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About This PeopleBook

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

This preface discusses:

PeopleSoft application prerequisites.

PeopleSoft application fundamentals.

* Related documentation.

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

* Common elements in PeopleBooks.

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

PeopleSoft Application Prerequisites

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

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

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

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

PeopleSoft Application Fundamentals

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

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

This section discusses how to:

» Obtain documentation updates.
* Order printed documentation.

Obtaining Documentation Updates

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

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

See Also

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

Ordering Printed Documentation

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

* Web

» Telephone
* Email
Web

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

Telephone
Contact MMA Partners at 877 588 2525.

Email

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

See Also

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

» Typographical conventions.

* Visua cues.

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

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

Typographical Convention or Visual Cue Description

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

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

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

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

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

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

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

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

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

Ampersands also precede al PeopleCodevariables.

Visual Cues

PeopleBooks contain the following visual cues.

Notes

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

Note. Example of a note.

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

Important! Example of an important note.

Warnings

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

Warning! Example of a warning.

Cross-References

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

Country, Region, and Industry Identifiers

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

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

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

Country Identifiers

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

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

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

 Europe

» Latin America

* North America

Industry Identifiers

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

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

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

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

Comments and Suggestions

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

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

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

Common Elements in These PeopleBooks

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

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

Description Enter up to 30 characters of text.

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

Report Manager

Process M onitor

Run

Request 1D
User ID
SetID

Short Description

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

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

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

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

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

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

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

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

Enter up to 15 characters of text.
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PeopleSoft CRM Automation and Configuration
Tools Preface

This preface discusses:

PeopleSoft application fundamentals
PeopleSoft Business object management
PeopleTools PeopleBooks

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

PeopleSoft 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 how to administer workers who perform tasks such as support or field servicein
PeopleSoft CRM. It includes information on competency management and assigning workers to tasks.

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.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook
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PeopleSoft 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.

PeopleTools PeopleBooks

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

Getting Started with PeopleSoft CRM Automation

and

Application Configuration Tools

This chapter provides an overview of the PeopleSoft CRM Automation and Application
Configuration PeopleBook and discusses:

Automation and application configuration business processes.
Automation and application configuration implementation.

PeopleSoft Automation and Application
Configuration Overview

This book discusses tools that you can use to send communications to workers and customers, to automate
PeopleSoft CRM processes, and to control the behavior and appearance of PeopleSoft CRM applications.
The tools that this book discusses are common to multiple CRM applications.

There are four parts to this book:

Correspondence management

This part discusses tools for sending notifications and correspondence to customers and CRM staff. Topics
include template-based correspondence, ad hoc correspondence, and the PeopleSoft CRM worklist.

Automation tools

This part discusses tools for automating and standardizing processes. Topics include PeopleSoft CRM
workflow, Active Analytics Framework (AAF), business projects, and scripts.

Configuration tools

This part discusses tools for configuring the behavior and appearance of your applications. Topics
include configuring search pages, display templates, toolbars, attributes, and industry-specific field
labels and field values. This part also discusses how to further configure applications by referencing
your own custom application classes at predefined points in specific CRM processes.

Knowledge management
This part discusses the setup of Natural Language Processing (NLP) and verity search.
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PeopleSoft CRM Automation and Application
Configuration Business Processes

This section summarizes the business processes associated with PeopleSoft CRM correspondence
management, automation, and application configuration. The business process chapters
in this PeopleBook offer detailed information.

Correspondence Management Business Processes

Correspondence management enables users to:

» Use the PeopleSoft CRM worklist to manage notifications and work assignments.
 Define correspondence templates.

» Send correspondence of various types, both template-based and free-form.

Automation Business Processes
PeopleSoft CRM automation tools enable users to:

* Create business rules and perform automated actions, such as send automated notifications, write datato
history tables, instantiate business processes and scripts, based on the evaluation of business rules.

* Create and use business projects to coordinate tasks performed by multiple people or processes.
*» Create and run various types of scripts.
For example, users can run troubleshooting scripts either from a case or from lead
qgualification scripts from a sales lead.

Application Configuration Business Processes

PeopleSoft CRM application configuration tools enable you to change the appearance and behavior
of your applications. Rather than supporting specific business processes, these tools give you the
ability to tailor the environment in which other business processes occur.

Knowledge Management Business Processes

PeopleSoft CRM knowledge management tools provides keyword searching capabilities
(Verity), and enable you to automate business tasks in applications based on the content
analysis that the natural language processing system returns.

PeopleSoft CRM Automation and Application
Configuration Implementation

PeopleSoft Setup Manager enables you to review alist of setup tasksfor your 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 automation and configuration tools also provide component interfaces to help you load data
from your existing system into PeopleSoft automation and configuration tools tables. Use the Excel to
Component Interface utility with the component interfaces to populate the tables.
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This table lists al of the components that have component interfaces:

Component

Component Interface

Reference

RBC_DEFINE_TKNGRP

RBC_DEFINE_TKNGRP_SCI

See Chapter 6, “ Setting Up Correspondence
Templates,” Defining Term Groups, page 80.

RBC_DEFINE_SUBTMPL

RBC_DEFINE_SUBTMPL _
scl

See Chapter 6, “ Setting Up Correspondence
Templates,” Defining Subtemplates, page 82.

RBC_DEFINE_TEMPLAT

RBC_DEFINE_TEMPLAT_SCI

See Chapter 6, “ Setting Up Correspondence
Templates,” Creating Template Definitions, page
83.

RBC_DEFINE_USAGE

RBC_DEFINE_USAGE_SCI

See Chapter 6, “ Setting Up Correspondence
Templates,” Defining Package Usages, page 93.

RBC_DEFINE_PACKAGE

RBC_DEFINE_PACKAGE_
scl

See Chapter 6, “ Setting Up Correspondence
Templates,” Defining Packages, page 93.

RBC_SERVER _CMP

RBC_SERVER_CMP_SCI

See Chapter 5, “ Defining Settingsfor
Template-Based Correspondence,” Defining
Merge Serversand Printers, page 58.

RBC_CM_SYSDEFN

RBC_CM_SYSDEFN_SCI

See Chapter 5, “ Defining Settingsfor
Template-Based Correspondence,”

Defining System Settings for Template-Based
Correspondence, page 50.

RC_TASK RC_TASK_SCI See Chapter 11, " Setting Up Business Projects,”
Defining Tasks, page 212.
RC_ACTIVITY RC_ACTIVITY_SCI See Chapter 11, * Setting Up Business Projects,”

Defining Phases, page 215.

RC_BUS PROCESS

RC_BUS_PROCESS SCI

See Chapter 11, “ Setting Up Business Projects,”
Defining Business Projects, page 217.

RC_INVALID_ACTIONS

RC_INVALID_ACTIONS_SCI

See Chapter 11, “ Setting Up Business Projects,”
Defining Invalid Actions, page 210.

RC_BP TRACE

RC_BP TRACERB_ACT_
RQST _SCl

See Chapter 12, “Using Business Proj ects,”
Tracking Business Project Status, page 228.

RB_SRCH_PARMS

RB_SRCH_PARMS SCI

See Chapter 23, “ Setting Up Search Collections,”
Defining Record-Based | ndexes, page 434.

RB_SRCHIDX_TMPL

RB_SRCHIDX_TMPL_SCI

See Chapter 23, “ Setting Up Search Collections,”
Configuring Search Definitions, page 442.

RC_QUESTION

RC_QUESTION_SCl

See Chapter 13, “Defining Scripts,” Defining
Questions and Question Groups, page 263.

RC_ANSWER_SET

RC_ANSWER_SET_SCI

See Chapter 13, “Defining Scripts,” Defining
Answer Sets, page 259.
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Component

Component Interface

Reference

RC_RATE_SET

RC_RATE_SET_SCI

See Chapter 13, “ Defining Scripts,” Defining Rate
Sets, page 266.

RC_RULE_PNLG

RC_RULE_PNLG_SCI

See Chapter 13, “ Defining Scripts,” Defining
Rulesand Rul e Sets, page 257.

RC_BS FUNCTION

RC_BS FUNCTION_SCI

See Chapter 13, “ Defining Scripts,” Defining
PeopleCode Functionsfor Scripts, page 251.

RC_QUESTION_GRP

RC_QUESTION_GRP_SCI

See Chapter 13, “ Defining Scripts,” Defining
Questions and Question Groups, page 263.

RC_BS ACTION_PNLG

RC_BS ACTION_PNLG_SCI

See Chapter 13, “ Defining Scripts,” Defining
Actionsand Action Sets, page 253.

RC_BS ACTIONSET

RC_BS ACTIONSET_SCI

See Chapter 13, “ Defining Scripts,” Defining
Actionsand Action Sets, page 253.

RC_TOKEN RC_TOKEN_SCI See Chapter 13, “Defining Scripts,” Defining
Tokens e 256.

RC_VARIABLE RC_VARIABLE_SCI See Chapter 13, “Defining Scripts,” Defining
Variables, page 252.

RC_BSCRIPT RC_BSCRIPT_SCI See Chapter 13, “Defining Scripts,” Creating

Scripts, page 266.

RB_ATTRIBUTE

RB_ATTRIBUTE_SCI

See Chapter 19, “ Configuring Attributes,” Setting
Up Attributes, page 358.

