for requisitions that are staged by the field service business unit, including the purchasing
business unit in PeopleSoft Purchasing that will process the requisitions.

When defining procurement options in PeopleSoft Supply Chain Management, use the Ship To Locations
page to associate the field service business unit with an appropriate distribution network. You can configure
sourcing processes in PeopleSoft Purchasing to check the available quantity in the distribution network
before creating a purchase order with an external vendor. If quantity existsin one of the inventory business
units in the defined distribution network, you can create an interunit transfer to fulfill the requisition.
Inventory business units representing field service trucks should not be included in distribution networks.

Define requesters in PeopleSoft CRM and the purchasing system.

The requester ID represents a person or entity that initiates a requisition request. For requisitions that are
initiated from the Order Material s page, the system populates the Requester field with the default requester
ID defined on the User Preferences - Overall Preferences page. You can modify the requester ID. However,
if your system integrates with PeopleSoft Purchasing, the requester ID that you select for the requisition

in PeopleSoft CRM must be avalid user 1D and requisition requester in PeopleSoft Purchasing.

Set receiving options for the field service business units.

When defining afield service business unit on the FieldService Definition page, you can determine
whether the material orders that are initiated from the Order M aterials page can be automatically received.
With automatic receiving, technicians enter only usage information on the service order (the quantity used
and the quantity not used) from which the system automatically derives and posts the appropriate receiving
transactions. Neither option offers significant data-entry advantages, and the material management
transactions produced in both automatic and manual receiving environments are identical.

. Activate the EIP messages that are associated with material management transactions.

As appropriate for the specific material management transaction, activate these EIP messages
in your PeopleSoft CRM, purchasing, and inventory systems:

» Business Unit EIP

* Item Balance EIP

Get PO IUT EIP

Purchase Order Requisition EIP

* Inventory Adjustment EIP
* Interunit Receiving EIP
PO Receipt EIP
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See Also
Chapter 12, “Integrating with PeopleSoft Applications,” page 157
Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” page 13

Chapter 4, “Understanding Inventory Storage Locations for Technicians,” page 23

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

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

PeopleSoft Purchasing 8.8 PeopleBook
PeopleSoft Inventory 8.8 PeopleBook

Managing Materials
This section provides an overview on material management transactions discusses how to:

e Perform material order transactions.
* Modify ship to addresses.

Understanding Material Management Transactions
This section discusses:

* Item balances.

o Item availability.

* Materia orders.

* Requisition status.

* Receipts of material.

Item Balances

Before ordering an item for a service order activity on the Order Materials page, you
can check item balance information at two levels:

» Stock balances for the good truck stock storage locations that have been associated with each
member of the provider group assigned to the service order line.

» The current quantity that is available and on-hand balances for the inventory business units that
form the distribution network for your field service operations.

With this information, you can determine whether a material order is necessary and, if so, set expectations
about when material will be received based on whether the required quantity is stocked in one of
your distribution centers or must be ordered from an external vendor.
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In PeopleSoft Customer Relationship Management (PeopleSoft CRM), group members are associated
with storage locations in your inventory system that represent their good and defective truck stock. You
make these associations on the Storage L ocations page of the Worker component. The PeopleSoft CRM
system uses the Item Balance enterprise integration point (EIP) to retrieve balance information for the good
truck stock storage locations from PeopleSoft Inventory or your third-party inventory system. The balance
information is displayed on the Item Balance by Group Members page in PeopleSoft CRM.

This diagram illustrates how the integration between PeopleSoft CRM and your inventory
system supports storage location balance checking:

PeopleSoft Inventory or

PeopleSoft CRM Third-Party Inventory System

Inventory
Business Unit
Check Storage (for Trucks)
Location
Item Balance EIP Good Storage
Balances for Group Locations
Members

for Provider
Group Members

Integration that supports balance checking for truck storage locations

You can also check on-hand balances for the inventory business units included in the distribution network
defined for your field service operations. The PeopleSoft CRM system uses the Item Balance EIP to retrieve
the quantity that is available and on-hand balance information from the appropriate inventory business
units defined in PeopleSoft Inventory or your third-party inventory system. The balance information

is displayed on the Item Baance by Business Units page in PeopleSoft CRM.

Note. When integrating with PeopleSoft Purchasing and PeopleSoft Inventory, you define a distribution
network of inventory business units for each business unit in PeopleSoft CRM that can request material
for service orders or as replacements or exchanges for material returns.

This diagram illustrates how the integration between the PeopleSoft CRM system and your
inventory and purchasing systems supports on-hand balance checking:
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PeopleSoft Inventory and PeopleSoft Purchasing or

PeopleSoft FieldService X _
Third-Party Inventory and Purchasing Systems

Distribution Network

Inventory Inventory
- Business Business
Unit Unit
Check Item
Item Balance
Ba_lances b_y EIP
Business Units T Inventory Inve_ntory )
Business Business ~  Business
Unit  Unit Unit

Integration that supports checking the quantity that is available and on hand

Iltem Availability

If your PeopleSoft CRM system is integrated with PeopleSoft Inventory and you are accessing
system pages through the portal by using the single sign-on feature, you can access the Item/Product
Availability component in PeopleSoft Inventory from the Order Materials page.

With the Item/Product Availability component, you can confirm the current quantity that is
available for an item, check the cumulative available-to-promise (ATP) quantity for future dates,
and view future supply and demand information for the item.

Thisinformation enables you to set expectations about the expected receipt date for items that are being ordered
to complete work on a service order line or to replace material that a customer isreturning. This functionality
is especially useful for items that are currently out of stock or for which demand often exceeds supply.

Order Materials

When you click the Order and Receive Items button on the Order Materials page after ordering material,
the PeopleSoft CRM system stages a requisition for the order quantity in PeopleSoft Purchasing or
your third-party system by using the Purchase Order Requisition EIP.

If your implementation includes PeopleSoft Purchasing and PeopleSoft Inventory, sourcing
processes in PeopleSoft Purchasing determine whether the order can be partially or completely
fulfilled by an interunit transfer from the inventory business units in your distribution network
or if a purchase order must be placed with an external vendor.

The appropriate interunit transfer orders and purchase orders are created in the applicable
systems, fulfilled by the inventory business unit or vendor, and shipped to the address
specified for the material line in PeopleSoft CRM.
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Note. In PeopleSoft CRM, interunit transfers are stock transfers between inventory business unitsin the
enterprise. One of the assumptions of the integration design that supports material orders for service
order lines is that materia is transferred from an inventory business unit to the inventory business

unit in which the technician’s good truck stock storage location is defined.

For this reason, we recommend that you define an inventory business unit to track only truck
stock storage locations. To prevent stock in the truck storage locations from being used to
fulfill other material requests, the inventory business unit for trucks should not be included in
any distribution networks defined in PeopleSoft Purchasing.

This diagram illustrates how the integration between the PeopleSoft CRM system and your inventory and
purchasing systems supports ordering the material that is required to complete work on a service order line:

. . PeopleSoft Inventory and PeopleSoft Purchasing or
PeopleSoft FieldService Third-Party Inventory and Purchasing Systems
Purchasing
Business
Unit
No Purchase
Order
Ship to
location
Purchasing PO Sourcing entered in
Order Material Purchase Order Business Quantity Available in FieldService
Requisition EIP Unit: Distribution
Requisition Network?
Inventory
Yes Business
Unit
Interunit
Transfer
Order Ship to
location
Distribution Network entered in
FieldService

Integration that supports ordering required material

Note. PeopleSoft Purchasing or your third-party purchasing system handles 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.

Requisition Status

In implementations that include PeopleSoft Purchasing on the portal, you can transfer to the
Requisition Workbench in PeopleSoft Purchasing to check the processing status of orders
that are initiated from the Order Materias page.
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When an order is initiated from the Order Materias page, the system stages a requisition for the
order in PeopleSoft Purchasing by using the Purchase Order Requisition EIP and displays the
requisition ID that is assigned to the order on the material line.

By using the requisition 1D as search criteria for the Requisition Workbench, you can check the status
of the requisition in PeopleSoft Purchasing. The Requisition Workbench aso enables you to check
the status of al requisitions by the requester that are listed on the materia line.

Note. In PeopleSoft CRM, you can define a default requester ID on the User Preferences - Overall Preferences
page under Set Up CRM, Security, User Preferences. If your system integrates with PeopleSoft Purchasing, the
requester ID on the requisition must be a valid user 1D and requisition requester in PeopleSoft Purchasing.

Receiving Material

When defining a field service business unit on the FieldService Definition page, you can
determine whether the material orders that are initiated from the Order Materials page can be
automatically received. The item ID is populated with the ordered item ID. If a substitute item
was received instead, the user needs to enter the substitute item ID.

With automatic receiving, technicians enter only usage information, from which the system
automatically derives and posts the appropriate receiving transactions.

If automatic receiving is not enabled, technicians manually record receipt of ordered materia in the
Receipts grid on the Order Materials page. The PeopleSoft CRM system uses the Get PO IUT EIP to
retrieve expected receipt information for any purchase orders or interunit transfer orders that are created
in your inventory and purchasing systems to fulfill the requested quantity on the item line.

This diagram illustrates how the integration between the PeopleSoft CRM system and your inventory
and purchasing system supports retrieving expected receipt information:

PeopleSoft Inventory and PeopleSoft Purchasing or

PeopleSoft FieldService Third-Party Inventory and Purchasing Systems

Inventory
Business
Unit
Interunit
Transfer
Orders

Get_PO_IUT EIP

Retrieve Expected
Receipts

Purchasing
Business
Get PO_IUT EIP Unit
Purchase
Orders

Integration that supports retrieving expected receipt information

PeopleSoft Proprietary and Confidential 113



Ordering and Receiving Materials Chapter 8

You can modify the expected receipt information to reflect the actual material shipment. When you
click the Order and Receive Items button on the Order Materials page, the PeopleSoft CRM system
stages the appropriate receipt transactions in your purchasing and inventory systems by using the PO
Receipt EIP for purchase orders and the Interunit Receipt EIP for interunit transfers.

Note. When you record the receipt of ordered materials you can choose the receiving technician from a
list all technicians assigned to the service order activity. However, the system defaults the Received By
field to the user for whom the materials were ordered. On the SCM side, the system cal cul ates receipts
against either the interunit transfers or purchase order for the good storage location of the technician who
received the materials. If automatic receiving is enabled, then the used and not used material transactions
are utilized to calculate the receipt quantity. This calculation is made against the good storage location
of the selected technician instead of the lead technician’s good storage location.

Both interunit and purchasing receipt transactions are staged to your inventory system, so that the quantity
in the storage location that is associated with the lead technician’s good truck stock can be increased by the
receipt quantity. If your system integrates with PeopleSoft Inventory, the system increases the quantity

in the corresponding storage location when the Putaway process is run for the receipt.

Important! When integrating with PeopleSoft Inventory, you must clear the Flag Items for Auto-Putaway
check box to require a receipt transaction to be performed against all interunit receipts. When the

Flag Items for Auto-Putaway check box is selected, the PeopleSoft Inventory system automatically

sets the status of the interunit transfer to Received without requiring a receipt transaction. If the

status of the receipt is set to Received, the PeopleSoft CRM system cannot retrieve the expected

receipt information for the order on the Order Materials page.

This diagram illustrates how the integration between the PeopleSoft CRM system and your inventory system
supports recording the receipt of material shipments that are ordered to complete work on aservice order line:

PeopleSoft Inventory or

PeopleSoft FieldService Third-Party Inventory System

Inventory
Business Unit

PO Receipt EIP (for Trucks)

or

RECEIE MERTE] Interunit Receipt EIP Le.a.d :
(positive adjustment) LT
P ) Good Storage

Location

Integration that supports recording the receipt of material shipments
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See Also
Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” page 13

Chapter 12, “Integrating with PeopleSoft Applications,” page 157

Chapter 4, “Understanding Inventory Storage Locations for Technicians,” page 23

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Defining Workers”

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

PeopleSoft Enterprise Components for CRM 8.9 PeopleBook
PeopleSoft Purchasing 8.8 PeopleBook
PeopleSoft Inventory 8.8 PeopleBook

Pages Used to Order Materials

Page Name Object Name Navigation Usage
Order Materias RF_MATERIAL_ORDER FieldService, Order Request materialsthat are
Materials, Order Materias required to perform aservice
order activity.

Material - Shipto Address | RF_MANAGE_MAT_ADD Click the Ship To L ocation View and modify the address
link onthe Order Materials | wherethemateria that

page. isordered on the Order
Materials pagewill be
shipped.