RB_OBJECT TYPE

RB_OBJECT_TYPE_SCI

See Chapter 19, “ Configuring Attributes,”
| dentifying Attribute-Enabled Objects, page 357.

RB_ATTR _RULE

RB_ATTR_RULE_SCI

See Chapter 19, “ Configuring Attributes,” Setting
Up Attributes, page 358.

RB_ATTR_GROUP

RB_ATTR_GROUP_SCI

See Chapter 19, “ Configuring Attributes,” Setting
Up Attributes, page 358.

RB_OBJ ATTR_GRP

RB_OBJ ATTR_GRP_SCI

See Chapter 19, “ Configuring Attributes,”
Associating Attribute Groups with Objects, page
362.

RBF_APPFORM_SETUP

RBF_APPFORM_SETUP_SCI

See PeopleSoft Enterprise CRM 8.9 Industry
Application Fundamentals PeopleBook,
“Working with Financial Accounts,” Viewing
Financial Account Information.

RB_UPD_ACT_RQST

RB_UPD_ACT_RQST_SCl

See Chapter 4, “ Defining General Settingsfor
Correspondence,” Creating Action Request

Codes, page 45.
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Component Component Interface Reference
RB_WF_RULE RB_WF_RULE_SCI See Chapter 10, * Setting Up PeopleSoft CRM
Workflow,” Defining Workflow Actions, page
187.
RB_WF_DEFAULTS RB_WF_DEFAULTS_SCI See Chapter 10, “ Setting Up PeopleSoft CRM

Workflow,” Defining PeopleSoft Process
Schedul er Settings for Workflow, page 186.

RC_EMAIL_FORMAT RC_EMAIL_FORMAT_SCI See Chapter 10, “ Setting Up PeopleSoft CRM
Workflow,” Workflow Email Templates, page
185.

RB_WL_GRID_DFN RB_WL_GRID_DFN_SCI See Chapter 3, “ Setting Up and Using Worklists,”

Defining Worklists, page 24.

RB_WF_WL_GRP RB_WF_WL_GRP_SCI See Chapter 3, " Setting Up and Using Worklists,”
Defining Worklists, page 24.

RB_WF _URL_SETUP RB_WF URL_SETUP_SCI See Chapter 4, “ Defining General Settingsfor
Correspondence,” Redirecting Links, page 43.

RB_TOOLBAR_DEFN RB_TOOLBAR_DEFN_SCI See Chapter 17, “ Configuring Toolbars,”
Configuring Toolbars, page 323.

RB_TB_BUTTON_DEFN RB_TB_BUTTON_DEFN_SCI | SeeChapter 17, “Configuring Toolbars,” Defining
Toolbar Buttons, page 321.

RB_RI_STATUS_SETUP RB_RI_STATUS SETUP_SCI | See PeopleSoft Enterprise CRM 8.9 Application
Fundamentals PeopleBook, “Working with
Interactions,” Modifying Interaction Status.

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 resources is in the preface of the PeopleSoft Enterprise CRM 8.9
Application Fundamentals 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 CRM 8.9 PeopleBook
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CHAPTER 2

Understanding Correspondence

This chapter discusses:

« Correspondence management.

* Correspondence and the email response management system (ERMS).
» Automated communications.

Correspondence Management

Correspondence management capabilities that are within the PeopleSoft system enable you to send
communication from within the system and keep a record of those communications.

This section discusses:

* Internal and external correspondence
» Correspondence templates
» Correspondence creation

Internal and External Correspondence

PeopleSoft Customer Relationship Management (PeopleSoft CRM) applications provide tools
for sending communications to two types of recipients:

» External recipients

These recipients are customers or someone who represents customers. In most PeopleSoft CRM applications,
the data of external recipientsis managed in the Person component. However, in PeopleSoft HelpDesk and
PeopleSoft HelpDesk for Human Resources, customers are internal people whose datais managed in the
Worker component (worker information is also viewable in the Person component if you have the right
permission). From a correspondence management perspective, these workers are considered external.

* Internal recipients
These recipients are PeopleSoft CRM users. They have both user IDs and worker records.

Note. In this chapter, the term customers includes both external customers and
internal workers (for helpdesk cases).
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Characteristics of External Correspondence

When you send correspondence to an external recipient, the system creates an interaction. You
can access correspondence information wherever interactions appear, including the 360-degree
views, the Interaction List page, and transaction-specific interaction lists that are incorporated
into the main PeopleSoft CRM transactional components.

You can send external correspondence by email or printit for physical delivery (for example, by fax or by mail).

Characteristics of Internal Correspondence

You can send internal correspondence (also called notifications) by email, or you can send it to a
worklist. A worklist functions like an email inbox whose contents are stored in the PeopleSoft database.
Worklist entries always include alink to the component from which the communication is sent. In
email correspondence, the link is optional. Every user ID (user profile) is automatically associated
with a personal worklist (if the user profile is linked to a person ID, the worklist is named after the
person). Users can aso be members of group worklists that you define.

Internal correspondence can be addressed either to individual users or one of these two group types:
* Provider groups

Provider groups are used in the call-center applications (PeopleSoft Support, HelpDesk,
and HelpDesk for Human Resources) and in PeopleSoft Integrated FieldService. Provider
groups can have both email addresses and group worklists.

e Sdes teams

Used in PeopleSoft Sales, sales teams can have group email addresses and group
worklists to which natifications can be sent.

See Also
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Interactions”
Chapter 3, “Setting Up and Using Worklists,” page 19

PeopleSoft Enterprise Sales 8.9 PeopleBook, “Setting Up Sales Security and
Personalization,” Setting Up Sales Teams

Correspondence Templates

The use of predefined correspondence templates facilitates the creation of standardized communication.
Correspondence templates are made up of static content and terms. Terms, which are managed in

the Active Analytics Framework (AAF) data library, are pointers to disparate pieces of data residing

in places like data warehouses, external databases, or operational environments. They are metadata
that provide information about the physical data and can be resolved into actual data to be used in
PeopleSoft CRM. When users send template-based letters or email, the system merges both static

text and resolved data into the template to produce the final correspondence.

You make templates available to users by bundling them in template packages. Packages can contain
one or more templates definitions, which in turn reference template files. Template files are marked
for use with print correspondence, email correspondence, or both. Typically, the print and email
versions are different presentations of the same content, although you can vary the content as necessary.
Template packages can be grouped into categories and types, which can refine the template search
that’s available when replying to email within the email workspace.

Template packages can also contain static attachments files that do not include terms.
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See Also

Chapter 6, “ Setting Up Correspondence Templates ,” page 63

Chapter 9, “Working with Active Analytics Framework,” Understanding Active Analytics Framework, page 141

Correspondence Creation

PeopleSoft CRM provides two main interfaces for sending communications. the Send
Notification page and the Correspondence Request page.

The Correspondence Request page is used exclusively for template-based external correspondence that
is printed or sent by email. The recipient list is based on the context from which the page is invoked. For
example, when you invoke the page from a support case, the case contact is the only available recipient.

The Send Natification page is used for template-based or as-needed correspondence, and
it is used for both internal and external correspondence. Noatifications can be sent to email
addresses or, for internal recipients, to worklists.

These interfaces are more fully documented in other chapters of this PeopleBook. This
table summarizes their principal differences:

Characteristic Correspondence Request Page Send Notification Page

Recipient types. External only. External, internal, and fully qualified
email addresses.

Available channels. Email and print. Email and worklists (for internal
recipients).
Recipient selection. Predetermined, based on the context Users can select recipientsin the CRM

from which the user accessesthe page. system, which includesinternal and
external people aswell asprovider
groups and sales teams.

Userscan also enter fully qualified
email addresses.

To and cc addressing. Only to recipients. Recipients There can bemultipleto and cc
do not seewho elsereceived the recipients, but term resol ution is based
communication. only onthefirst external recipient in the
Tofield.

Note. If the notificationisinitiated from
aCDM transaction, you can choose to
send a personalized notification to each
selected recipient.

For email notifications, userssee al of
theto and cc addresses.
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Characteristic

Correspondence Request Page

Send Notification Page

Recipient address.

The system usestherecipient’s primary
email or mailing address by default,
unlessthereisatransaction-specific
default.

Senders can override the default
addressif thisability isenabled at the
system level.

For recipientswho are selected in the
CRM system, the default email address
isthe person’sprimary email address.

Senders cannot override thisvalue, but
they can enter afully qualified email
address instead of selecting the recipient
from the address directory.

Interaction creation.

Always (because all recipientsare
external).

Only for thefirst external personinthe
notification's To list.

Correspondence templates.

One or more template packagesis
required.

Users can optionally apply template
packages. Only packageswith asingle
text-based template are available for
selection.

Template personalization
(premerge).

Availability isconfigured at the system
level.

Not available.

Correspondence
personalization (postmerge).

Availability isconfigured at the system
level.

Alwaysavailable.

As-needed content.

Not permitted (except through
personalization of templates).

Alwaysavailable.

Static attachments
(attachment filesthat are
not template-based).

Static attachmentsthat arein

sel ected templ ate packages are
automatically included; users can also
add attachments.

Template packages with static
attachments are not available for
selection, but users can manually add
static attachments.