Performing Material Order Transactions
Access the Order Materials page.
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Order Materials
Expand all

Item Description

10010 L ajr Cond, Fan

Ttem Description

10011 C air Cond,
Control Unit

Requester [TEST

Ship To Location

Collapse all
; L Quantity  Quantity Quantity Requisition
Service Order Ackivity MNeeded in Truck Qrdered ID Hem
SYCO300042 Q|1 - Repair £2](2.000C 00000 Check 0.000¢ E4
Ay ailabilit
; o Quantity  Quantity uantity Requisition
Service Order Achivity MNeeded in Trucl grdereglr iie) Slely
SYCO300042 Q|1 “Repair #=]|0.000C 00000 Check 0.000¢ Ed
Availabilit
oOrdered Byl 'I Lead Technician

Requisition Workbench

N
Receipts Custamize | Find | i 1afi
I
Purchase Crder Purchanse InterUnit InterUnit Order | Quantity MNarne
Order Line Order Line Received
12345 1 1 1 1.0000
Order tems Add Meeded ftem Return to Search

Order Materials page

If the service is defined with service activities, the system populates the material orders record with the
material that is defined for the service activities. If no activities are defined for the service, the system
populates the manage material record with the material that is defined for the service. Each item defined
for the service or service activity becomes a material line on the material orders record. Click the Add
Needed Item button at the bottom of the page to insert additional material line rows.

Note. Unless overridden by the requester, materials are shipped to the technician specified
on the material line on the service order.

This information appears for each item:

Item

Service Order
Activity
Quantity Needed

Quantity in Truck

Check Availability
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Displays the item required to perform the service activity. The system displays
the description of the selected item next to thisfield. Items are established in
your system tables by using the Item Definition page or the Item Master EIP.

Displays the service order number.
Displays a description of the activity.

Displays the amount of the item, in the item’s standard unit of
measure, that is required to perform the service or service activity
as defined in the Service component.

Displays the amount of the item that is in the technician’s truck.

This field is populated with the results of the Item Balance
by Group Member EIP.

Click this link to access a transfer page with the these links:
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Quantity Ordered

UOM (unit of measure)
Item Details

Requester

Ordered By
Lead Technician

Ship To Location

Requisition Workbench

PeopleSoft Proprietary and Confidential
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* Item Definition: Click thislink to access the Item Definition page, where
your can view the item'’s definition in PeopleSoft CRM.

* Item Substitutes: Click thislink to access the Substitutes page, where you
can view any substitutions that are defined for the item in PeopleSoft CRM.

* Item Availability: Click this link to access the Item/Product
Availability inquiry page in PeopleSoft I nventory, where you can
check the current quantity that is available for an item or product,
as well as the projected future availability.

* |tem Balance by Group Members: Click this link to access the Item Balance
by Group Members page, where you can view the item quantity balancein
the good truck stock storage location that is associated with each member
of the provider group assigned to the service order line.

* |tem Balance by Business Units: Click this link to access the Item
Balance by Business Units page, where you can view the available
and on-hand quantities for each of the inventory business units in the
distribution network defined for your field service operations.

Displays the amount of the item that was ordered.

Displays the standard unit of measure for the item quantity.

Enter the ID of the person or entity associated with the requisition request. The
system populates this value with the default requester ID defined on the User
Preferences - Overall Preferences page. If you have implemented PeopleSoft
Purchasing, you can use the requester ID and the Requisition Workbench to
check the status of all the requisitions that are entered by a specific person.

Important! If your system integrates with PeopleSoft Purchasing, the
requester 1D must be a valid user ID and requisition requester in PeopleSoft
Purchasing. Requesters are establisned under Structure Procurement Options,
Requester Setup in PeopleSoft Supply Chain Management.

Select the name of the person who is ordering the item.
Displays the name of the lead technician for the service order activity.

Click thislink to access the Material - Ship to Address page, where you can
view and modify the address where the ordered material will be shipped. By
default, the PeopleSoft CRM system populates the ship to location with the
address that is associated with the lead technician’s location code, as selected
on the Job Detail page of the Worker component. Locations are defined
under Set Up CRM, Common Definitions, Location, Location.

Note. After you click the Order and Receive Items button, you cannot
modify the ship to address in your PeopleSoft CRM system. After the
Purchase Order Requisition EIP has been published, you can change the
ship to address only in your purchasing or inventory systems.

If the implementation includes PeopleSoft Purchasing, you can click this
link to check the requisition status by requester or requisition.
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Receipts

Enter receiving information when automatic receiving is not selected at the business unit level. When
automatic receiving is selected, the system hides this grid. Users can enter an amount in the Quantity
Received field. To enter a substitute item, serial 1D, and lot ID, select the Item tab.

After entering receipt data, click the Order and Receive Items button at the bottom of the page to save
the information. The system then runs the PO Receipt and Interunit Receipt EIPs.

Order and Receive Items Click to save the page and create a requisition for the order quantity
in PeopleSoft Purchasing or your third-party system.

Note. The label on the Order and Receive button changes to Order
when automatic receiving is enabled.

Add Needed Items Click to add a new item to a service order. The system displays a new
grid that you can use to add a new item to the order.

See Also

Chapter 8, “Ordering and Receiving Materials,” Understanding Material Management Transactions, page 109

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Defining Items”
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Tracking Installed Products’

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

Chapter 7, “Creating and Managing Service Orders,” Service Order Toolbar Functions, page 70

PeopleSoft Enterprise PeopleTools Internet Technology PeopleBook

Modifying Ship To Addresses
Access the Material - Ship to Address page.
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Material - Ship to Address
Shipping Address

Business Unit Usz200
Item ID Quantity Ordered

Description

Country AUS Q Australia

Address 1 123 Main Street

Address 2

Address 3

Address 4

City Perth

County Australia Postal 5539
State MT Q. Northern Territory

Ok Cancel Refresh

Material - Ship to Address page

You can modify the ship to address information for each material line on the Order Materials
page until the quantity is ordered for the line. After you enter an order quantity on the material
line and click the Order and Receive Items button on the Order Materials page, the ship to
address information can be only viewed, not updated.

Setting Up, Viewing, and Recording Material Usage
from the Service Order

To define failure codes types, use the Failure Code (RF_FAILURE_CD) component. To load data into the
tables for this component, you can also use the RF_FAILURE_CD_SCI component interface.

This section provides an overview on material usage and discusses how to:

*» Define failure codes.
* View required materials.
» Tracking Time, materials, and expenses associated with a service order.
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See Also

Chapter 12, “Integrating with PeopleSoft Applications,” page 157

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” page 13

PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Defining Items”
PeopleSoft Enterprise CRM 8.9 Product and Item Management PeopleBook, “ Tracking Installed Products’
Chapter 4, “Understanding Inventory Storage L ocations for Technicians,” page 23

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up
and Managing Agreements and Warranties’

PeopleSoft Enterprise Components PeopleBook

PeopleSoft 8.8 Inventory PeopleBook

Understanding Material Usage and Removal
This section discusses:

» Material usage.
» Automatic receiving.
o Material removed from customer sites.

Material Usage

Technicians record the quantity of material used to perform the work for a service order activity on the
Time Material Expense page for the service order. When an item 1D and quantity is entered and saved, the
PeopleSoft CRM system determines whether a corresponding installed product exists for the item.

Depending on the rules governing creation and updates for installed products, an installed product may exist
if an order for the material was placed using PeopleSoft Order Capture, Order Capture Self Service or if an
automatic shipping notification (ASN) message for the item was sent to the PeopleSoft CRM system.

If an installed product exists, the system updates the status of the record by using the rules that are
established on the Installed Product page of the Product Definition component.

The system publishes the Inventory Adjustment EIP to stage negative adjustment transactions in your
inventory system. Your inventory system processes the staged adjustment transactions to decrease the quantity
in the storage location that is associated with the selected technician’s good truck stock by the usage quantity.

If your system integrates with PeopleSoft I nventory, the system decreases the quantity in the technician’s

good truck stock storage location when the Inventory Adjustment process is run for the staged transaction.
If required, the system also creates a new installed product for the item by using rules that are defined for

the corresponding product on the Installed Product page of the Product Definition component.

Note. When you are recording material usage you may choose a technician from those assigned

to any service order activity. The system records the user 1D of the person who entered the usage
transaction. If the system cannot determine the user 1D of the technician who entered the transaction,
it uses the ID of the lead technician. On the SCM side, the inventory adjustment (decrease) is made
against the good storage location of the technician who used the materials.

This diagram illustrates the material usage transaction:
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PeopleSoft FieldService

Report Material
Used

Yes End

Inventory Adjustment EIP
(negative adjustment)

PeopleSoft Inventory or
Third-Party Inventory System

Material usage transaction

Note. Because the order of positive and negative adjustment transactions to inventory
storage locations cannot be predicted, set up your inventory system to allow transactions
to drive inventory quantity balances to be negative.
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Automatic Receiving

In field service business units that enable automatic receiving, technicians use the Time Material
Expense page for the service order to record the portion of the material shipment that was not
required to complete the work on the service order activity. The system automaticaly runs the
expected receipts to prepopulate the Material grid on the page.

The system adds the used and unused quantity to derive the receipt quantity and increases the selected
technician’s good storage location in PeopleSoft Inventory or your third-party inventory system.

If automatic receiving is enabled, technicians enter usage information for a material shipment in the
Materia grid on the Time Material Expense page of the Service Order.

When you save the Service Order, the PeopleSoft CRM system stages the appropriate receipt transactions in
your purchasing or inventory systems by using the PO Receipt EIP for purchase orders and the Interunit Receipt
EIP for interunit transfers. The system derives the receipt quantity by adding the used and not used quantities.

Material Removed from Customer Sites

Technicians record material that they remove from a customer’s site by selecting Removed from the Action
field on the Usage Details tab on the Time Material Expense page for the service order.

Note. When you record material removed from a customer site, you may choose the technician from
those assigned to the service order activity. The system records the user 1D of the person who entered
the removal transaction. If the system cannot determine the user ID of the technician who entered the
transaction, it uses the ID of the lead technician. On the SCM side, the inventory adjustment (increase) is
made against the defective storage location of the technician who removed the materials.

When an item quantity is entered in the Usage Details grid and the page is saved, the PeopleSoft CRM system
publishes the Inventory Adjustment EIP to stage positive adjustment transactions in your inventory system.
Your inventory system processes the staged adjustment transactions to increase the quantity in the storage
location that is associated with the lead technician’s defective truck stock by the removal quantity.

If your system integrates with PeopleSoft I nventory, the system increases the quantity in the selected technician’s
defective truck stock storage location when the Inventory Adjustment processis run for the staged transaction.

If the item that is associated with the product on the service order header and the serial number on the service
order header are the same as the item and serial number on the Usage Details grid, saving the item quantity
also triggers PeopleSoft CRM to check the installed products for the customer on the service order activity.

The system sets the installed product for the removed item to Uninstalled. Before saving, if an item that
is associated with an installable product is also listed on the Usage Details grid, the system inserts a new
installed product for the replacement item and serial number with a status of Installed.

Note. To set up statuses use the Installed Product page of the Product component.

While you can use the same default values across all products by applying the default values at the product
level with aclick of a button, you can also overwrite the default values for specific products.

If the system replaces the installed product, it aso determines whether any of the customer’s agreement lines
reference the removed item as a product under service. If the removed item is referenced as a product under
service, the system removes the obsolete line from the record for the product under service and inserts a
new line representing the replacement item. If preventive maintenance is available to the installed product
of the removed item, it is transferred and made available to the replacement installed product.
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If the removed item is defined as a consumable item on the Item Definition page, no adjustment
transaction is triggered. It is expected that the consumable item is thrown away rather than returned
to the truck. However, you should record removal of consumable items in the Usage Details tab on
the Time Material Expense page so that the system can make appropriate changes to the customer’s
installed product and the products under service on the associated agreement line.

This diagram illustrates how the integration between the PeopleSoft CRM system and your inventory
and purchasing system supports recording the removal of material from a customer site:

PeopleSoft FieldService

Is the product

Report :
. on the service order on
Material .

the customer's installed
Removed

product record?

No

End

PeopleSoft Inventory or
Third-Party Inventory System

Installed
Yes Product
Record

When the product on the service
order is removed, the system
updates the customer's installed
product record to reflect item
removal or replacement, or both.

Inventory Adjustment EIP
(positive adjustment)

Inventory
Business Unit
(for Trucks)
Lead
Technician's
Defective
Storage Location

Is th Customer's
s the Agreement
removed product Yes Line
on the customer's
agreement? Products
Under Service
No The system updates

the products under
service on the

End customer's agreement
line to reflect product
removal or
replacement, or both.

Integration that supports recording the removal of material from a customer site

Your business processes dictate how removed material in a technician’s defective storage |ocation
should be handled. Typicaly, this stock is transferred to a distribution center’s inspection storage
location by using the inventory system. At the distribution center’s inspection location, a decision is
made to scrap, recycle, repair, or restock the item in available inventory stores.

See Also

Chapter 12, “Integrating with PeopleSoft Applications,” page 157

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” page 13

Chapter 4, “Understanding Inventory Storage Locations for Technicians,” page 23

PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

PeopleSoft Inventory 8.8 PeopleBook
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Pages Used to Set Up, View, and Record Material Usage
and Removal on Service Orders
Page Name Object Name Navigation Usage
Failure Codes RF_FAILURE_CD Set Up CRM, Product Definefailure codesto be

124

Related, FieldService,
Failure Codes, Failure Code

used for removed materials.

Required Material RF_MAT REQUIRED

FieldService, Createa
Service Order, Required
Material

Listsall itemsand their
guantities needed for the
service. You can also view
item availability and
balances.

Time Material Expense RF_SO_TIME_MAT_EXP

FieldService, Create a
Service Order, Time Material
Expense.

Record time, materia and
expenseinformation.

Note. You cannot log time,
material and expense entries
against aservice order

until the service order has
been saved.

Defining Failure Codes

Access the Failure Codes page.
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Failure Codes
SetID CRMO1
Failure Codes Cuztomize | Find | Yiew &ll | D First 1-23 of 23 Last
*Failure Code *Description Short Description
AIRSWITCH Air Switch Failure Switch ﬁ
BADSEAL Bad Seal Seal |
BENTSHAFT Bent Shaft Shaft |
CASEFAIL Compressor Case Cracked Case ﬁ
COILFAIL Coil Failure Caoil |
CTCLEFAIL Cycle Setting Failure Cycle ﬁ
ExCESSFLOW Excess Flow Excess ﬁ
FREZTMPFAIL Freezer Temp Setting Failure Temp Set ﬁ
HDFAIL Heated Drying Setting Failure Dirying ﬁ
Lo COMP Low Compression Rate Compress ﬁ
LOWEXCHANG Low Exchange Rate Exchange E
Lt Povind ER, Low Power Low Power E
MOPOWER Mo Power Mo Power i)
MOREVERSE Fan Does Mot Reverse Reverse E
Failure Codes page (1 of 2)
OMOFFFAIL on/Off Switch Failure Switch |
REFTMPFAIL Refrigerator Temp Setting Fail Temp Set ﬁ[
RIMSEFAIL Rinse Setting Failure Rinsing ﬁ[
SEMSORFAIL Sensor Failure Sensor |
SOLSWITCH Solenoid Switch Defective Switch i
SOLSWITCHS Slow Solenoid Switch Switch |
THERMFAIL Thermostat Failure Thermostat |
TIMERFAIL Timer Failure Timer |
TUBELEAK Tube Leak Tuhe |
Add Failure Code

Failure Codes page (2 of 2)

Failure Code Enter afailure code that can be used when specifying removed items
on the Time Material Expense page. Failure codes identify what went
wrong with parts that caused them to be removed from customers' sites.

You can enter up to 10 alphanumeric characters.
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Add Failure Code Click to add a new failure code.

Viewing Required Materials
Access the Required Material page.

Service Order 05/04/2004 4:41:13FM PDT|M\; Time Zone =]
Save | ! Search | |§. add | LTE Next| ] Previous | 360 360-Degree WView | [=7] Motification | e FPersonalize
Service Order ID SVC0030023 Unit aPPOL
Customer Shoreview Medical Customer Yalue Platinurm ¥ 95353 ir
Contact Jack Pepper Status Open

Priority Norral

Service Order Activities Solutions Tirne Material Expense Hotes E:l

Materials Needed for Service

Mo Materials Required for Service.,

Material Needed for Service Customize | Find | [ Firzt 1-2 of 2 Lazt

Itern ID Description Quantity | Quantity | Checl Availability | Quantity Quantity | LIOM
Meeded | in Truck Ordered Received

10020 Freezer Thermostat 1.0000 0.0000 Check Awvailability EA

10022 Freezer, Compressor 1.0000 0.0000 Check Awvailability EA

Required Material page

Use this page to view the required materials for the service order. For specific information on using the fields
on this page refer to Viewing Required Materials section in the Creating and Managing Service Orders chapter.

See Also
Chapter 7, “ Creating and Managing Service Orders,” Viewing Required Materials, page 97

Tracking Time, Material, and Expenses Associated
with a Service Order

Access the Time Material Expense page.
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Service Order 05/04/2004 4:13:17PM PDT [My Time Zone =1
Save || [E A4dd | 360 380-Degree View | Matification | B8 Correspondence | ¢ Email | %= Hierarchy | 3 Personalize
Service Order ID SYC0030023 Unit 4PPOT
Customer Shoreview Medical Customer Yalue Platinum e 9537 ires
Contact Jack Pepper Status Open

Priority MNarral

Service Order Activities Required Material Solutions B Time Material Expense Motes El

Technicianln"-” Technicians ;I
Time Customize | Find | ﬁ First 1-3of 2 Last
m Tirne Entry Cormrments [F=H
*Type |*.°.ctivit1 |*Techniu:ian | Billable |Duratiu:un | |

| activity | | &l Bctivities =] [Bill Kilmer -] W 2 hours Tl

| = |1 - Repair Thermostat = | IBiII Kilmer vl r o min. i
I ;I |2 - Repair Cumpressor;l IBiII Kilmer 'I [ 0 min. ﬁ
Add Time Copy Planned Times Total 2 hours
Time Material Expense page (1 of 2)
N
Material Customize | Find | ﬁ First 1of1 Last
Usage Details Receipt Details Failure Code Itern Type Technician [=7H
Activity Itemn ID | Description | Action | Quantity | Serial ID | Lot ID |Billable | |
|l - Repair Thermosta;l |1IJDDEI Q, Refrigerator, |Remwed;| |1.I:II:II:I | | ¥ 'ﬂ
Plastic: Bins
Add Material
Technician|-°-|| Technicians ;I
™
Expense Cuzternize | Find | i Firzt 1afl Last
*Technician |Transa|::ti0n Date |*Exnense Type | *.ﬁ.mount|*Currencv | Billable | |
| Bill Kilmer =l [os/oaszo04 O [mileage = | 3345 USD Q ¥ i}
Add Expense Total 33.450 USD

Time Material Expense page (2 of 2)

Use this page to record time, material and expense information. For specific information on
using this page refer to the Tracking Time, Material and Expenses Associated with a Service
Order section in the Creating and Managing Service Orders chapter.

See Also

Chapter 7, “Creating and Managing Service Orders,” Tracking Time, Material, and
Expenses Associated with a Service Order, page 99
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Working with My Service Orders

This chapter provides an overview of the My Service Order component and discusses how to:

* View and update service orders.
» Troubleshoot service order problems.

Understanding the My Service Order Component

Typically, acall center agent or dispatcher creates and assigns service orders on the Service Order page. Once
a service order line is assigned, the assigned technician, using the My Service Order component, can update
the status of the service order line, record time and expenses for the requested work, and report material
usage. To order materials usage but the technician must use the Order Material component.

The My Service Order component and the Service Order component provide two views of a customer’s
service order. You can modify the service order from either component, because both components are
subject to the same edits. Because the My Service Order and Service Order components have similar
functionality, they share features for service orders. For example, both components are enabled for Active
Analytics Framework (AAF), which triggers workflow. In addition, you can control the visibility of
certain fields and features in service orders through the use of configuration templates.

See Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Defining
Configuration Templates for Service Orders, page 19.

There are, however, functional differences between the Service Order and My Service Order
components. The My Service Order component does not provide:

» Time zone information.
» Customer entitlement searches.
Entitlement details are provided through a link next to the agreement.
» Approval processing.
The page, however, shows whether a service order or activity needs approval.

In addition to page layout, AAF has been enabled for the My Service Order component to trigger workflow
actions and send notifications. Use AAF to set up workflow processing, which includes defining workflow
actions, setting up the workflow action event handler, and associating workflow actions with eventsin the
event handler. When the conditions that are defined in events become true, associated workflow actions
are triggered automatically and corresponding notifications are sent to assigned recipients.
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See Also
Chapter 7, “Creating and Managing Service Orders,” page 63

Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Understanding
Field Service Configuration Templates, page 15

Viewing and Updating Service Orders

This section discusses how to view and update service orders.

Page Used to View and Update Service Orders

Page Name Object Name Navigation Usage

My Service Order RF_SO_TECH FieldService, My Service View and update assigned
Orders, My Service Order service orders.

Note. You cannot accessthis
pageif no service orders

have been assigned to you.
Viewing and Updating Service Orders
Access the My Service Order page.
My Service Order
Save | 360 360-Degree View | [=] Notification | @E Correspondence | El'g_: Hierarchy | Personalize
Service Order ID 0000000045 Customer Sparkle Clean Laundromats
Customer Yalue Gold¥riririr Contact Becky Lee Campton
Status Open Priority Mormal
Required Material Solutions Tirne Material Expense Motes Interaction History
Customer Information
Customer Zparkle Clean Contact |[Becky Lee Campton Q=
Laundrormats
Phone g00/966-2546(23686)
Site i
Address Q Wiew Address
Alternate Phone
Service Details
Service ID APPOOOODOL Service Description PM for MCE
Problem =
w
*status|0pen ;l * priority | Mormal ;I
Product ID E Description
Serial Number E Case ID
Agreement COM-AGR-108 Maore Detail

My Service Order page (1 of 2)
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Activity Details
Planned Dates and Times Technicians Assigned
Step | *Activity Mame Status Lead Technician
10 |Check Compressor Q |On Site ;I David Perry ]j[
20 |Check Heat Exchanger 3 |HOId F\ssignment;l David Perry ]j[
30 |Clean Outside Hot and Ins O IHCI|I:| .ﬁ.ssignment;l David Perry ]j[
40 (Clean Ducts and Pipes QL IHD|E| .ﬁ.ssignment;l Dawid Perry ]j[
Add Activity Change Status for All My Actiuitiesl ;I Upclate
Modified 09/04/2002 1:14PM PDT SAMPLE
Save | 360 360-Degree Wiew | =7 Matification | @E Correspondence | Dg_: Hierarchy | Top of Page

My Service Order page (2 of 2)

Most of the fields on this page are identical to fields on the service order page of the Service Order
component. If you open service orders from the My Service Order component, you have access

to almost all service order-specific information and actions that are available in the Service Order
component. The only exception is that you cannot create new service orders, view time zone information,
or select agreements and warranties in the My Service Order component.

See Chapter 7, “Creating and Managing Service Orders,” page 63.

Customer Information

This section is almost identical to its equivalent section in the Service Order component. You cannot modify
values in the Customer and Service fields however. You can use the Alternative Phone field to connect a
phone number with the service order. The field, however, is for informational purposes only.

Agreement and Warranty

Agreement and warranty information does not appear if it has not been specified in the associated
service order records. A technician cannot change the agreement or warranty, but can use the
More Detail link to view entitlements. The agreement name is not a link, because the technician
should not be able to transfer to the agreement definition.

Incident Address
This group box is the same as the one for service orders.

This group box appears if the Allow Incident Address check box is selected in the configuration
template that is tied to the business unit to which the service order belongs.

See Chapter 3, “Defining Business Units in PeopleSoft Integrated FieldService,” Defining
Configuration Templates for Service Orders, page 19.

Service Details

Both the Service Order and My Service Order pages display the service ID and the service
description. You can enter the service ID in add mode only. Because the technician performing
the work is usually first interested in what the service is and then any additional supporting detail,
the system displays the Problem field after the service information.
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Note. Theinformation in the Problem field can come from the case if the service order was created from a case.

You can access the service definition from both the Service Order and My Service Order components.
The product ID and serial number prompts are based on the service order configuration.

Priority values available for the service order are Low, Normal, High, or Urgent.

The system displays the Case ID field on both the Service Order and My Service Order pages,
but it is read only on the My Service Order page. Once the service order is saved, however,
the field is read only on the Service Order page as well.

Note. The Activity Actions section, which isavailable on the Service Order page is not available on the My
Service Order page. Users do have the ability, however, to change the status for all activities by section a
value from the Change Status for All My Activities drop-down list menu beneath the Activities grid.

Activity Details

This group box appears in a grid on the first page of the component. The grid contains three tabs:
Activity Details, Planned Dates and Times, and Technicians Assigned. If the service order is assigned
to only one technician, then the Technicians Assigned tab is not visible and Lead Technician is not
visble on the Activity Details tab. Also, if the activity priority is not selected during service order
configuration, the system hides the Priority column on the Activity Details tab.

If Priority is hidden and there is only 1 technician assigned, the system does not display any tabsin this grid.
The View drop-down list box is displayed only when more than one technician is assigned to the service order.