See Also

Chapter 7, “Sending Manua Notifications,” page 99

Chapter 8, “Sending Correspondence ,” page 117

Correspondence and ERMS

The ERMS, an integral part of PeopleSoft MultiChannel Framework, manages emails that customers send
to you. The ERMS uses correspondence management to facilitate email replies and to enable automatic
recognition of inbound email that customers send in response to PeopleSoft CRM outbound email.

This section discusses:

» Email replies

14
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Automated email threading

Email Replies

Replies to inbound email can be automated or manual. Both types of replies are based on the same
correspondence templates that the Correspondence Request and Send Notification pages use.

While automated email response (for example, auto acknowledgement and auto response) is typically
part of the system setup, ERMS provides these interfaces for manual replies:

The Response page of the email workspace.

Use this interface to reply to an incoming email that you review on the Email page of the same
component. On the Response page where the incoming email message is captured for reference, you
can search for an appropriate correspondence template to apply to the response.

If you work on arelated transaction of an email and later on click the Send Notification button from the
transaction, the Response page is used for replying to any existing email that is linked to that transaction.

The Outbound Email page.

Use this interface to reply to an email from the context of a transaction. If you work on arelated
transaction of an email and later on click the Email button from the transaction’s toolbar, this page is
used to send an email (start a new thread, not as a response) when the ERMS is licensed.

In addition to email response, you use the Outbound Email page to review submitted
email and to approve email if approval is required.

Note. The Outbound Email page is nearly identical to the Response page, but the different contexts
necessitate certain differences between the interfaces. For example, the Outbound Email page displays
transaction summary as reference, while the Response page displays the email message. Also, when
you search for templates on the Outbound Email page, you can select the language of the templates
that appear as search results. From the Response page, this is unnecessary.

The Send Notification page.

Use this interface to reply to an email from the context of a transaction. If you work on arelated
transaction of an email and later on click the Notification button from a transaction, this interface is used
to send an email (start a new thread, not as a response) when the ERMS is not licensed.

Automated Email Threading

If you license PeopleSoft MultiChannel Framework, the system inserts a unique identifier known as
a context tag into the body of every outbound email. If the customer replies to the outbound email,

the context tag enables the ERMS to associate the new email with the existing thread and to use the
thread association to route the email to the appropriate worklist. The email workspace presents the

thread association of each email in a tree structure. It allows any email, with or without children, to
be moved freely from one tree to another or to be the parent of a new tree.

See Also

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Understanding ERM S’

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Managing Email”

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Managing
Email,” Reviewing Thread Information
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In addition to the manual correspondence methods that are described in this chapter, PeopleSoft CRM
applications provide various mechanisms for sending automated communications.

This section discusses:

» Automated correspondence.

» Workflow.

Acknowledgements and automated email responses.
* ERMS email alerts.

Automated Correspondence

PeopleSoft Order Capture uses the correspondence management framework to send automated order
and quote confirmations. As atask of an order capture business project, an email correspondence
(based on a presdlected correspondence template) is sent after an order is submitted.

For more information about implementing correspondence management in PeopleSoft CRM, signin to
Customer Connection for a copy of the red paper, “Enabling Correspondence Management,” under Products +
Industries, Enterprise Product Lines, Customer Relationship Management, Resource Library, Red Papers.
Make sure that you are signed in, because the Red Papers section is available to registered users only.

See Also

Chapter 8, “Sending Correspondence ,” Automated Correspondence Regquests, page 120

Enabling Correspondence Management, http://www.peoplesoft.com/corp/en/products
lent/crm/resource_library.jsp#rp

Workflow

Workflow notifications are triggered by events that you define. For example, you can use workflow to notify
workers or interested parties about transactions such as cases, service orders, leads, campaigns, or tasks,
when certain transaction-related events take place, such as change of status or reassignment.

Based on how workflow notifications are triggered, the configuration is done in two ways.

» The workflow configuration pages.

Use this interface when you invoke workflow actions from the AAF. These pages are embedded
in the component that is used to build policies. When you trigger a notification and workflow
action for a policy, the framework displays two pages for you to configure workflow. The most
common method of triggering workflow actions is through the AAF.

» The Workflow Action component.

Workflow actions are triggered without the AAF in business project workflow and in
return material authorization (RMA) workflow.

Note. While these two interfaces do not have the same look and feel, they share the same
functionality and can invoke both processes and notifications as configured. Page elements that
are required to set up workflow actions still pertain in both places.
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You can send workflow notifications to internal or external recipients. Workflow notifications
that are sent to external recipients are always sent by email. Workflow notifications sent to
internal recipients can be sent to a worklist or an email address.

PeopleSoft CRM uses templates to produce workflow notification contents. These templates are
available, depending upon how workflow notifications are invoked:

» Correspondence management templates.

These templates are used for workflow notifications that are managed by AAF. Correspondence
templates contain static text and dynamic terms that can be resolved into physical data.

See Chapter 6, “Setting Up Correspondence Templates ,” page 63.

» Workflow email templates (native).

These templates are used for workflow notifications that are invoked by business projects
and by RMA processing. You set up workflow email templates, which contain resolvable
terms and static text, by using the Email Template page.

See Chapter 10, “ Setting Up PeopleSoft CRM Workflow,” Defining Workflow Email Templates, page 190.

Automated Acknowledgements and Automated Responses

Customers can send communications to the organization through web self-service and through email
(if ERMSislicensed). You can set up the system to automatically send a standard acknowledgement
message, confirming receipt of communication that is received through either channel.

If the communication is a structured email (an email that is submitted through a web form), the
system may be able to automatically reply with information that the customer requests rather
than replying with an acknowledgement of request receipt only.

Note. Automated acknowledgements and automated email responses are sent only to
customers, and they are always sent through email.

The text of the acknowledgement or response comes from different sources, depending
on the type of communication that is received:

» Submissions on the Contact Us self-service page.
The acknowledgement text comes from the CONTACT CONFIRMATION workflow email template.
» Email acknowledgements and responses.

The ERMS classifies email as structured or unstructured. Unstructured email is acknowledged
by using a correspondence template that you select for the mailbox. As for structured email,
responses are sent by using a correspondence template that is specified by the application
class that handles the email. If the application class doesn’t specify a template, a default
correspondence template that is associated with the web form is used.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with
Customer Self-Service Transactions’

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Setting Up ERM'S System”
PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Defining Structured Email Handling”
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ERMS Email Alerts

If you license ERMS, you can set up mailbox-level and worklist-level notifications. Set two deadlines
at each level: one for awarning notification and one for a final notification. If an email is not closed
before those times, the ERMS sends alerts to the mailbox owner or the worklist owner.

Note. Email alerts are sent only to internal recipients, and they are always sent to a worklist.

See Also

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Understanding
ERMS,” The Email Alert Process
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Setting Up and Using Worklists

This chapter provides an overview of PeopleSoft Customer Relationship Management
(CRM) worklists and discusses how to:

» Define worklists.
» Work with PeopleSoft CRM worklists.
* Reassign worklist entries.

Understanding Worklists
This section discusses:

* Individual and group worklists.
» Worklist transaction types.

» Worklist operations.

» Worklists and queues.

Individual and Group Worklists

Worklists function like an email inbox whose contents are stored in the PeopleSoft
database. Worklists have features that enable users to perform work-related tasks such as
marking a task as complete or reassigning the task.

Worklists are associated with user 1Ds (user profiles); they are available only to users with
security access to (and a way to navigate to) the Worklist page.

Individual worklists are automatically generated for users that are created in the CRM system, and users
can also be members of group worklists that you define. On the Worklist page, users can choose whether
to view entries on their personal worklists, on specific group worklists to which users belong, on all group
worklists to which users belong, or on all worklists, both personal and group. Managers (as determined
by the Supervisor ID field in the Worker component) can also view their employees’ worklists.

In task management, worklist notifications are always addressed to individuals who are assigned
to the tasks. The concept of group worklists doesn't apply.

Group worklists do not distinguish entries by specific group members. Instead, they are typically used as
a holding area for work requests that are not yet assigned to an individual group member.

If multiple members use the group worklist simultaneously, a change from one member can override the
other’s. Refresh the Group Worklist page frequently to ensure that the most current information appears.
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In the call center applications (PeopleSoft Support, HelpDesk, and HelpDesk for Human Resources) and
in PeopleSoft Integrated FieldService, notifications are sent to provider groups, groups of workers to
whom work can be assigned. Provider group definitions include an association with a group worklist.
Depending on the provider group definition, worklist notifications (manual and automatic) that are sent to
the provider group are either sent to the group worklist or broadcast to each member’s individua worklist.
Similar to PeopleSoft Sales, you can set up sales teams to which notifications can be addressed. When you
add team members to a sales team, you can aso create a group worklist for it so that al team members
have access to worklist notifications that are delivered to the sales team worklist.

See Also

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

PeopleSoft Enterprise Sales 8.9 PeopleBook, “Setting Up Sales Security and
Personalization,” Setting Up Sales Teams

Worklist Transaction Types

You categorize worklist entries according to their sources, which are the transactions where the entries
originate. For example, an entry that originates from a service order is categorized separately from an entry
that originates from a support case. Manual notifications (those sent from the Send Notification page)
belong in a single category, regardless of the component from which the notification is sent.

On the Worklist page, you can view all categories together, or filter entries so that you see only one type.
When you view al entries together, you see only data that applies to all types of entries, such asalink to
the underlying object or the type of entry and the worklist where it resides. When you view a single type
of entry, the worklist displays additional data that is specific to the transaction. For example:

» When viewing the worklist for manual notifications, the notification priority appearsin the Priority field.
* When viewing a call center worklist, the Case Priority and Product ID columns appear.