The Activity Details grid provides a summary list of activities for the service order. Each activity in the grid
contains information such as step numbers, the associated service activity, the current status, the planned start
date and time, the estimated duration, and the number of technicians that is required to finish the activity.

Note. The system displays the Required Technicians field shown if the Technicians Assigned tab isvisible

Required Material

Access the Required Material page to view all items and their quantities needed for the service.
You can aso view item availability and balances, which are based on the service definition
for the service order. The Required Material page appears in both the Service Order and My
Service Order components and behaves similarly in both.

Solutions

Access the Solutions page to search for and suggest solutions that are associated with
the service order. The Solutions page appears in both the Service Order and My Service
Order components and behaves similarly in both.

Time Material Expense

Access the Time Material Expense page to record time, materials, and expenses for the activities on the
service order. This page appears in both the Service Order and My Service Order components and behaves
similarly in both. The default technician is the person who is signed in. Technicians can view and update
only their own expenses. The display of the billable flag is based on the service order configuration.
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Note. The system displays time and dates fields in the Time grid on the Time Material
Expense tab for the My Service Orders page. They do not appear, however, on the Time
Material Expense tab for the Service Orders page.

Notes

Access the Notes page to add or view notes and attachments for the activities on the service order. The Notes
page appears in both the Service Order and My Service Order components and behaves similarly in both.

Interactions History

Access the Interaction History page to view alist of interactions that are associated with the service order. The
page displays a summary of all interactions for the service order. The Interactions History page appearsin
both the Service Order and My Service Order components and behaves similarly in both.

Related Objects

Access the Related Objects page to view business projects and troubleshooting scripts and to
associate them with the service order. The Related Objects page appears in both the Service Order
and My Service Order components and behaves similarly in both.

See Also
Chapter 7, “ Creating and Managing Service Orders,” Entering or Modifying Service Orders, page 87

Chapter 7, “Creating and Managing Service Orders,” Entering Information Related
to Specific Activity Lines, page 93

Chapter 7, “Creating and Managing Service Orders,” Viewing Required Materials, page 97

Chapter 7, “Creating and Managing Service Orders,” Using Solutions to Resolve Problems, page 98

Chapter 7, “Creating and Managing Service Orders,” Tracking Time, Material, and
Expenses Associated with a Service Order, page 99

Chapter 7, “Creating and Managing Service Orders,” Adding Notes and Attachments, page 102

Chapter 7, “Creating and Managing Service Orders,” Viewing Interaction History, page 105

Chapter 7, “Creating and Managing Service Orders,” Inserting Related Objects, page 106
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CHAPTER 10

Using the Dispatch Board

This chapter provides an overview of the dispatch board and discusses how to:

* Define dispatch board configuration settings.
» Work with the dispatch board.

Understanding the Dispatch Board

The dispatch board in PeopleSoft Integrated FieldService offers a graphical representation of the task
assignments for technicians over a given period of time, together with alist of assigned and unassigned
service orders in a business unit that have not been completed, closed, or canceled. With the dispatch
board, dispatchers can manage the daily service order workload for field service business units, assign
service orders to technicians, resolve scheduling conflicts, and escal ate high-priority work.

A dispatcher can select a technician and enter the priority, status, and start dates and times for
a service order activity without leaving the Dispatch Board page.

On the Dispatch Board page, you can view abar graph that represents 24-hour work schedules and availability
for agroup of technicians, beginning with the date and start time that you enter on the page. On the bar graph
header, click the Previous Day and Next Day links to scroll through days prior to or after the selected date.

You can also view al open service order activities for a selected business unit. Links provide
access to each technician’s daily work schedule calendars, where you can view details of scheduled
tasks and events that are unrelated to service order assignments.

You can aso change technician assignments, modify start and end times, and update current
statuses directly from the Dispatch Board page through the grids. You can also access
the Service Order page to complete these tasks.

Similarly, you can access the Service Order page, where you can change technician
assignments, modify start and end times, and update the current status for each assigned and
unassigned service order activity in the business unit.

Before using the dispatch board, define a dispatch board configuration for each field service business
unit on the Dispatch Board Setup page. Dispatch board configuration settings control the pattern
that the system uses to represent the service order activity status, the number of technicians that

are listed on each Dispatch Board page, the default start time of the dispatch board display, and the
smallest increment of time that a task bar on the dispatch board represents.

See Also

Chapter 7, “Creating and Managing Service Orders,” page 63

PeopleSoft Proprietary and Confidential 137



Using the Dispatch Board Chapter 10

Defining Dispatch Board Configuration Settings
To define dispatch board configuration settings, use the Dispatch Board Setup (RF_DISP_SETUP) component.

This section discusses how to define dispatch board configuration settings.

Page Used to Define Dispatch Board Configuration Settings

Page Name Object Name Navigation Usage
Dispatch Board Setup RF_DISP_SETUP Set Up CRM, Product Define dispatch board
Related, FieldService, configuration settingsfor the
Dispatch Board, Dispatch display attributes of each
Board Setup field service business unit.

Defining Dispatch Board Configuration Settings
Access the Dispatch Board Setup page.

Dispatch Board Setup

Unit Usz00
Display Options
Select time increments to display bars on the Dispatch Board:

' 10 Minutes
¥ 15 Minutes
Display Start Hour |12:004

Enter the number of technicians to display on the Dispatch Board:

Number of Technicians |10 {rmaximurn 99)

k|
Legend Setup Custamize | Find | Wiew all | e First 1-g3 of 8 Last
*Status Patterns Display on Chart| Last Modified Last Maintained
By
Accepted |Green Block | W 06/02/2001 1:48PM  SAMPLE =]
En Route |Green Block =] W 07/11/2002 6:21FM  CWP1 =
Hold Assignment [vellow Block =] W 06/02/2001 1:48PM  SAMPLE =]
Hold Customer [vellow Block =] W 06/02/2001 1:48PM  SAMPLE =
Hald Part [vellow Black =] 06/02/2001 1:48FM  SAMPLE =

Dispatch Board Setup page (1 of 2)
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on Site |Blue Block -l F 0640272001 1:48PM  SAMPLE =]

Assigned |Green Block -] W 0640272001 1:48PM  SAMPLE =

Rejected |Red-Orange Blox| W 0640272001 1:48PM  SAMPLE =]
Modified 06/02/2001 1:4GFM POT SAMPLE

Bl save £\ Return to Search Ef et IpdateDizplay

Dispatch Board Setup page (2 of 2)

Display Options

10 Minutes and 15 Minutes

Display Start Hour

Number of Technicians

Legend Setup

Select the smallest interval of time that a taskbar can represent on the dispatch
board. If atask or the remaining part of atask is shorter than the selected time
segment (for example, the task takes 8 minutes to complete and you select the
15-minute time segment), the taskbar covers the entire segment on the dispatch
board. When you hover over the color-coded taskbar, the system displays the
exact start and end times and other pertinent information for the task.

Note. The 15-minute display option provides optimal performance for field

service business units with high service order volumes or with large numbers
of technicians within regions and provider groups. If you expect both service
order and nonservice order tasks to last at least 15 minutes, select 15 Minutes.

Select the time when the 24-hour display begins on the dispatch board.
By default, this value is 12:00 AM (midnight).

When you access the dispatch board for the first time, the system
populates the Start Time field on the Dispatch Board page with the
value that you specify here. The next time that you access the Dispatch
Board page, the system popul ates the Start Time field with the previous
value that you used in the dispatch board.

Enter the maximum number of techniciansto display per page of the dispatch
board. Each row of the dispatch board represents a technician’s work schedule
and availability. The number of rows that the system returns equals the
number of active group members who are associated with the specified region
or provider group. You can use the Next 10 and Previous 10 navigation arrows
to display additional technician schedules that the system returns.

Note. For optimal performance, display more than 10 technicians per
page of the dispatch board. Though initial loading time increases with
the number of rows that are displayed, this reduces the need to navigate
through multiple pages of the dispatch board.

The system populates this grid with status values for available service order activities and
the default color that is associated with each status.

Status
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Patterns

Display on Chart

Chapter 10

Note. If you do not define a service order activity status here, service
order activities with that status do not appear on the dispatch board.
The dispatch board does not display service order activities with a

Complete, Closed, or Canceled status.

Select the color and pattern that is associated with the service

order activity status. Values are:

* Blue Block

* Blue Stripes

* Blue Yellow Stripe
* Blue-Green Block

* Bright Green Stripe
» Dark Green Stripe
» Gray Stripes

» Green Block

* Light Blue Stripes
» Olive Orange Stripes
* Olive Stripes

» Orange Block

* Pink Green Stripe

* Pink Yellow Stripes
» Purple Block

* Red Stripes

* Red-Yellow Stripes
* Red-Orange Block
» Thin Blue Stripes

* Yellow Block
 Yellow Prink Stripe
* Yellow-Green Block
* Yellow-Orange Block

Select to have service order activities with the associated status value appear
on the dispatch board. This check box is selected by default.

Working with the Dispatch Board

Use the dispatch board to manage technician schedules and view and update service
order statuses for a specified business unit.
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This section discusses how to view and manage technician availability and service orders.

Page Used to View and Manage Technician Availability
and Service Orders

Page Name

Object Name

Navigation

Usage

Dispatch Board

RF_DISPATCH_BRD

FieldService, Dispatch
Board, Dispatch Board

View and manage technician
availability and service
orders.

Viewing and Managing Technician Availability and

Service Orders

Access the Dispatch Board page.

Dispatch Board

=~ Dispatch Board Filters
*Unit Usz200

Q

Provider Group |Appliances Western O
Refresh Dispatch Board

Dispatch Board

El Prewious Day

Region ID

*Date [05/29/2004 [ |

Miew All
1-10 Df14_E| OOAR (01 A8 0280 034K 048K 0SAM OSAM O7AK OSAK 092K 108K 112K 12PN 01PM 02PR O3PM (D4PK |0SPM OGP
alicia Lewiz 3]
Eien Harris @] I:l
Brian YWalsh @]
Candice Greene @]
Cravic) Petry @]
Ciougias Miler @]
James Mahoney @]
Jahin Turner @]
oseph Bartlett 3]
harion Zigardo [ﬁ]
Accepted Assigned En Foute Haold assignment Hold Customer Hold Part
B Urgent Mot Available Overlap I On Site B Rejected

Dispatch Board page (1 of 2)
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Assigned Service Orders

Unassigned Service Orders

Expand all Collapse all
Service Order ID Custorner Service Start Date Status Priarity Provider Group
poonooonngs  Sparkle Clean Preventive Cpen ;”Normal ;l Appliances Western Qrﬁ
—  Laundromats Maintenance
Service for Air
Conditioners
Activities
Step| Activity Planned Start |Planned |Planned End Planne Duration | Activity Provider Group
Date Start Date End Time Status
Tirne
50 Checl Fan = = 3 min. IOpen 'I appliances wWestern O, &
Preventive . .
&0 Maintenance of Bl El & min. IOpen 'I appliances western O &
other &/C parts
Service Order ID Customer Service Start Date Status Priority Provider Group
0000000049 Lakewiew Community Repair Air | open ~l[Mormal = llappliances wWestern Gl &
College Conditioner
0000000053 ©ady Mentgamery  Preventive | open =llmormal = llAppliances western G g

Maintenance for
Refrigerators

Dispatch Board page (2 of 2)

Dispatch Board

Enter criteriafor the service orders that you want to work with and click the Update Dispatch Board button.
The system populates the page with the service order activities that match your criteria. To minimize
data-entry effort, the system saves the unit, region ID, provider group, and start time every time you click
the Update Dispatch Board button during the session, and it populates these fields (except for Unit) on the
page the next time that you access the dispatch board. The system populates the Unit field on the Dispatch
Board page with what you define for the user on the User Preferences - Overall Preferences page.

Note. If aservice order task spans multiple days, or if it starts or finishes at a time that goes beyond the
assigned technician’s normal working hours, the system codes the entire task duration (from start time
through end time) with the color that you select for the corresponding service order status as one block
of time. The system treats any nonworking hours within this period of time as part of the task.

Unit Enter the ID for the business unit that is associated with the service orders with
which you want to work. The system returns all service order activities for the
business unit that do not have a status of Completed, Closed, or Canceled.

Region 1D and Provider Enter aregion ID or provider group. The system returns the work schedules
Group of the active technicians in the provider group or region. By default, these
fields contain the values, if any, that you entered in the last session.

Date Enter the date of the assignment schedule. By default, the value
is the current system date.

Use the Previous Day and Next Day links to scroll through
days before or after this date.
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Display Start Hour Select the time when the dispatch board display begins. When you
first access this page, the system populates this field with the display
start time that you define on the Dispatch Board Setup page. The next
time that you return to the page, the system populates this field with
the value that you entered in the last session.

Note. The system automatically refreshes the page after entering a
valid start hour or date after you leave the field.

Update Dispatch Board Click to refresh the assignment schedule after entering new search criteria
for the unit, region ID or provider group, date, and time.

Dispatch Board Assignment Grid

At the top of the grid, the time zone of the database server appears. The left column of the grid lists, in
alphabetical order, the name of each technician who is associated with the specified region or provider
group. Use the navigation controls below the assignment grid to view additional pages. Click the Daily
Calendar button next to the technician’s name to access his or her work schedule.

The colored bars on each row of the assignment grid represent service order activity assignments and
periods of unavailability that are recorded on the associated technician’'s work schedule calendar for the
24-hour period that appears. Place the cursor on a bar to see what the bar represents. The system uses a
white bar to display atechnician’s available hours that you define on the worker’s schedule page. A gray
bar represents a technician’s unavailable hours; these are nonworking hours, or when the technician is
working on tasks that are unrelated to service orders (for example, appointments, meetings, and so on).
Click the Daily Calendar button next to the technician’s name to access the associated technician’s daily
work schedule on the Daily Calendar page, where you can view details about the technician’s nonservice
order task or event. You cannot click gray bars that represent a technician’s nonworking hours.

Service order activity assignments for each technician appear in a color that indicates the status of the
service order activity. The legend below the assignment grid explains each color. Click the Service
Order ID link to access the Service Order page, where you can modify the status, priority, start and
end dates and times, and technician assignment for service order activities.

You can also modify this information for the service order activity without leaving the Dispatch
Board page by clicking the Expanded button for the service order activity.

Urgent service order activities appear with a red stripe on the taskbar. A taskbar with an outline
indicates a service order activity that does not have a defined service activity. Conflictsin a
technician’s schedule appear as an orange stripe. Click the orange stripe to access the Service
Order page, where you can resolve the schedule conflict.

Schedule conflicts occur in the dispatch board when multiple service order activities from different service
orders are assigned to a technician within the same 10-minute or 15-minute segment

If the two service order activities belong to different service orders and both assignments are on the 10:00
to 10:15 time segment, then this segment appears as having a conflict whether or not there is atrue time
conflict. For example, if the first service order activity ends at 10:10 am. and the second one starts at
10:12 am., the system indicates a conflict on the dispatch board for the technician if these two service
order activities belong to two different service orders. However, if the service order activities belong to
the same service order, the system does not consider this a schedule conflict. Clicking the 10:10 to 10:15
time segment brings you to the service order activity that ends before the other activity.
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Unassigned Service Orders and Assigned Service Orders

These grids list the open service orders that match the search criteria that you enter at the top
of the page. To populate the Unassigned Service Orders tab, the system bases its search on the
business unit and provider group or region. To populate the Assigned Service Orders page, the
system finds matches based on the business unit and provider group or region. Service order
activities with a Completed, Closed, or Canceled status do not appear.

In both tabs you can click the Service Order ID link or the Expanded button to access the
service order information, where you can modify the status, priority, start and end dates and
times, and technician assignments for the service order activities.

Click this button to expand all the assigned or unassigned service

Expand All order information on the page.
Click this button to collapse al the assigned or unassigned service
Collapse All order information on the page.
Save Click to update the individual service orders that were modified in the

Assigned Service Orders and Unassigned Service Orderstabs. Clicking
Save aso refreshes the Dispatch Board page with the changes

See Also

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, “Using Calendars’
Chapter 7, “Creating and Managing Service Orders,” page 63
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This chapter provides an overview of PeopleSoft Integrated FieldService interactive
reports and discusses how to:

» Set up PeopleSoft Integrated FieldService Interactive Reports.
* Run PeopleSoft Integrated FieldService Interactive Reports.

Understanding PeopleSoft Integrated FieldService
Interactive Reports

PeopleSoft CRM delivers the these tools to help you manage your field service organization more effectively:

* Reports
* Interactive Reports

These tools offer important information about your business process performance, which
assists you in making the right business decisions.

Reports

PeopleSoft Integrated FieldService delivers four Crystal reports that are run using PeopleSoft
Process Scheduler. These reports provide information on expenses, average time spent on service
orders, and completed service orders within a predefined time period.

Interactive Reports

PeopleSoft Integrated FieldService interactive reports, which are dynamic and interactive analytic
reports, are an implementation of Business Analysis Modeler (BAM). The implementation has a BAM
server and amodel designer but does not include an Analytic Logic server and a separate database

to store data. Interactive reports enable you to move data elements around on a report and view the
report using different dimensions in realtime. Viewing reports using different dimensions provides you
with the opportunity to gather valuable information about your service business.

Interactive reports also enable you to perform “what-if” scenarios. This capability is available

in the Utilization Rate interactive report delivered with PeopleSoft Integrated FieldService. In
essence, you can modify the value of certain inputs of the report in a “what-if” situation, such as
lowering the hourly rate of a provider group and visualizing the impact that this change has on your
organization (for example, a decrease in the expense spent on unused value). By anayzing hypothetical
situations, you can make intelligent decisions about resource allocation.

PeopleSoft Integrated FieldService delivers three interactive reports:
* Service Order Aging
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» Utilization Rate
» FieldService Dashboard

Access to interactive reports in PeopleSoft Integrated FieldService is controlled by user roles. Interactive
reports output can be exported to Microsoft Excel or printed in hard copy. While you can interact with these
reports by moving around data elements (dimensions) on the reports, the communication between interactive
reports and PeopleSoft CRM is one-way. This one-way communication means that the changes you make to
interactive reports do not affect the PeopleSoft CRM database where the data originates. You also cannot
transfer from an interactive report to any of the PeopleSoft CRM components to access data.

See Also
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Using Interactive Reports”
Appendix A, “PeopleSoft Integrated FieldService Reports,” page 165

Setting Up PeopleSoft Integrated FieldService
Interactive Reports

To setup interactive reports for PeopleSoft Integrated FieldService, use the Date Configuration
(RF_DATE_CONFIG) and Utility Setup (RF_UTIL_SETUP) components.

This section discusses how to:

» Configure the Service Order Aging Interactive Report.
» Configure the Utilization Rate Interactive Report.

Note. You do not need to set up the FieldService Dashboard interactive report.

Pages Used to Set Up PeopleSoft Integrated FieldService
Interactive Reports

Page Name Object Name Navigation Usage
Service Order Aging Date | RF_DATE_CONFIG Set Up CRM, Product Configurethe Service
Configuration Options Related, FieldService, Order Aging interactive

Service Order Aging Report, | report. For each PeopleSoft
Service Order Aging Date Integrated FieldService
Configuration Options business unit, define day
ranges in which open service
ordersare categorized per

business unit.
Utilization Rate Setup RF_UTIL_SETUP Set Up CRM, Product Define configuration
Options Related, FieldService, options, such asthe period

Utilization Rate Report Time | for day range validation,
Type, Utilization Rate Setup | utilization goal, and cost
Options category definitionsfor the
Utilization Rateinteractive
report.
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Configuring the Service Order Aging Interactive Report
Access the Service Order Aging Date Configuration Options page.

Service Order Aging Date Configuration Options
Unit US200
k]
Day Ranges Cuztomize | Find | i First 1-4 of 4 Last
SeqMum | Fram Day Tao Day Day Range
1 1 10 [1-10 Days [=]
2 11 30 [11-30 Days [=]
5 31 60 |31-860 Days [=]
4 61 99999 = &0 Days [=]
il
B =ave L Return to Search E Add UpdsteDizplay

Service Order Aging Date Configuration Options page

SegNum (sequence number)  Displays the order in which the day ranges appear on the interactive
report as horizontal axis headings.

From Day Enter the start number for the day range. For example, enter
0 for a 0-4 day range.

To Day Enter the end number for the day range. For example, enter
4 for a 0-4 day range.

Day Range Enter the day range description.

Configuring the Utilization Rate Interactive Report
Access the Utilization Rate Setup Options page.
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Utilization Rate Setup Options
Range and Goal Definition
*¥alid Range 1 m
*Utilization Goal 95 o
Cost Category Definition Cuztomize | Find | Yiew all | D First 1-2 of & El Last
*SetlD *Cost Category Description
comMol QL STRT Q, Straight Time =]
CRMOL Ol STRT Q Straight Time =]
CRMDZ Ol STRT Q, Straight Time =]
E save
Utilization Rate Setup Options page
Period for Range Validation
Valid Range Enter the maximum duration (in days, weeks, months, or years) that a day

range can be specified for the analysis. When you specify the start and end
dates on the Utilization Rate page to run the interactive report, the system
validates the dates with this period value to ensure that the duration of the
day range does not go beyond the duration specified here.

For example, you have set the period for range validation to three weeks. When
you enter the start and end dates for the Utilization Rate interactive report, the
system displays an error if the defined date range lasts more than three weeks.

Utilization Goal Definition

Utilization Goal Enter the number, in percentage, that represents how much of an hour
technicians are expected to spend on work. The system populates this value
on the Utilization Rate page. You can, however, override it.

Cost Category Definition

Cost Category Select the code of the cost category used to account for the labor
time of members in the provider group by setlD. Cost category codes
are defined on the Cost Categories page.

Running PeopleSoft Integrated FieldService
Interactive Reports

This section discusses how to:

» Work with the Service Order Aging interactive report.
» Work with the Utilization Rate interactive report.
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» Work with the FieldService Dashboard interactive report.

Pages Used to Run PeopleSoft Integrated FieldService

Interactive Reports

Page Name

Object Name

Navigation

Usage

Service Order Aging -
Existing Run Control

RF_SO_AGE_UPD

FieldService, Interactive
Report, Service Order Aging,
Existing Run Control

Select an existing run

control 1D on the Existing
Run Control pageto run

the Service Order Aging
interactive report. You can
also update any existing run
control profiles, such as
selecting adifferent business
unit or customer before
running theinteractive
report. Go to the Add

New Run Control page
(RF_SO_AGE_ADD) to add
new run control profiles.

Utilization Rate - Existing
Run Control

RF_UTIL_ CONFIG_UPD

FieldService, Interactive
Report, Utilization Rate,
Existing Run Control

Select an existing run
control 1D on the Existing
Run Control pageto runthe
Utilization Rateinteractive
report. You can aso

update any existing run
control profiles, such as
entering adifferent start

or end date, utilization

goal, or different provider
group beforerunning the
interactive report. Goto the
Add New Run Control page
(RF_UTIL_CONFIG_ADD)
to add new run control
profiles.

FieldService Dashboard -
Existing Run Control

RF_MGMT_DASHBD_UPD

FieldService, Interactive
Report, FieldService
Dashboard, Existing Run
Control

Select an existing run control
ID on the Existing Run
Control pageto runthe
FieldService Dashboard
interactive report. You can
also update any existing run
control profiles, such as
selecting adifferent provider
group or customer before
running theinteractive
report. Go to the Add New
Run Control page
(RF_MGMT_DASHBD_AD
to add new run control
profiles.

2)

PeopleSoft Proprietary and Confidential

149



Managing Your FieldService Operations Chapter 11

150

Working with the Service Order Aging Interactive Report
This section discusses:

» The usage of the Service Order Aging interactive report.

* Available parameters to run the interactive report.

* Available dimensions within the interactive report.

Usage

The Service Order Aging Analysis interactive report shows, within the selected business unit, the
age (in days) of al open service orders. The report provides field service managers, dispatchers, and
other interested parties a summary of how long those service orders have remained opened since they
were created. You can look at this report by customer or by product. The age of a service order is
the result of the current system date minus the service order creation date.

You can set up day ranges under which service orders are categorized depending on their ages. Day
ranges are used as the horizontal axis headings of the interactive report.

When you first run the interactive report on the Service Order Aging page, the system displays the
Summary of Service Order report in the column chart view by default. Switch to the Summary
of Service Order Aging report to view the report in the table view.

Available Parameters

Access the Service Order Aging page. You can refine the result of the Service Order Aging Analysis
interactive report using the these parameters in the run control page:

* Unit
The Service Order Aging Analysis interactive report is business-unit based.
» Customer
View open service orders for all or only a particular customer in the business unit.
Available Dimensions
Use these dimensions to rearrange data on the Service Order Aging Analysis interactive report:

e Customer
* Product
» Date range

Working with the Utilization Rate Interactive Report
This section discusses:

» The usage of the Utilization Rate interactive report.
* Available parameters to run the interactive report.
* Available dimensions within the interactive report.
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Usage

The Technician Utilization Rate Analysis interactive report calculates and displays the percentage of available
working time that a provider group or its group members spent on servicing customersin a given period. This
report enables field service managers to see how much time technicians spent on site handling customer service
requests. Based on inputs like provider group hourly rates, available working time, actual working time, and
user-defined utilization goal, the report analyzes the amount of resources (in the currency value defined for
the provider group cost category) wasted or needed within the selected time period in the operation.