The following table lists the various worklist-specific transactions. The names that are in the first column
are the values that appear in the Transaction drop-down list box on the Worklist page:

Worklist Name Functional Area How Notifications Get There

Action_Request Various. Usersmanually create anotification on the Send

. Notification page.
Action_Request_CC
Manual notifications have both To and

Ccrecipients; different worklists are used

accordingly.
Business_Proj_Worklist_ Business projects. Business projects carry out an associated
Routing workflow action.
Task_Worklist_Routing
Call Center Worklist Cases in PeopleSoft Support. The Active Analytics Framework (AAF) carries

_ out aworkflow action for support cases.
I ssue Worklist

Issuesare the Financial Servicesindustry and
the Insuranceindustry versions of support cases.
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Worklist Name

Functional Area

How Notifications Get There

Call Center Help Desk Worklist

Casesin PeopleSoft HelpDesk

and PeopleSoft HelpDesk for
Human Resources.

The AAF carries out aworkflow action for help
desk cases.

Note. Users cannot see summaries or details
for a secure human resources help desk case
unlessthey belong to the provider group that is
assigned to the case.

Campaign Content Task
Worklist

Campaign Content Worklist
Campaign List Worklist
Campaign Offer Worklist
Campaign Task Worklist
Campaign Worklist

Marketing.

The AAF carries out aworkflow action for
campaigns.

Contact UsWorklist

Contact Us self-service.

Users submit information on the Contact
Us self-service page, thereby triggering the
workflow action that is associated with the
selected subject and topic.

Corresp Mgmt Worklist
(correspondence management
worklist)

Correspondence requests
submitted from any context.

The process that delivers correspondence
(based on a correspondence request) createsthe
worklist entriesif it's so configured.

Defect Worklist

Quality defects.

The AAF carries out aworkflow action for
defects.

ERMS Alert Worklist

Email response management

Entries on the ERM S worklist aretriggered by

. system (ERMS). email routing and assignment.
ERM S Worklist
Entrieson the ERM S Alert worklist are
triggered by the Email Alert processes.
OrderCaptureWorklist Order capture. Certain order-related business projects (those

that are used for order maintenance) carry out
workflow actions.
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Worklist Name Functional Area How Notifications Get There
PROSPECT_EMAIL Telemarketing. Telemarketing PeopleCode triggers
notificationsfor certain call outcomes.
PROSPECT_MAIL Each worklist is associated with adifferent type
PROSPECT ORDER _ of follow-up requirement:
CAPTURE « PROSPECT_EMAIL: Send collateral by
PROSPECT SALE emall.

* PROSPECT_MAIL: Send collateral by mail.

* PROSPECT_ORDER_CAPTURE: Capture
anorder.

* PROSPECT_SALE: Follow upwitha
prospect who wants to make a purchase.

RMA Worklist Return material authorizations | RMA PeopleCode carries out aworkflow
(RMAS). action.
SalesLead Worklist Sales. The AAF carriesout aworkflow action for leads

. ) or opportunities.
Sales Opportunity Worklist

Service Order Worklist Serviceorders. The AAF carriesout aworkflow action for
serviceorders.

Task Worklist Task management. Task management PeopleCode reads from the
RB_TSK_WL_VW view and popul atesthetask
worklist.

Select All Transactions from the Transaction drop-down list box to see al types of worklist
entries pertaining to the selected worklist or worklists.

See Also
Chapter 10, “Setting Up PeopleSoft CRM Workflow,” page 181
Chapter 9, “Working with Active Analytics Framework,” Active Analytics Framework Overview, page 141

Chapter 5, “Defining Settings for Template-Based Correspondence,” Defining System
Settings for Template-Based Correspondence, page 50

Chapter 3, “Setting Up and Using Worklists,” Worklists and Queues, page 23

Worklist Operations

Sometimes the entries that are in aworklist represent work that needs to be done. Sometimes they are
simply informational notifications. As you review the entries in a selected worklist, you can:

» Access the page where the worklist entry originates.
» Mark the worklist entry complete or worked.
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For ERM S worklist entries, entries that correspond to actual email assignments are marked complete
automatically if email owners finish the assgnments in the email workspace.

» Reassign the entry to another group or personal worklist.
» Accept the worklist entry (specific to ERMS worklist entries).

Important! You cannot perform the complete, reassign or accept action on any worklist item if the
Transaction field value is set to all transactions. You must select a specific transaction, for example,
task worklist or ERM S worklist, to be able to take actions on selected items.

In PeopleSoft Support and HelpDesk, when you reassign or close a case, the existing worklist entry for the
case is removed from the worklist of the assigned agent (prior to the change) through AAF. When you reassign
a case to another agent (either from the case itself or the worklist) and save, it triggers the evaluation of a
system-delivered policy that is written based on this condition (case reassignment) and context (support or
helpdesk case). If the condition is evaluated to true, the system removes the worklist entry for that case from
the old assignee's worklist and sends a worklist entry about the case to the new assignee’s worklist. Similarly,
if you assign a case to an agent of the provider group that is defined in the case, the system removes the
worklist entry from the provider group worklist and sends one to the assignee’s personal worklist.

When a case is closed, al worklist entries pertinent to it are removed.

Worklists and Queues

If you license PeopleSoft Multichannel Communications, which provides ERMS and chat
capabilities, there are additional considerations for worklists.

Queues

Queues are a variation on worklists that are used by PeopleSoft Multichannel Communications.
Unlike worklists, which require users to pull work assignments from the list, queues push assignments
to users using the MultiChannel Console. The PeopleTools Multichannel Framework (M CF)
manages work requests that are sent to queues, scanning all agents who are logged on to a queue,

and routing work only to agents whose skill level is appropriate and whose current multichannel
activities (open email and chat sessions) fall below a specified threshold.

Queues are required if you use the chat capabilities of PeopleSoft Multichannel Communications,
gueues are optional when you use ERMS.

PeopleTools provides components to set up queues and the agents who belong to them, but you can
also use PeopleSoft CRM group worklists to automatically create queues and agents. A setting on the
group worklist definition tells the system that the worklist is to be considered a queue. This setting
causes the system to create a queue definition and to create agent definitions for each member of the
group worklist. Required queue and agent fields are set based on system defaults that you specify,
and the group worklist page provides links to the full-featured Queue and Agent components, so

that you can refine the automatically generated queue and agent definitions.

ERMS Transactions
There are two types of ERMS worklist entries:

» True ERMS worklist entries represent email assignments.
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When this type of entry appears on aworkligt, it is the responsibility of the user or users who can
access the worklist to accept and work on that email, close it, and remove it from the worklist.
Reassigning an ERM S worklist entry to another worklist changes the assignment information that is on
the underlying email. Specificaly, if you route an unassigned email (on the Worklist page) to a group
worklist that enables the autoaccept option, the email is automatically assigned to you when you're a
member of the target group worklist and the email is not in the closed status.

 Email alerts.

An email aert entry notifies the recipient that an email is not closed within the warning and final notification
time periods that are associated with the email’s mailbox or current group worklist.

These worklist entries are like non-ERMS entries; they are simply notifications with information
about the specific time when the notification is sent. To differentiate email aert entries, the system
appends a single exclamation point icon to internal email alert entries (warning), and a double
exclamation pint icon to external alerts (final notification) on the worklist grid.

Because of the close relationship between true ERM S worklist entries and the underlying email, working
with ERM S worklist entries is somewhat different from working with other types of entries:

* An additional action, accepting selected worklist entries, is available for ERMS entries
(that is, inbound emails) in group worklists.

When a user accepts an ERM S entry, the system automatically moves the worklist entry from the group
worklist tothe user’sindividual worklist. At the sametime, the system assignsthe underlying email to the user.

» Even when an email is moved from a group worklist to an individual worklist, the system
keeps track of the group worklist from which it came.

The system uses this information to send group worklist level email alerts if applicable.

 Certain privileged users (the group worklist owner and the owner of the email’s group mailbox) are
permitted to take ownership of any email that is aready assigned to another individual. Users can
take ownership of any email that is assigned to a member of the same group.

* You can route an ERMS entry to a group worklist, or personal worklist (after agroup worklist is specified).
* When an ERMS entry is reassigned, the system updates the email’s routing history.

* You cannot mark the ERM S worklist entry complete unless the underlying email has a status of closed.
See Also

Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft MultiChannel Framework

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Understanding ERM S’

Defining Worklists
To define worklists, use the Defaults, Worklist Grids, Groups components.
This section lists prerequisites and discusses how to:
*» Define personal worklists.

» Define symboalic IDs for group worklists.
» Define group worklists.
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» Review worklist transaction types.

Prerequisites

Setting Up and Using Worklists

If you use ERMS and take advantage of the Group Worklist page to define queues and agents
for the MultiChannel Console, you must set the queue and agent defaults on the System
Installations page of ERM S before you set up the queues.

See Also

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Working with Multichannel
Applications,” Setting Up the Universal Queuing Infrastructure

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Setting Up ERMS
System,” Defining System Settings for Email Processing

Pages Used to

Define Worklists

Page Name

Object Name

Navigation

Usage

CRM Workflow Default

RB_WF_DEFAULTS

Set Up CRM, Common
Definitions, Workflow,
Defaults, CRM Workflow
Default

Define symbolic IDsfor
all PeopleSoft CRM group
worklists.

Group Worklist,

RB_WF WL_GRP

Set Up CRM, Common
Definitions, Workflow,
Groups, Group Worklist

Define group worklistswith
notification and queue
settings, and identify group
memberswho are permitted
to accessthem.

Worklist Grid,

RB_WL_GRID_DFN

Set Up CRM, Common
Definitions, Workflow,
Workflow Grids, Workflow
Grid

Review system-delivered
worklist transaction types.
Do not modify any data
except the short name for the
transaction type.

Defining Personal Worklists

The system generates a personal worklist for any user that you define. No additional setup is necessary.

See Enterprise PeopleTools 8.45 PeopleBook: PeopleTools Security

Defining Symbolic IDs for Group Worklists
Access the CRM Workflow Default page.
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CRM Workflow Default
CRM Workflow Server

Server Mame [PSNT Q

Process Dir|cihternp

Group Worklist Symbuolic ID

Symbolic ID |53l Q,

CRM Workflow Default page

Symbolic ID Enter a symbolic ID to associate with the user ID that is created for each
group worklist that you define. Group worklists are associated with a
behind-the-scenes user ID, and each user ID must have a symbolic ID.

Note. The other elements that are on the CRM Workflow Defaults page are not
used when defining group worklists.

See Also

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Setting Up ERMS
System,” Defining System Settings for Email Processing

Defining Group Worklists
Access the Group Worklist page.

Group Worlklist

Group Worklist Name Carerawoarllist

Description |[ERMS Worklist

Email Response Setting

Warning Motification 5 *Unit of TimEIDEI‘f':S:I =]
Final MNotification 7 *Unit of Time | Day{s) =l
r Group Worklist is ERMS Queue . Auto Accept

Queue Mame

L]
Group Members Customize | Eind | i First 1-2 of 2 Last
*lser ID Group Owner |Description
ERMSMGR Q 2 ERMSZ Manager =]
ERMSAGENT QY r ERMS Agent =]

Dueue Sefup Agent Setup

Group Worklist page
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Description Enter a description, which appears in the Worklist drop-down list box
that you use to filter entries on the Worklist page.

Email Response Setting

Usethefieldsinthisgroup box only if you use PeopleSoft M ultichannel Communications’ ERM S or chat feature.

Warning Notification, Enter the time after which the system sends notifications if an inbound
Final Notification, and email that is sent to thisworklist is not yet closed. These notifications
Unit of Time are sent to the worklist owner. The available units of time for this

time period are Minutes, Hours, and Days.

Notification deadlines are measured from the time that the email arrivesin this
worklist. If the email is routed to a different group worklist and then back to
this group worklist, the notifications are based on the most recent arrival time.
Assignment to an individual worklist does not affect the deadlines.

The final notification time is the deadline for responding to and closing

the email. The warning notification alerts the mailbox owner or the group
owner that the organization is at risk for missing the deadline. Therefore, the
warning notification time is shorter than the final notification time.

The time period is calculated using a 24-hour clock, without regard
to the organization’s business hours.

Group Worklist isSERMS Select to enable the system to create or update a PeopleTools M CF queue
Queue (group worklist is that corresponds to this worklist. The queue can be used by either the ERMS
email response management  or chat feature of PeopleSoft Multichannel Communications.

system queue) The first time that you save a worklist where this check box is selected,

the system creates a queue using the name that you enter in the Queue
Name field on this page and the default realtime event notification (REN)
server that you specify on the System Installations page.

At save time, the system aso creates PeopleTools M CF agent definitions
for each user who isin the Group Members grid on this page. The agents
become members of the newly created queue automatically. The agents
maximum workload and skill level come from the default values that you
enter on the ERM S System Installations page. Subsequent saves create
agents and remove agents from the queue as necessary to keep the queue
definition synchronized with the worklist definition.

If you clear this check box, a system message appears and asks whether you
want to remove agents from the queue. Select yes to disassociate agents
from the queue; select no to leave the current association intact.

Auto Accept Select to automatically assign inbound emails to users who first navigate
to the emails that are routed to groups of which users are members. To
reject the assignment, a user must requeue the email to the same group
worklist or route the email to another group worklist.

Queues require agents to accept the work that they pick up from the queue.
Therefore, if the Group Worklist is ERM S Queue check box is selected, the
system sel ectsthe Auto Accept check box automatically and makesit read-only.

Queue Name Enter a queue name. When the system creates a PeopleTools MCF
queue based on a worklist definition, the queue name comes from
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Group Members

User ID

Group Owner

Chapter 3

thisfield. (Also, the first 30 characters of the worklist description
are saved to the queue description field.)

The default value is the worklist name, but worklist names longer than 15
characters are truncated to accommodate the field size for PeopleTools MCF
gueue names. To ensure that every group worklist definition is associated with
a different queue, the system validates that the queue name is unique.

Enter user IDs for each individual user that is permitted to access this group
worklist. The Description column displays each user’s name.

If thisworklist is associated with a provider group, remember to update the
group worklist definition when the provider group membership changes.

Select this check box for exactly one group member. The selected member
is the person with overall responsibility for ERM S entries in the worklist.
The system sends this person natifications for each email that is not closed
within the warning and final notification time frames for this worklist. The
worklist owner can take ownership of any assigned email in this worklist.

Multichannel Communications Links

Use the links on the Group Worklist page only if the Group Worklist is ERM S Queue check box is selected.

Queue Setup

Agent Setup

Return to
M ailbox/Wor klist
Association Details

See Also

Click to access the queue definition for the current worklist. Use
the Queue component to define settings that are beyond the basic
default values that the system enters when it creates a new queue
based on a PeopleSoft CRM group worklist.

Click to access the Agent component, where you can define agent profile
settings beyond the basic default values that the system enters when it creates
agent definitions based on a PeopleSoft CRM group worklist.

Click to return to the Associate Worklist page. This link appears only
if you are transferred to Group Worklist page from the Associate Rules
and Worklist page of the Mailbox Details component.

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Setting Up ERMS
System,” Defining System Settings for Email Processing

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Defining Unstructured Email
Routing Rules,” Applying Content-Based Routing Rules to a Mailbox

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

Reviewing Worklist Transaction Types
Access the Worklist Grid page.

28
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Worklist Grid

Worklist Name Call Center Warklist
Short Name [Case

worklist Record Name [RC_WF_CASE_WW Q

r Warning Multiple Reassignment

Worklist Grid page

Worklist Name Displays the worklist name, which is the value that users see in the
Transactions drop-down list box on the Worklist page. Each worklist
grid represents a category of worklist transactions.

Short Name Displays the short name, which is the value that users see in the Type
column of the main grid on the Worklist page.

Worklist Record Name Displaystherecord or view for the worklist entries that belong to this worklist.

Note. Do not modify this value.

Warning Multiple Select to allow the system to display warning messages when multiple users
Reassignment attempt to reassign the sasme ERM S worklist entry from the group worklist.

Working with PeopleSoft CRM Worklists

This section discusses how to work with PeopleSoft CRM worklists.

Page Used to Work with PeopleSoft CRM Worklists

Page Name Object Name Navigation Usage
Worklist RB_WF_WORKLISTS Worklist, My Worklist, Review, open, and reassign
Worklist entriesthat are sent to you,
other workersthat you
supervise, or groups that
you belong to.

Working with the PeopleSoft CRM Worklist
Access the Worklist page.
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Worklist
Stu Mary
Search Option
*WGrinstI* My Worklist ;I Sender Q
*Transactiunl-ﬁ-ll Transactions =l [ Show Only Completed Items
*Dates | Al =] Search Save az My Defautt Fitter
i [+

Worklist Summary Custornize | Find | Wiaw All | i First 1-25 of 62 Lazt

LRL Type Warklist Erom Date/Tirne worklist Comrnent

Priority

Correspondence M My Waorklist Stu Marx 05/03/2004 9:47:024M

Case 220420 Case My warklist Stu Marx 05/02/2004 6:31:544M

Case 220421 Case My worklist Stu Marx 05/03/2004 944444

Case 220424 Case My Worklist Stu Marx 0S5/03/2004 Z2:50:34PM

Case 220425 Zase My Waorklist Stu Marx 05/03/2004 2:52:31PM

. 05/04,/2004

Case 220426 Zase My Waorklist Stu Marx 1174 2R M

Case 220427 Case My worklist Stu Marx 05/04,/2004 12:58:59FPM

Case 220430 Case My worklist Stu Marx 05/04,/2004 7:05:50PM

Case 220433 Zase My Worklist Stu Marx 05/04/2004 7:37:28PM

ID SVCO300006 Order My Warklist Stu Marx 05/04,/2004 7:48:050M

ID =vVCos00004 Order My worklist =ty Marx 05/04/2004 7:458:134M

Worklist page with all transactions
vorklist
Stu Marx
Search Option
*WOrinstl* My Worklist I Sender Q
*Transaction | Sales Lead worklist = [T Show Only Completed Items
*Dates | All = Search Save a3 My Defaul Fiter
"
Worklist Summary Customize | Find | Wiaw all | ] Fi
Select |URL Tvpe wiorllist From Date/Time Description
Il 1D 1000300416 Sales Lead My wforklist Stu Marx 05/05/2004 11:18:31PM Lead is Rejected or Turnback
W Select Al Clear all
Reassign Selected Complete Selected Refresh

Worklist page with a specific transaction selected

The Worklist page provides aview that displays all the worklist entries pertaining to the sign-in user. Users can
filter the view by their personal worklists, any or all group worklists that they associate with, and all worklists.