To gather more information on what must be done to optimize the business, the manager can run what-if
scenarios on the report by varying input valuesin atest case scenario. For example, if the manager notices a
significant amount of unused value in one of its provider groups, the manager can adjust valuesin the test case
scenario (such as the utilization goal, provider group hourly rates, and technician working hours), examine the
impact of these changes, and then decide where to adjust to yield the best business performance and revenue.

When you run the interactive report on the Utilization Rate page, the system automatically displays
the Summary Utilization View report in the table view. Use the Utilization Rate View report to
view the utilization rate of all members in the selected provider groups in line chart view. Use the
Utilization % at Provider Group Level (utilization percent at provider group level) report to view
the utilization rates among provider groups in column chart view.

Available Parameters

Access the Utilization Rate page. You can refine the result of the Technician Utilization Rate Analysis
interactive report using the these parameters in the run control page:

e Start and end dates

Specify the start and end dates for the interactive report and make sure the defined duration does not exceed
that specified in the Valid Range field. The value of both dates can be a past, current, or future date.

* Utilization goal

This value appears by default from the Utilization Rate Setup Options page. You can,
however, override it before running the interactive report.

* Provider group
Run the interactive report for selected provider groups or for all provider groups.

Available Dimensions
Use these dimensions to rearrange data on the Technician Utilization Rate Analysis interactive report:

* Provider group
e Technician
» Scenario

Select Base Case to analyze actual data. Select Test Case to analyze a “what-if” scenario. If you
attempt the test case scenario, modify the variables (the utilization goal, provider group hourly rates,
and technician working hours) for the test case on the Change Assumptions page.

These data cubes are available in the interactive report:

* Hours available for technician.

The total amount of technician working hours within the period defined for the report. Technician
working hours are specified using the Worker component.

e Hours on-site.
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Compiled from all of the time logs created for the technician within the period defined for the report.
» Utilization % (utilization percentage).
Hours on site divided by hours available for a technician.
» Utilization rate by group.
The average utilization rate of al members in the group.
» Universal utilization goal.
The utilization goal defined on the Utilization Rate page.
» Goal hours.
The utilization goa times the hours available for a technician.
* Variance.
The difference between goal hours and hours on site.
» Currency CD (currency code).
The currency code.
* Rate.
The hourly rate of the provider group, which applies to its group member.
* Unused value.

Variance times the hourly rate for the provider group. The hourly rate for the provider group is also
used for its group members. This rate is defined using the Provider Groups component.

Working with the FieldService Dashboard Interactive Report
This section discusses:

» The usage of the FieldService Dashboard interactive report.
» The available parameters to run the interactive report.
» The available dimensions within the interactive report.

Usage

The Management Dashboard Analysisinteractive report offers a graphical tabular representation of all open
service order activities (these activities are associated with open service orders) that are assigned to all or
selected provider groups or customers on the day the report is run. Also availablein the report are the total
number of service order activities with a priority of urgent and service orders that have missed commitments.

When you run the interactive report from the FieldService Dashboard page, the system automatically
displays the report in the table view. This report provides a complete view of the analysis, which
includes statistics on different service order activity statuses, urgent service order activities, and missed
commitments. There are other views in the report that enable you to view specific data. Use the
Urgent & Missed report to view statistics on urgent service order activities and missed commitments.
Use the Status Comparison report to view the number of service order activities in each of these

open activity statuses. accepted, hold customer, hold parts, and on site.

Available Parameters

Access the FieldService Dashboard page. You can refine the result of the Management Dashboard
Analysis interactive report using these parameters in the run control page:
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Provider group
Customer

Available Dimensions

Use these dimensions to rearrange data on the Management Dashboard Analysis interactive report:

Provider group
Technician
Customer
Business unit

These data cubes are available in the interactive report:

Open service orders.

Includes al service orders that are currently opened.

Open service order activities.

Includes all open service order activities (those not in the statuses of closed, completed, or canceled).
Accepted service order activities.

Includes al service order activities in the accepted status.

Hold customer service order activities.

Includes all service order activities in the hold customer status.
Hold parts service order activities.

Includes al service order activities in the hold parts status.

On site service order activities.

Includes al service order activities in the on site status.

Urgent service order activities.

Includes all open service order activities with a priority of urgent.
Missed commitment.

Includes all service order activities (which are not in the canceled status) that were unable to respond to
customersor restore product functionality by the required response or restore time specified by the entitlement.

A service order activity misses a response commitment if the least logged start date and time of the
timelog exceeds the customer preferred or committed start date and time. Similarly, a service order
activity misses a restore commitment if the maximum of the logged end date and time in the timelog
exceeds the customer preferred or committed date and time. |f atechnician is unable to meet both
the response and restore commitments in a service order activity, it is considered a single missed
commitment incident and is reported under the name of the line’'s lead technician.
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CHAPTER 12

Integrating with PeopleSoft Applications

This chapter discusses how to:

* Integrate with PeopleSoft Supply Chain Management (PeopleSoft SCM).

* Integrate with PeopleSoft Financial Management Services (PeopleSoft FMS).

* Integrate with PeopleSoft Human Resources Management (PeopleSoft HRMYS).

Integrating with PeopleSoft SCM

Material management functions and realtime item balance and availability checks in PeopleSoft
Integrated FieldService require integration with inventory and purchasing systems. If you

are integrating with PeopleSoft Inventory and PeopleSoft Purchasing in the PeopleSoft SCM
product line, refer to the information in the section below.

See Also

Chapter 8, “Ordering and Receiving Materials,” page 107

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

Activating Application Message Enterprise Integration Points
Material management transactions require these application message enterprise integration points (EIPs):

» Business Unit EIP.

* |tem Master EIP.

» Customer EIP.

* Product EIP.

* Purchase Order Requisition EIP.
* Inventory Adjustment EIP.

* Interunit Receiving EIP.

* PO Receipt EIP (purchase order receipt EIP).
* Item Balance EIP.

* Get PO IUT EIR.

* Service Inventory EIP.
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As delivered, PeopleSoft EIP application messages are inactive. In both PeopleSoft Customer
Relationship Management (PeopleSoft CRM) and PeopleSoft SCM, you must 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.

Depending on the rules governing creation and updates for installed products, an installed product may
exist if an order for the material was placed using PeopleSoft Order Capture, Order Capture Self Service
or if an automatic shipping notification (ASN) message for the item was sent to the PeopleSoft CRM
system. If aninstalled product exists, the system updates the status of the record by using the rules that
are established on the Installed Product page of the Product Definition component.

See Also

Chapter 8, “Ordering and Receiving Materials,” Understanding Material Usage and Removal, page 120

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

PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Enter prise Components
PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Integration Broker

Setting Up Business Interlinks

Theltem Balance EIP and the Get PO IUT EIP are businessinterlink EIPs. When you implement these EIPs, you
must modify the RF_IN_ITEM_BALANCES and RF_GETPOIUT business interlink definitions to reference
the correct merchant URL, user 1D, and password for PeopleSoft Inventory and PeopleSoft Purchasing.

See Also

PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

Defining Inventory Business Units

Define business units in PeopleSoft Inventory for storage locations in your field service trucks. These
truck inventory business units should be separate from the inventory business units that represent
your distribution warehouses. As the integration is designed, stock requested on orders that are
initiated from a field service truck and fulfilled from inventory stores is transferred to the truck with
an interunit transfer. This integration design assumes that the truck stock storage location isin a
different business unit than the stock used to fulfill the material order.

If both the truck stock storage location and the fulfillment stock are in the same business unit, you must
perform a bin-to-bin transfer within the inventory business unit to move the required material to the trucks.
This material movement transaction within PeopleSoft Inventory would not provide warehouse staff with
apick list for the required move, nor would it support receiving transactions at the truck.

For the inventory business units that represent field service trucks, turn off soft reservation processing
and exclude the truck business units from distribution networks. Stock in truck storage locations
should not be available to fulfill sales orders and material stock requests.

Because the order of positive and negative adjustment transactions to inventory storage
locations cannot be predicted, set up your inventory business units to enable transactions
to drive inventory quantity balances negative.
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See Also

PeopleSoft Inventory 8.8 PeopleBook

Defining Storage Locations for FieldService Truck Stock

After defining inventory busi ness units representing field service trucks in PeopleSoft Inventory, define storage
locations within the inventory business units that represent good and defective storage locations on your field
service trucks. In PeopleSoft CRM, use the Storage L ocations page of the Worker component to associate one
good truck stock location and one defective truck stock location with each member of your provider groups.

When defining storage areas in PeopleSoft Inventory, represent each field service truck as a storage area,
with storage levels within the area representing the good and defective locations for the truck. This model
facilitates searching and reporting on truck stock storage areas in PeopleSoft Inventory.

Define the good truck storage locations as netable and the defective truck storage locations as non-netable
in PeopleSoft Inventory. For implementations that include PeopleSoft Enterprise Planning or PeopleSoft
Production Planning, defining defective truck storage locations as non-netable prevents planning processes
from counting the defective or returned stock in these locations as available.

On the Storage Location page of the Worker component in PeopleSoft CRM, business units defined in
PeopleSoft SCM are available for selection if the Business Unit EIP has been implemented. The business
unit prompt includes al business units; the system does not filter by inventory business units. Additionally,
there are no prompts for the storage location definition fields. Your data-entry staff must know the correct
inventory business unit to select and the correct storage location information to enter. Carefully check the
storage locations entered in PeopleSoft CRM for accuracy. For material movement transactions initiated from
the Order Materials and Service Order component to be successfully recorded in PeopleSoft Inventory,

the storage locations entered in PeopleSoft CRM must define a valid storage location for the inventory
business unit referenced in the IN Unit (inventory unit) field on the Storage Location page.

The good truck storage location is used on receipt and material usage transactions initiated from
the Order Materials and Service Order component. The defective truck storage location is used for
material removal transactions initiated from the Service Order component.

When you perform an Item Balance By Group Member inquiry in PeopleSoft CRM, only
item balances from good truck storage locations appear.

See Also

Chapter 4, “Understanding Inventory Storage Locations for Technicians,” page 23

PeopleSoft Inventory 8.8 PeopleBook

Defining Items

Item information in PeopleSoft CRM must be synchronized with item information in PeopleSoft SCM.
Although you can manually enter item information in PeopleSoft CRM, it’s better to use the Item Master EIP
to populate item tables in PeopleSoft CRM with the master item data in PeopleSoft SCM. Once the Item
Master EIP is activated, however, the pages of the Item Definition component in PeopleSoft CRM can be
used only to view item information. You cannot add or update item definitions in PeopleSoft CRM.

PeopleSoft CRM stores only a subset of the item attributes defined in PeopleSoft SCM (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 SCM.
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Item definitions in PeopleSoft CRM are stored at the setID level only. Therefore, it is possible
that a particular item may 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 Items”

Defining Interunit Transfer Defaults

When you define interunit transfer defaults for your inventory business units using the Interunit Transfer
Setup component in PeopleSoft Supply Chain Management, clear the Flag Items for Auto-Putaway check
box for destination business units that represent field service trucks. You must clear the this check box

to require a receipt transaction to be performed against all interunit receipts. When the Flag Items for
Auto-Putaway check box is selected, PeopleSoft Inventory automatically sets the status of the interunit
transfer to Received without requiring a receipt transaction. If the status of the receipt is Received, PeopleSoft
CRM cannot retrieve the expected receipt information for the order on the Order Materials page.

The Service Order component in PeopleSoft Integrated FieldService validates that all material ordered for a
service order activity is received before enabling the service order activity to be closed. If interunit receipt
information cannot be entered, the status of the service order activity cannot be set to Closed.

See Also

Chapter 7, “Creating and Managing Service Orders,” page 63

PeopleSoft Inventory 8.8 PeopleBook
PeopleSoft Cost Management 8.8 PeopleBook

Setting the Automatic Receiving Option for FieldService
Business Units

When defining a field service business unit on the FieldService Definition page, you can determine
whether the material orders initiated from the Service Order component can be automatically
received. In environments without automatic receiving, technicians must enter receiving information
for a material shipment before they can record usage of the material.

With automatic receiving, technicians enter only usage information (the quantity used and the
quantity not used) from which the system automatically derives and posts the appropriate receiving
transactions. Select the automatic receiving option that best meets your business practices. Neither
option offers significant data-entry advantages, and the material management transactions produced
in both automatic and manual receiving environments are identical.

With autoreceiving turned on, the receipt of materials comes into the system through the
Service Order component. If you are not using autoreceiving, the receipt of materials comes
into the system through the Order Materials component.