The Worklist link in the PeopleSoft portal header region accesses the PeopleTools worklist, not the PeopleSoft
CRM worklist. Although both worklist pages display data from the same records, the PeopleSoft CRM
worklist displays more information about each entry and is therefore preferred. To avoid user confusion
between the two worklists, you can set up security so that users do not have permissions for the WORKLIST
component. This means that the Worklist link do not show up in the Portal header.

The Worklist (WORKLIST) and Worklist Details (WORKLIST_DETAILYS) links of the Worklist component
provide access to the PeopleTools worklist in summary and detail view. In addition, you can click the Navigator
page to view the workflow map and go to individual pages by clicking the map elements representing the pages.
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Use the fields that are in this group box to filter the worklist entries that appear in the Worklist Summary grid.

Note. If you are using the CRM Worklist pagelet to manage worklist entries, and the list
doesn’t appear to be updated because of the browser caching setting, you can click the
Refresh button of the web browser to reload the list.

Worklist

Sender

Transaction

Show Only Completed
Items

Dates

Search

Save as My Default Filter

PeopleSoft Proprietary and Confidential

Select the worklists whose contents are to be shown. Values are:
* All Worklists: Displaysentriesfrom all workliststo which the user has access.
* My Worklist: Displaysonly entriesthat are sent to the user’s personal worklist.

* My Group Worklists: Displays only entries that are sent to a group
worklist to which the user has access. If the user belongs to two group
worklists, those two group names appear in this drop-down list box for
the user to select and review group-specific entries.

* My Employees’ Worklist: Displays entries from the personal worklists of any
workers whose supervisor (as defined on the worker record) is the current
user. Additional values appear for each employee who reports to the current
user. These values appear only if the user is a supervisor.

Select a person so as to filter worklist entries according to the value
in the From field. The Worklist Summary grid displays only entries
that are sent by the person that you select.

Select avalue to filter worklist entries according to their origin. Values vary
based on the current content of the worklist; only those values for which
there are worklist entries appear in the drop-down list box.

All Transactions: Displays all entries that are in the worklit,
regardless of origin.

Action_Request: Displays all manual notifications, regardless
of the originating component.

Other values represent various PeopleSoft CRM transactions.

See Chapter 3, “Setting Up and Using Worklists,” Worklist
Transaction Types, page 20.

Select to show only worklist entries that are marked completed. Clear to
view only worklist entries that are not yet completed. You cannot see
both worked and unworked entries simultaneously.

Select a value to filter worklist entries according to when they arrive at
the worklist. You can limit the worklist to entries that arrived within
the past one, three, five, or seven days, or you can select All to view
all entries without regard to when they arrive.

Click to refresh the Worklist Summary grid based on the filter
criteria that you enter.

Click to save the current filtering options as the search preference for the
sign-in user. Next time the user accesses the My Worklist page, the saved
filter is used to return worklist entries in the Worklist Summary grid.
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Worklist Summary

The following page elements appear in the Worklist Summary grid regardless of the filter criteria.
Additional transaction specific columns appear depending on the transaction that is selected. For
example, if users review a call center worklist, more case information is available in the grid. The
same is true for service order worklist, sales lead worklist and so on.

Select Select to identify entries that are to be included when you perform worklist
actions such as reassigning, accepting entries or marking entries completed.
Use the Select All and Clear All links to facilitate the selection process.

This check box is not shown if you view worklist entries for all transactions
(by selecting All Transactions in the Transaction drop-down list box).

URL (uniform resource Click alink in this column to display the underlying application
locator) page that is related to the entry.

For manual notifications, clicking the link accesses the Email page in the
Email Workspace, which displays the full email message.

For automatic notifications, clicking the link takes you directly to
the object from which the notification is sent.

Type Displays the type of transaction where the entry originates. When you use
the transaction filter, al visible entries have the corresponding value.

Worklist Displays the name of the worklist to which this entry belongs. When you
use the worklist filter, all visible entries have the same value.

From For manual natifications, displays the name of the person who
sends the notification.

For automatic notifications, the sender is the person who performs the action
that triggers the notification. For example, if notifications are automatically
sent when a service order is assigned, the person who reassigned the

order is considered to have sent the notification.

Automated notifications that are sent to a worklist are considered

to be sent by the person who performs the action that triggered the
notification. For example, an entry on the ERMS worklist is considered
to be sent by the person who initiates the Unstructured Email process
(the process that creates the worklist entry).

Date/Time Displays the date and time that the entry is received in the current worklist.

Priority For manual notifications, displays the priority that the sender
sets on the Send Notification page.

Additional Elements

When you filter the grid by transaction type, additional buttons that relate to the
worklist entry’s underlying object appear.

Note. These buttons are not shown if you view worklist entries for all transactions (by selecting All
Transactions in the Transaction drop-down list box). To perform actions (available with these buttons)
on worklist entries, specify the type of transaction before selecting any worklist entries.
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Reassign Selected

Complete Selected

Refresh

Accept Selected

See Also

Setting Up and Using Worklists

Click to reassign selected entries to another worklist that you select on the
Select Worklist page. Different versions of the Select Worklist page appear
depending on whether you select non-ERMS entries or ERMS entries.

Click to mark selected entries to complete and remove them from the
grid. It updates the status of corresponding transactions accordingly.

To view alist of completed entries, select the Show Only Completed
Items check box and perform search.

ERMS worklist entries cannot removed from the worklist unless the
status of the underlying email is closed.

Click to refresh the page. When viewing entries on group worklists, you must
refresh to see changes that are caused by other group members.

Click to assign selected ERM S worklist entries to yourself. Only email that
is currently unassigned can be accepted, so this button affects only entries
that are currently part of a group worklist, not an individual worklist. This
button appears only when the user is viewing the ERMS worklist.

When an ERM S worklist entry is accepted, both the worklist entry and the
underlying email are updated to reflect the assignment. The underlying email
retains a record of the group worklist from which the email is accepted.

Enterprise PeopleTools 8.45 PeopleBook: Workflow Technology

Reassigning Worklist Entries

This section lists common elements and discusses how to:

* Reassign worklist entries.

» Reassign ERM S-specific worklist entries.

Common Elements Used in this Section

Assign to Group Worklist

Comment

Reason

PeopleSoft Proprietary and Confidential

Select to reassign the worklist entry to a group, and then select the
group to which you are reassigning the entry.

Enter a comment that provides information about the reassignment. The
comment appears in the routing history in the Inbound Email component. A
comment is required if the reassignment reason code is othe.

When reassigning ERM S worklist entries, select one of the following
reassignment reasons: Accepted, Encoding Issue, Escalated, Misrouted,
Other, Oversized Email, Ownership Overridden, Reassigned, Requeued
to Group, Routed by Routing Engine, or Routing Bypassed.

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook,
“Managing Email,” Email Assignment and Routing.
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Reassign Click to complete the reassignment. The system removes the entry from the
current worklist, adds it to the target worklist, and returns to the Worklist page.

A user who is viewing the target worklist at the time of reassignment may need
to refresh the Worklist page before the newly added entry appears.

Pages Used to Reassign Worklist Entries

Page Name Object Name Navigation Usage
Reassign Worklist Item, RB_WF_WL_REASSIGN, Select at |east one Reassign non-ERM S
Reassign Task Work List RB_TSK_WL_REASSIGN non-ERM Sworklist entry on | worklist entriesto a personal
ltem - the Worklist page. Click the | or group worklist. Task

Reassign Selected button. worklist entriescan only
be reassigned to personal
worklists.

Inbound Email Reassign RB_EM_IB_RAS SEC » Selectat leastoneERMS | Reassign selected ERM S
worklist entry onthe worklist entries, or reassign
Worklist page and click the | an email to agroup worklist
Reassign Selected button. | or member or agroup
* Click Reassign onthe worklist.
toolbar from the email
workspace.
Reassigning Worklist Entries
Access the Reassign Worklist Item page.
Reassign Worlklist Item
C Assign to Person Work listPepper,Ed 2L
. Assign to Group Work list | ;I
Comment
Resssign Cancel
Reassign Worklist Item page
Reassign Task Work list Item
¥ Assign to Person Tasks Albright,Fred Q
Comment
Feassign Cancel

Reassign Task Work List Item page

Assign to Person Work list  Select to reassign the worklist entry to an individual by entering the name
of the person to whom you are reassigning the entry.

The system displays a confirmation message when the
reassignment is completed.
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Assign to Group Work list  Select to reassign the selected worklist entry to a group worklist. The system
displays a confirmation message when the reassignment is completed.

This field doesn’'t apply to task worklist items.

Reassigning ERMS-Specific Worklist Entries

Access the Inbound Email Reassign page.

Inbound Email Reassign Page
Reassign to Selected Worklist
Select | Score | Group Worklist Mame Individual {optionall
I 95,00 Cormputertarklist
™ 93.00 NonComputerOrder |
- 93.00 ComputerCrder
- 091,00 Computerwaorklist
r
Reassignment Details
*Reasunl ;I
Comments ﬂ
[

Inbound Email Reassign page

If you reassign an email from the email workspace, the same reassignment page appears,
and the name of the page is changed to Select Worklist.