Defining Defaults and Procurement Options for

Requisition Processing
Field service business unitsin PeopleSoft CRM must be defined as a valid source of requisitions in PeopleSoft
SCM. Using the Requisition Loader Defaults component in PeopleSoft SCM, you define each field service

business unit as aloader business unit and establish processing defaults for requisitions staged by the field
service business unit, including the PeopleSoft Purchasing business unit that will process the requisitions.
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When defining procurement options in PeopleSoft SCM, you can use the Ship To L ocations page to associate
afield service business unit with an appropriate distribution network. Sourcing processes in PeopleSoft
Purchasing can be configured to check available quantity in the distribution network before creating a
purchase order with an external vendor. If quantity existsin one of the inventory business units in the
defined distribution network, an interunit transfer is created to fulfill the requisition. Inventory business
units representing field service trucks should not be included in distribution networks.

Since it’s a one way sync from the FIN/SCM database to the CRM database, you need to add
PeopleSoft Integrated FieldService business units to the FIN/SCM database.

See Also
PeopleSoft Purchasing 8.8 PeopleBook

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

PeopleSoft Inventory 8.8 PeopleBook

Understanding Requisition IDs

For requisitions initiated from the Order Materials component in PeopleSoft CRM, the system
builds a requisition ID by combining the material header ID and the material line number.
Material header IDs are created through automatic numbering and are a maximum of eight
digits long. The materia line number is two digits long.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Setting Up General Options”

Defining Valid Requisition Requester IDs

Every requisition generated in PeopleSoft CRM includes a requester 1D, representing the person or entity that
initiates a requisition request. For requisitions initiated from the Order Materials page, the system populates
the Requester field with the default requester ID defined on the User Preferences - Overall Preferences
page. You can select an alternate requester 1D as necessary; however, the requester ID on requisitions
staged in PeopleSoft Purchasing must be defined as a valid requester 1D in PeopleSoft SCM. Requesters are
established on the Requester Setup page in PeopleSoft SCM under Structure Procurement Options.

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

See Also

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

PeopleSoft Purchasing 8.8 PeopleBook
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Correcting Transaction Errors

Correct errors in transactions staged to PeopleSoft SCM using the error correction pages in
PeopleSoft SCM. For example, if a material management transaction is sent to PeopleSoft SCM
using an invalid storage location, the transaction remains staged until the error is corrected in
PeopleSoft SCM. After correction, you can reprocess the transaction.

Setting Up Links to PeopleSoft Purchasing and
PeopleSoft Inventory

When using the Order Materials component within the portal, users can link to the Requisition Workbench
component in PeopleSoft Purchasing and the Item/Product Availability component in PeopleSoft |nventory.
Implementation of these links depends on where the portal isinstalled in your system. To correctly install
the portal define content reference for SCM in the ERP node under the portal content tab.

See Also
PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Administration Tools
PeopleSoft Enterprise PeopleTools 8,45 PeopleBook: PeopleTools Internet Technology

Integrating with PeopleSoft Financial Management Services

You can integrate with PeopleSoft FM S to bill and book revenue for recurring and on demand
services that are initiated in PeopleSoft CRM. For service order and case transactions, on
demand services are always one-time charges. Agreement fees, however, can be recurring and
also go through PeopleSoft Transaction Billing Processor.

Once you establish the integration to PeopleSoft Transaction Billing Processor, users send agreement fees,
service order fees (including service, material, time, and expense fees), and case fees to PeopleSoft Transaction
Billing Processor from the Billing pages in PeopleSoft Integrated FieldService and PeopleSoft Call Center.

PeopleSoft CRM sends only those transactions to PeopleSoft Transaction Billing Processor that are ready to
be billed. PeopleSoft Transaction Billing Processor does not modify PeopleSoft CRM transactions. It may,
however, split the fees so that they can be billed periodically. PeopleSoft Transaction Billing Processor enables
the ahility to recognize revenue periodically as well. Once you establish the integration, all agreement-based
and on-demand transactions are sent to PeopleSoft Contracts. Use the set up pages in PeopleSoft Billing,
PeopleSoft Contracts, and PeopleSoft General Ledger to recognize revenue, initiate billing cycles, set

up schedule details, and establish account rules for applying revenue to the general ledger.

Information on setting up an integration to PeopleSoft Transaction Billing Processor for billing
can be found in the PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook,
the PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, and the PeopleSoft
Enterprise CRM 8.9 Order Capture Applications PeopleBook.
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See Also

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Setting Up an Integration
to PeopleSoft Transaction Billing Processor”

PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “Managing
Cases,” Entering Case Information

Chapter 7, “Creating and Managing Service Orders,” Recording Billing Information, page 102

PeopleSoft Enterprise CRM 8.9 Order Capture Applications PeopleBook, “Integrating with
Fulfillment and Billing Systems,” Integrating with Billing Systems

Integrating with PeopleSoft Human Resources Management

You can integrate with PeopleSoft HRM S to populate PeopleSoft CRM tables with workers
and competency information associated with your workers. For alist of EIPs used with
PeopleSoft HRMS, refer to the links in the See Also section.

See Also

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

PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Managing Enterprise Integration
for PeopleSoft Enterprise CRM,” Integration with PeopleSoft HRMS or Third-Party HR Data

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “ Managing Workforce Competencies’
PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Defining Workers”

Activating Application Message EIPs

In PeopleSoft CRM, you can enter competencies, competency proficiency ratings, and competency
assignments online using components within PeopleSoft CRM. However, if you are integrating
with PeopleSoft HRM S, use the Person Competency EIP to synchronize your system tables

with the competency information defined in PeopleSoft HRMS.

Similarly, you can maintain worker records in PeopleSoft HRM S or a third-party human resources system
and move the worker data to PeopleSoft CRM by implementing the Workforce Data EIP.

See PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “ Defining Workers”.

As delivered, PeopleSoft EIP application messages are inactive. In both PeopleSoft CRM and
PeopleSoft HRMS, you must activate the required application messages of the Person Competency
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.

Note that PeopleSoft CRM is a subscriber to Person Competency EIP messages, not a publisher.
Any changes made to competency definitions or ratings in PeopleSoft CRM are not published
or synchronized with PeopleSoft HRMS. All updates to competency records should be made

in PeopleSoft HRM S and published to PeopleSoft CRM.
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See Also
PeopleSoft Enterprise Components for CRM 8.9 PeopleBook
PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Integration Broker

Setting the Use Only Evaluation Type Option in PeopleSoft CRM

Before assigning competencies on the Competency Assignment page in PeopleSoft CRM, you must set the
Use Only Evauation Type field on the General Options page under Set Up CRM, Install, Installation Options.

The Person Competency EIP loads competency data with all evaluation types in PeopleSoft CRM. Specifying
an evaluation type at installation enables the system to limit the competency records that can be selected on
CRM pages. Although the evaluation type does not appear in PeopleSoft CRM, the pages in PeopleSoft
CRM display only the competency records that match the specified evaluation type.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Setting Up General Options,”
Setting Up PeopleSoft Enterprises CRM Application Installation Options
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PeopleSoft Integrated FieldService Reports

This appendix provides an overview of PeopleSoft Integrated FieldService reports and
enables you to view summary tables of all reports.

Note. For samples of these reports, see the PDF files published on CD-ROM with your documentation.

See Also

Chapter 11, “Managing Your FieldService Operations,” Setting Up PeopleSoft Integrated

FieldService Interactive Reports, page 146

Chapter 11, “Managing Your FieldService Operations,” Running PeopleSoft Integrated

FieldService Interactive Reports, page 148

PeopleSoft Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Process Scheduler PeopleBook

PeopleSoft Integrated FieldService Reports:
General Description

This table lists the PeopleSoft Integrated FieldService reports, sorted a phanumerically by
report ID. All of the reports are Crystal reports.

Report ID and Report Description Navigation Run Control Page
Name

RFC5000 Shows, by customer, the FieldService, Reports, RUN_RFC5000
Dispatch Performance percentage of serviceorders | Dispatch Performance

completed each month. On

therun control page, select

the business unit, customer

(optional), and daterangefor

thereport.
RFC5001 Shows, by region, monthly FieldService, Reports, RUN_RFC5001
Expense Report by Product | expenses for products that Expenses by Product

wereserviced. Ontherun
control page, select the
business unit, currency code,
region (optional), and date
rangefor the report.
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Report ID and Report Description Navigation Run Control Page
Name

RFC5001A Shows, by region and FieldService, Reports, RUN_RFC5001A

Expenses by Customer customer, monthly expenses | Expenses By Customer

for productsthat were
serviced. Ontherun control
page, select the business
unit, currency code, region
(optional), customer
(optional), and date range for
thereport.

RFC5002
Mean Timeto Repair

Shows, by region and
customer, the averagetime
spent on serviceorders each
month. On the run control
page, select the business unit,
region (optional), customer
(optional), and date range for
thereport.

FieldService, Reports, Mean
Time To Repair

RUN_RFC5002

RFC5006 Provides an estimate of Click the Estimate Report Not Applicable
Service Order Estimate the cost that is planned to button on the toolbar from
performthe service. the Service Order page or the
My Service Order page.
RFC5005 Liststhework that the Click the Detail Report Not Applicable

Service Order Detail

technician hasto perform to
fulfill the requirements of
the service order.

button on the tool bar from
the Service Order page or the
My Service Order page.
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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

PeopleSoft Proprietary and Confidential

169



ISO Country and Currency Codes

170

Appendix B

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 and Currency Codes

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 and Currency Codes

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

176
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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 Country and Currency Codes

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.

187



Glossary

188

agreement
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benchmark job

book
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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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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.

189



Glossary

190

collectionrule

compensation obj ect

compensation structure

condition

configuration parameter

catalog

configuration plan

content reference

context

control table

cost profile
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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

PeopleSoft Proprietary and Confidential



record output VAT flag

referencedata

refer ence obj ect

referencetransaction

regional sourcing

relationship object

remote data sourcedata

REN server

requester

role

roleuser

roll up

run control

run control |1D

PeopleSoft Proprietary and Confidential

Glossary

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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run-level context

search query

section

security event

serial genealogy

serial in production

session

session template

setup relationship

sharedriver expression

singlesignon

sourcetransaction

SpeedChart

SpeedType

staging

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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statutory account

step

storagelevel

subcustomer qualifier

Summary ChartField

summary ledger

summary time period

summary tree

syndicate

system function

TableSet

TableSet sharing

target currency

template

territory

TimeSpan

PeopleSoft Proprietary and Confidential

Glossary

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

PeopleSoft Proprietary and Confidential

Glossary

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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action required 35
activities 96
defining 29
activities details 132
Activitiespage 93
Activities page - Service Order 86
activity actions
service order, entering activities 95
Activity Code page 29, 30
Activity Typespage 29
add technician 97
additional documentation X
addresses
ship to, modifying 118
agreement and warranty 131
agreements
service order datamodel 63
Allow Anonymous User field 21
Allow Expensesfield 21
Allow Preventive Maintenance 18
Allow Priority on Service Order Line
field 21
aternate phone 89
Anonymous Caller check box 88
anonymous user 21, 88
application fundamentals  ix, xv
approval information 92, 96
approval required 32
Approval Required check box 92
Approval Statusfield 93
approvals 22
assigned order 144
assignment
default workforce values for
services 36
notifications for service orders,
understanding 80
of workforce to service orders,
enabling 18
of workforce to service orders,
understanding 78
of workforce to service orders,
viewing 141
assignment grid
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dispatch board 143
assignment notifications 80
ATP, See available-to-promise (ATP)
attachments

adding to service orders 102

service order datamodel 63
automatic

assignment of workforce to service

orders 78
calculation of service order’s dates and
times 72

automatic receiving 122

material orders 113

setting 160
Automatic Receiving field 18
automatic shipping notification

(ASN) 120

automation and configuration tools ~ xvi
availability

of technicians, viewing 141
available-to-promise (ATP) 111

bal ance checking on items, typesof 109
BAM, See Business Analysis Modeler
(BAM)
billable 101
Billable field 91
billing
extended price 105
billing details 104
billing information
entering 103
recording for service orders 102
setting to display on my service
orders 21
setting to display on serviceorders 21
Billing Options page 16
Billing page 102
Billing page - Service Order 87
Branch Script page 33, 45
branch scripts
service order datamodel 63
using in services 45
BU, See business units (BU)
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BUS UNIT_RF1 16
Business AnalysisModeler (BAM) 145
See Also interactive reports
businessinterlinks, settingup 158
business object management  xvii
business processes, PeopleSoft Integrated
FieldService 3
business projects
service order data model 63
business units (BU)
field service, defining 16
field service, understanding 13
inventory, defining 158