Reassign to Selected Worklist

You can select from suggested group worklists on this page if Verity or the natural language
processing system that you have installed successfully returns scores for best matching
group worklists after performing the content analysis.

Select Select the group worklist or individual to route the worklist entry to.

Score Displays the content analysis score that is returned. It represents
how closely the email matched the content analysis criteria that the
organization defines for the worklist. This information can help a user
determine the most suitable worklist for the email.

Group Worklist Name Select the worklist to which you want to send the ERM S worklist entry. You
can specify another group worklist that is not listed in the grid in the blank row.

Individual (optional) Select to reassign the entry to a member of the selected group
worklist. You must select a group worklist before you choose an
individual from this drop-down list box.

PeopleSoft Proprietary and Confidential 35



Setting Up and Using Worklists Chapter 3

Reassignment Details

Reason Select a routing reason. Use the following values for manual rerouting:
Escalated, Misrouted, Overridden Reassigned, or Other. Other val ues that
are used during automatic rerouting are also available. These values are
Accepted, Bypassed, Encoding, Oversized, Requeued, and Routed.

Comments Enter a comment that provides information about the reassignment.
This is required if the routing reason is Other.
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Defining General Settings for Correspondence

This chapter provides an overview of correspondence settings and discusses how to:
» Define user settings.

* Redirect links.

 Create action request codes.

Note. This chapter does not describe how to define correspondence templates, nor does it
describe how to define automated workflow notifications.

Understanding Correspondence Settings
This section discusses:
 Settings by correspondence type.
* Default From addresses.
» Configure additional user settings.
* Link redirection.
» Action requests.

Settings by Correspondence Type

Manual notifications, correspondence requests, and automated notifications that are sent by
workflow actions each require their own specific setup. Some configuration options apply
to just one mechanism, other options apply to several.

The following table lists the pages that are used when setting up manual notifications and explains
where else those setup options are used. For topics that are not covered in this chapter, the
table provides a cross reference to the appropriate chapter.

Note. If you use the email response management system (ERMS) of PeopleSoft Multichannel
Communications, the setup that you do for manual notifications also applies to email responses. Additional
ERM S-specific setup steps are documented in the PeopleSoft Multichannel Communications PeopleBook.
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(native).

Correspondence Automated
Setup Option Manual Notification Request Notification

Reply to Group Worklist Optional if you use Not applicable. Not applicable.

setting (Agent Setup ERMS, otherwise not

page). applicable.

Approval processing Optional. Not applicable. Not applicable.

(Agent Setup page).

Reply To Addresses Optional. Not applicable. Not applicable.

(Agent Setup page).

Link redirection (URL Optional. Not applicable. Optional.

Setup page).

Action requests (Action Optional; used only for Not applicable. Not applicable.

Requests page). worklist notifications.

Correspondencetemplates | Optional. Required. Required.

and their processing Correspondence templates

(various pages). are used for sending email
notifications using CRM
workflow (for example,
through AAF), except
when they are sent from
business projects.

Workflow email templates | Not applicable. Not applicable. Required only for email

notificationsthat are sent
from business projects.

Workflow email templates
do not apply to worklist
notifications.

Note. The term correspondence templates refers to the templates that are used for manual notifications
and correspondence requests. The term workflow email templates (native) refers to the templates
that are used by business projects to deliver email notifications.

See Also

Chapter 10, “Setting Up PeopleSoft CRM Workflow,” page 181

Chapter 6, “Setting Up Correspondence Templates ,” page 63
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Default From Addresses

Users can send email from the CRM system using the Correspondence Request page, the Send Notification
page, and, for ERM S users, the Outbound Email page. Every email that is sent from any of these places
has a From address; if the recipient replies to the email, the reply is sent to that address.

All email mechanisms get the default From address from user-specific settings on the
Agent Setup page. When user-specific default email addresses are not available, the default
sender addresses are derived from other places:

 For correspondence requests, a system-wide default comes from the Correspondence
Management Installation Setup page.

» For email replies, a mailbox-specific default comes from the Mailbox Definition page.

» For manual notifications that are not email replies, there is no secondary default value: the
sender address is blank if there is no user-specific default.

You can define up to three different default From addresses for each user:

* An external From address to use when sending email to customers.

* An internal From address to use when sending email to workers for whom PeopleSoft
HelpDesk cases are created.

» Aninternal HR From address to use when sending email to workers for whom PeopleSoft
HelpDesk for Human Resources cases are created.

When sending email from the context of a transaction, the system determines the appropriate
default From address based on the transaction. For example, when sending email from a help desk
case, the default From address is the agent’s internal From address.

When replying to an email directly (from the Email Workspace rather than from a transaction),
the system determines the appropriate default From address based on the mailbox type:
External, Internal, Interna HR, or Partner.

By setting an outbound email’s From address, you control the handling of any reply that the recipient might
send. If you use ERMS, thisis an easy way to optimize handling for replies that do not include a context tag
and therefore cannot follow the normal thread-based routing rules. Use of the appropriate From address directs
those replies to mailboxes that are fine-tuned to process specific types of inbound email. Thisfunctionality is
particularly useful if you publicize general purpose email addresses such as support@yourcompany.com, but
you also maintain mailboxes with more specific purposes—perhaps mailboxes for different product lines.

For example, if a customer sends an email to support@yourcompany.com, but the reply that you send
is from printer_support@yourcompany.com, then a follow-up email (without a context tag) will go to
your printer support mailbox, which is optimized for routing printer-related emails.

If you use your own products internally, an agent who supports those products can respond
to customer from product_support@yourcompany.com, while responding to worker’s
guestions from product_hel pdesk @yourcompany.com.

Configuring Additional User Settings

This section discusses additional user-specific options that you can configure.
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Approval Processing

If you designate an approver for a specific user, any correspondence that the user sends gets routed to the
approver, who can either approve or reject the reply. Use this option to ensure the quality and consistency
of your customer communications and to monitor the development of your workforce.

This setting applies to manual notifications and, if you license PeopleSoft Multichannel
Communications, to email replies.

Default ERMS Worklists

If you use ERMS, you can define which ERM'S worklist is used for responses to the user’s ad hoc
email (ad hoc refers to manual notifications that are not replies to inbound email.)

If you use the ERM S system, all email sent from the CRM system includes an identifier known as a context
tag . If the recipient replies to an email (and the reply includes the context tag, and the reply is sent to a
mailbox that ERM S monitors), then the system uses the context tag to establish the thread association
between the inbound and outbound email and to route the new inbound email appropriately.

If the new inbound email is part of athread that includes other inbound email, then the ERM S system routes
the new email to the same worklist where the previous inbound email was handled. But if the new inbound
email is aresponse to an ad hoc notification, the system uses the context tag to identify the user who sent the
original ad hoc email and then routes the reply to that user’s Reply To group worklist, if available. If auser
does not have a default group worklist, the reply goes to the default worklist for the mailbox where it was sent.

Consult the Multichannel Communications documentation for more information on
email threading and routing processes.

See Also

Chapter 7, “Sending Manual Notifications,” page 99

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Managing
Email,” Reviewing Thread Information

Link Redirection

Both ad hoc notifications and automated notifications that are sent by the Active Analytics Framework
(AAF) have the option to include a URL (uniform resource locator) in the body of the message. The
URL gives the recipient easy access to the transaction where the email originated. If the notification
is sent by email, the URL appears at the end of the text message you enter.

Note. Link redirection does not apply to worklist notification.

To configure a notification to include a URL:

* In an ad hoc notification, select the Attach URL to Email Recipients check box.
» In aworkflow configuration in AAF, select the Send URL check box.
Redirecting to a Different Server

URLSs for PeopleSoft pages are made up of two parts:

» The URI (uniform resource identifier) is the subset of the URL that points to the location of the
resource, but does not include any parameters passed to that resource.
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» The query string includes the parameters (such as the page name and values for the
transaction’s key fields) that are specific to the transaction.

For example, consider the following URL:

http://sonmeserver/ psp/ C1B89004/ EMPLOYEE/ CRM c/ CALLCENTER. RC_CASE_SEARCH. GBL?DI SP_=
TMPL_I D=RC_SUPPORT

The URI portion of this URL is:
http://sonmeserver/ psp/ C1B89004

You can configure the system to embed different URIs in the URL depending on whether the recipient isinternal
or external. This enablesyou to send your customersto pages outside your firewall. All workers, regardless of
whether they are your CRM users or employees that are being served by your help desk, are considered internal.

Redirecting to a Different Component

You can also redirect links from one component to another. Thisis useful when the underlying data
can be viewed in more than one page, and you want to ensure that recipients are directed to the correct
page. For example, cases can be viewed in either agent-facing or self-service pages. In this situation,
the link is redirected based on the user ID. A customer who follows the link will see the self-service
page, while internal users who follow the link will see the agent-facing page.

To implement this functionality, you can make the URL point to a hidden component with component
pre-build PeopleCode that redirects the user to the appropriate page.

PeopleSoft delivers the RC_CASE_MAP component to perform this processing for all types of cases.
RC_CASE_MAP redirects users to the appropriate case component depending on the person’s user
profile. Users with security access to the standard component are transferred there; users without
that access are transferred to the self-service component. Users never see the RC_CASE_MAP
component; they are always redirected to another component before it appears.