Candidate must be available 19
Case ID field 90
check availability 98, 116
comments, submitting  xiii
committed dates and times 85
common elements  Xiii
competencies
element of services 26
needed to perform a service, listing 40
Use Only Evaluation Typefield 164
configuration templates
field service, defining 20
field service, understanding 15
contact information  Xiii
copy planned times 101
Create Preventive Maintenance page 55,
59
Create Preventive Maintenance process
(RF_PM_SO_ADD) 59
cross-references  xii
Customer Connection website X
customer preferred dates and times 85

date
service order , entering 92
dates and times of service 95
default values
configuration template 15
workforce assignment, entering 36
dimensions
FieldService Dashboard interactive
report 153

Service Order Aging interactive
report 150

Utilization Rate interactive report 151
dispatch board

configuring 138

understanding 137

using 137,140
Dispatch Board page 141
Dispatch Board Setup page 138
Dispatch Performance report 165
display start hour 139
documentation

printed x
related x
updates x

EIP, See enterprise integration point (EIP)
email response management system
(ERMS) 105
enterprise integration point (EIP)
activating for CRM and HRMS
integration 163
activating for CRM and SCM
integration 157
Get PO IUT EIP 113
Interunit Receipt EIP 114
Inventory Adjustment EIP 120
Item Balance EIP 109
I[tem Master EIP 159
Person Competency EIP 163
PO Receipt EIP 114
Purchase Order Requisition EIP 111
Workforce DataEIP 163
entitlement plan name 38
entitlements 92
calculating service order’s dates and
times, inputs 74
defining for services 38
Entitlements page - Service 33, 38
ERMS, See email response management
system (ERMYS)
escalation, understanding notifications for
service orders 82
estimated duration 35
estimated time 31
Excel to Component Interface utility 6
Expense Report by Product report 165
expenses
entering 102
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entering on service order 126
Expenses by Customer report 166

F
Failure Codes page 124
failure codes, defining for unwanted
material 124
field service 16
See Also PeopleSoft Integrated
FieldService; service orders
business units, defining 16
business units, understanding 13
templates used to configure service
orders 15
field service center 9
FieldService Dashboard interactive report,
using 152
FieldService Dashboard page - Existing
Run Control 149
FieldService Definition page 16
formula
calculating overall service order’s dates
andtimes 74
calculating planned dates and times for
service order activities 75
frequency of service 36
Frequency of Service page - Service 33,
37
Frequency of Service page - Service
Product 33, 41
G
Get PO IUT EIP 113
getting started 3
glossary 187
group members, See technicians
H

history
preventive maintenance, tracking 55
service order interaction, viewing 105

implementation 6
incident address 89, 131
installed products
creating PM entries 49
validating for preventive
maintenance 49
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Integrated FieldService, See PeopleSoft
Integrated FieldService
integration
PeopleSoft Financial Management
Services (FMS) 162
PeopleSoft Human Resources
Management (HRMS) 163
PeopleSoft Integrated FieldService with
other applications 4
PeopleSoft Supply Chain Management
(SCM) applications 157
integrations 5
Interaction History page - Service
Order 87, 105
interactions
history for service orders, viewing 105
service order datamodel 63
interactive reports
PeopleSoft Integrated FieldService,
understanding 145
running 148
Service Order Aging, configuring 147
Utilization Rate, configuring 147
Interunit Receipt EIP 114
interunit transfers
defining default values 160
description 112
Inventory Adjustment EIP 120
Item Balance EIP 109

itemID 97
Item Master EIP 159
items

checking availability 111
checking balances 109
defining 159

lead technician 97
links, accessing PeopleSoft Purchasing and
Inventory 162

managing materials 109

material

defining failure codes for unwanted
material 124

element of services 26

entering 101

managing for service orders 115

205



Index

206

modifying ship to addresses 118
needed to perform a service, listing 39
ordering process from PeopleSoft
Integrated FieldService to inventory
and purchasing systems 13
transaction - checking item
availability 111
transaction - checking item
balances 109
transaction - checking reguisition
status 112
transaction - ordering material 111
transaction - receiving material 113
transaction - recording material
removal 122
transaction - recording material
usage 120
Material - Ship to Address page 115, 118
material information
material information 43
Material Orders page 115
material usage
usage 126
Mean Time to Repair report 166
MMA Partners X
My Service Order component 129, 130
See Also service orders
understanding 129
viewing and updating service
orders 130
My Service Order page 130

navigating 9
notes Xii
adding to service orders 102
service order datamodel 63
Notes page - Service 33, 44
Notes page - Service Order 86, 102
notifications
automatic calculation of service order’s
datesand times 77
service order assignment,
understanding 80
service order escalation,
understanding 82
number of technicians 31, 35

order capture information 58
order materials
system setup 107
Order Materials page 115
order materials, prerequisites for using the
component 107
overview
field service 3

parameters
FieldService Dashboard interactive
report 152
Service Order Aging interactive
report 150
Utilization Rate interactive report 151
patterns 140
payment information
billing 104
purchase order 104
PeopleBooks
ordering X
PeopleCode, typographical
conventions  Xi
PeopleSoft application fundamentals  ix
PeopleSoft CRM for Government
anonymous user 21
incident address 21
PeopleSoft Financial Management Services
(FMS), integrating with 162
PeopleSoft Human Resources M anagement
(HRMS), integrating with 163
PeopleSoft Integrated FieldService
features 3
integration 4
PeopleSoft Inventory, integrating
with 157
PeopleSoft Purchasing, integrating
with 157
PeopleSoft Setup Manager 6
PeopleSoft Supply Chain Management
(SCM), integrating with 157
Person Competency EIP 163
planned dates and times 85
PM, See preventive maintenance (PM)
PM entries, See preventive maintenance
(PM) entries
PO Receipt EIP 114
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prerequisites  ix
prerequisites, using the order materials
component 107
preventative maintenance history 57
Preventive Maintenance 18
preventive maintenance (PM)
automatic calculation of service order’s
datesand times 77
completing the life cycle 52
entries, creating 49
entries, editing 55
entries, status change 51
entries, validating for service order
creation 50
frequently used terminology 48
history, reviewing 55
managing 54
process flow 49
setting up in services 35
setup procedure 52
understanding 47
validating installed products 49
Preventive Maintenance Detail page -
Installed Product 55
Preventive Maintenance Details page 55,
57
Preventive Maintenance field 28
printed documentation X
procurement, setting up for requisition
processing 160
product and item management  xvii
product display options 21
products
element of services 26
service coverage 41
provider groups
default assignment for service
orders 43
default assignment for services 36
purchase order
credit card 104
invoice 104
payment terms 104
Purchase Order Requisition EIP 111

quantitiy in truck 116
quantity intruck 98
quantity needed 97
quantity ordered 98, 117

PeopleSoft Proprietary and Confidential

Index

quantity received 98

receipts 118
regions
element of services 26
service coverage 40
related documentation X
Related Objects page - Service Order 87,
106
related objects, adding to service
orders 106
removal of material, recording 122
Renewal Number 56
reports 145
reports, types of 165
requester I1D
defining 161
field description 117
required material 132
Required Material page 97, 124
Required Materia page - Service
Order 86
required materials
viewing 97, 126
required quantity 40
requisition
checking status 112
defining processing defaults 108, 160
requisition ID 161
Requisition Loader Defaults
component 13
requisition workbench 117
Requisition Workbench 112
Review Preventive Maintenance page 55
RF_ACT_CODE 29, 33
RF_ASSOCIATION 87
RF_BU_BILL_OPTIONS 16
RF_DATE_CONFIG 146
RF_DISP_SETUP 138
RF_DISPATCH_BRD 141
RF_FAILURE_CD 124
RF_INDUSTRY 20
RF_INST_PROD_PM 55
RF_INTERACT_HIST 87
RF_IP_PM_INQUIRY 55
RF_IP_PM_SEC INQ 55
RF_MANAGE_MAT_ADD 115
RF_MAT_REQUIRED 86, 124
RF_MATERIAL_ORDER 115

207



Index

208

RF_MGMT_DASHBD_UPD 149
RF_SERVICE_ACT 33
RF_SERVICE_ATTRIB 33
RF_SERVICE_ENT 33
RF_SERVICE_FREQ1 33
RF_SERVICE_NOTE 33
RF_SERVICE_ORDER 86
RF_SERVICE_TYPE 27
RF_SO_ACTIVITY 86
RF_SO_AGE_UPD 149
RF_SO BILL_DET 87
RF_SO_NOTE2 86
RF_SO_SOLN 86

RF_SO _TECH 130
RF_SO_TIME_MAT_EXP 86, 124
RF_SVC_ACT_TYPE 29
RF_SVC_BSCRIPT 33
RF_UTIL_CONFIG_UPD 149
RF_UTIL_SETUP 146

rules, performing automatic service order
assignment 79
RUN_CNTL_RFSOADD 55

saleable 40
search provider group 96
Select Agreement or Warranty field 91
Serial Number page 90
service activities

defining 30, 41

defining activity types 29

element of services 25
Service Activitiespage 33
service activity

competency information 43
service details 90, 131
Service Details page 33, 39
service frequency 37

service order
activity statuses 67
datamodel 64

header statuses 66
processing 65
Service Order Aging Date Configuration
Options page 146, 147
Service Order Aging interactive report
configuring 147
using 150
Service Order Aging page - Existing Run
Control 149

Service Order Configuration page 20
Service Order Detail report 166
Service Order Estimate report 166
Service Order page 86, 87
service order toolbar functions 70
service orders
adding notes and attachments 102
assignment notifications, settingup 81
assignment notifications,
understanding 80
auto calculation to reset dates for
activities dates 77
automatic assignment, enabling 18
automatic assignment, process flow 79
automatic assignment, settingup 80
automatic assignment,
understanding 78
automatic calculation of dates and times,
flow diagram 74
automatic calculation of dates and times,
notification 77
automatic calculation of dates and times,
settingup 78
automatic calculation of dates and times,
understanding 72
calculating dates and times, preventive
maintenance 77
calculating overall dates and times,
formula 74
calculating service order activities
planned dates and times, formula 75
conditions when field values cannot be
changed 84
configuration templates, defining 20
configuring by templates 15
creating and managing 63, 87
entering date and time 92
escalation notifications, settingup 83
escalation notifications,
understanding 82
inserting related objects 106
interaction history, viewing 105
managing 84
material orders 115
ordering and receiving materials 107
recording billing information 102
statuses 66
technician assignment using dispatch
board 137
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technician availability and assignment,
managing 141
technician view of serviceorders 129
time, expense and material reporting 68
unavailability of automatic service
order date and time calculation,
conditions 76
understanding and data model 63
ways to access 69
workflow, typesof 81, 82, 83
Service page 33
service types
defining 27
Service Types page 27
service VAT treatment defaults 28
services
associating with branch scripts 45
datamodel 25
defining 32
defining entitlements 38
defining frequency 37
defining frequency by products 41
defining header information 33
defining service elements 39
elements 25
entering notes 44
settingup 25
types, defining 27
services foundation  xvi
ship to addresses, modifying 118
solutions 132
Solutions page 98
Solutions page - Service Order 86
statuses
changes, preventive maintenance
(PM) 51
order requisition, checking 112
service orders 66
storage locations
between field service and inventory and
purchasing systems, diagram 23
defining for field service truck
stock 159
defining for technician truck stock 23
suggest aprovider group 96
suggest group member 96
suggest provider group 96
suggestions, submitting  xiii
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tax parameters 104
technician assignment 96
technicians
associating with storage locations 23
availability and assignment,
managing 141
default assignment for service
orders 43
default assignment for services 36
number of 139
task assignment display 137
templates, service order configuration 15
terms 187

time
entering 100

time material and expenses
tracking 99

time material expense 132
Time Material Expense page 99, 124
Time Material Expense page - Service
Order 86

timetracking 126
time, entering for serviceorder 92
toolbar functions 70
transactions

rectifying errors 162
truck stock

field service, defining storage locations

for 159

storage locations, understanding 23

typographical conventions  Xi

unassigned orders 144
UOM 98
usage details 101
usage, recording for material 120
Use Only Evaluation Typefield 164
Utilization Goal field 148
Utilization Rate interactive report
configuring 147
using 150
Utilization Rate page - Existing Run
Control 149
Utilization Rate Setup Options page 146,
147

209



Index

Vv

W

210

VAT defaults 28
visual cues Xii

warnings  Xii
warranties

service order data model 63

what-if scenarios, interactive reports 145
workflow

Service Order Activity Cancellation
workflow 81

Service Order Assignment Accepted
workflow 81

Service Order Assignment Change
workflow 81

Service Order Assignment Rejection
workflow 81

service order assignment workflow 81

Service Order Not Assigned
workflow 83

Service Order Not Completed
workflow 83

Service Order Not Started workflow 82

Service Order Response Time Exceeded
workflow 83

Service Order Restore Time Exceeded
workflow 83

Workforce Data EIP 163
workforce, service order assignment, See

assignment
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