PeopleSoft also delivers system data so that all case components are configured to send links to the
RC_CASE_MAP component instead of to the actual component where the notification originates.

PeopleSoft also delivers system data for configuring links from the Lead component. In this case, however,
the link configuration exists not to provide conditional logic, but to provide the necessary menu information
to the PeopleSoft A pplication Engine process that sends |ead-related notifications in PeopleSoft Sales. The
process is not otherwise able to determine the menu variable for the URL in the notification it sends.

The following table describes the system data that PeopleSoft delivers for configuring links. The market
for the target component is always the same as the market for the source component.

Source Component Target Menu and Component
Cases: RC_CASE (global market) CALLCENTER, RC_CASE_MAP
Leads: RSF_LEAD_ENTRY (global market) RSF_LEADS, RSF_LEAD_ENTRY

Action Requests

Action requests are optional attributes of manual notifications that are sent to worklists. They
are not used for any type of email correspondence.
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Action regquests describe an action that the recipient is expected to take in response to the notification.
When sending an ad hoc notification, a sender can select an action request from alist of values established
by your organization. The selected value is visible both in the recipient’s worklist and in the Outbound
Email page, which the recipient accesses to view the full details of the message.

There is no associated processing; the action request is informational only.

Specifying User Settings

42

This section discusses how to define user settings.

Page Used to Define User Settings

Page Name Object Name Navigation Usage
Agent Setup RB_ERMS PER_GRPWLS Set Up CRM, Common Defineuser-level settings
Definitions, Correspondence, | such asthe default
Agent Setup From addressesfor
correspondencethat an
agent sends.

Defining User Settings
Access the Agent Setup page.

Agent Setup

Agent Details Customize | Find | Wiew all | | Firzt 1af1 Last
Reply To Address

_Naﬂ Reply To Group Worklist Approving Person

Marx,5tu Manager Q\ Q Q. El

Agent Setup page: Process Settings tab

Agent Setup

Agent Details Custornize | Find | Yiew all | i First 1ofl Lazt
Process Settings \

MName External Reply Address Internal Reply Address Internal HR. Reply Address

Marx,5tu Manager Q Q q Q El

Agent Setup page: Reply To Address tab

Name Enter the names (not the user IDs) of workers who send outbound email,
either ad hoc email or email replies (if you use ERMYS).

Process Settings

Reply To Group Worklist Select the group worklist to which replies to this user’s ad hoc email will be
routed if you use ERMS. If you do not use ERMS, thisfield is not relevant.
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Approving Person

Reply To Address

Defining General Settings for Correspondence

Enter the name of the worker who must approve al outbound
correspondence (email, print, and worklist channels) that is sent by the
person you are setting up. If you leave this field blank, no approvals
are necessary. Otherwise, correspondence that the user sends are
automatically routed to the approver’s worklist.

These fields apply to ad hoc notifications and ERM S outbound email. These fields do not
apply to email sent through a correspondence request.

External Reply Address

Internal Reply Address

Internal HR Reply Address
(Internal Human Resources
Reply Address)

Enter the default From address to be used when this agent sends
email to external customers.

Enter the default From address to be used when this agent sends
ad hoc email from a help desk case or replies to an email that was
originally sent to an internal mailbox.

Thisfield is visible only if you license PeopleSoft HelpDesk.

Enter the default From address to be used when this agent sends ad hoc
email from a human resources help desk case or replies to an email that
was originally sent to an internal HR mailbox.

Redirecting Links

To redirect links, use the Workflow URL component.

This section discuses how to redirect links.

Page Used to Redirect Links

Page Name Object Name Navigation Usage
URL Setup RB_WF_URL_SETUP Set Up CRM, Common Configurelinksfor internal
Definitions, Workflow, and external routing.
Workflow URL, URL Setup

Redirecting Links
Access the URL Setup page.
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URL Setup

Internal URI

External URI

Component Details Find | Miew 1 First 1-2 of 2 Last
[#][=]
*Component Mame |RC_CASE Q Base Market |GBL O
*Menu Name |CALLCENTER Q Market GBL O
*Component ID - To |[RC_CASE_MAP Q

[+][=]
*Component Mame RSF_LEAD_ENTRY Q Base Market Q,
*Menu Mame RSF_LEADS ') Market Q
*Component ID - To |[REF_LEAD_ENTRY Q
URL Setup page
Redirecting Links to a Different Server
Internal URI Enter a URI to be used in links sent to internal recipients. The URI

would typically be for a location within your firewall.

Provider groups and sales teams are always considered to be
internal. Workers are considered internal if the Contact Flag field
on the Worker page is set to Internal.

External URI Enter a URI to be used in links sent to external recipients. The URI
would typically be for a location outside your firewall.

Contacts, consumers, and email addresses in the format
address@service.domain are always considered external. Workers
are considered external if the Contact Flag field on the Worker
page is set to External.

Redirecting Links to a Different Page

Use the fields in the Component Details group box to make notification URLS point to a
component other than the one where the notification originated.

The following field definitions include information about how to set up notifications sent
from cases so that the URL points to a hidden component that appropriately redirects the
user to the agent-facing or self-service component.

Component Name and Enter the object name of the component from which notifications
Base M arket are sent, and select the component’s market.
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M enu Name, Component
ID - Toand Market

Defining General Settings for Correspondence

Enter the menu, target component and market of the target component
that isto be referenced by links in notifications that are sent from
the source component you selected. The markets you select for the
source and target components should be identical.

Creating Action Request Codes

To create action request codes, use the Action Requests component.

This section discusses how to define action request codes.

Page Used to Define Action Request Codes

Page Name

Object Name Navigation Usage

Action Requests

RB_ACT_RQST Set Up CRM, Common Create action request codes.

Definitions, Workflow,
Action Requests, Action

Requests
Defining Action Request Codes
Access the Action Requests page.
Action Requests
Customize | Find | Wiew &l | E First 1-4 of 4 Last
Call Back
Fr1

mMeed Information

manager Approval

Q2 aaQ
[ [ [ [+
[ [0 [0 [

Action Requests page

In each row, enter the action request text. This is the text that notification senders and
recipients see in the notification form.

Although setting up action request codes is optional, users may find it strange if there are no valuesin
the Worklist Action Request drop-down list box on the Send Notification page.
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Defining Settings for Template-Based
Correspondence

This chapter provides an overview of general settings for template-based correspondence and discusses how to:

Define system settings for template-based correspondence.
Define merge scripts.
Define merge servers and printers.

Understanding General Settings for Template-
Based Correspondence

This section discusses:

System-wide settings
Merge processes

System-Wide Settings
The following system-wide options apply to al template-based correspondence:

Terms start and end tags.
These tags are the characters that surround a term name within a correspondence template.
Attachment server information.

There are many types of files that the system stores on your attachments server, such as templates, templates
that users have personalized, and final merged correspondence. Access to files on the attachments server

is managed through URL s that you create during the PeopleSoft 8.9 CRM install process. When you set

up correspondence processing, be sure to enter information about the URL s that you created.

There are additional environment settings as well. These settings are described in the documentation
for the Correspondence Management Installation Setup page.

The following system-wide options apply only to correspondence requests:

PDF settings.

Correspondence that’'s based on either .dot or .txt files can be converted to PDF format before it is sent.
Choose whether to perform this conversion, and indicate whether users can override the system setting for
specific template packages. (End users can never override this when generating correspondence).

Maximum file size for external templates (.dot and .txt template files).
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Maximum file size applies only to files uploaded as part of a template definition, not to files
uploaded when a user is personalizing correspondence.

» Maximum number of template packages than can be used in a single correspondence request.
» Correspondence personalization options.

These options affect the amount and type of training your end users require. In particular,
if you permit end users to modify templates, be sure users are thoroughly trained in this
area. Set options that control whether end users can:

- Modify templates before merging.
- Preview merged correspondence.
- Modify merged correspondence.

- Modify the default recipient list that the system builds based on the transaction
from which the correspondence is being sent.

* Notification options.

The system sends correspondence requests to a Process Scheduler server where the merge and delivery
processes run. To save users from having to track their correspondence through Process Monitor,
configure the system to send notifications to the sender’s worklist. Choose whether to send notifications
only when a process fails, only when a process is completed successfully, always, or never. There

are separate notification settings for the merge process and delivery processes.

Merge Processes

When users submit template-based correspondence, the system schedules various jobs to run the PeopleSoft
Application Engine processes that extract data from the PeopleSoft system, resolve the terms in the
correspondence to generate the final merged correspondence, and deliver the final correspondence.

To perform various aspects of merge processing, PeopleSoft uses scripts written using Microsoft

Visual Basic Scripting language and Microsoft Windows Scripting Host.

This section discusses the scripts and jobs that perform correspondence-related processes, then
discusses the configuration of your Process Scheduler servers.

Merge Scripts

PeopleSoft uses external scripts to perform certain processing that is external to the PeopleSoft system.
For example, these scrips are needed to create Microsoft Word documents and to convert them to PDF
documents. The scripts are stored in the PeopleSoft system, and must be installed during PeopleSoft
CRM installation on the Process Scheduler servers where they will run.

Scripts are bundled into script packages to facilitate the installation process. PeopleSoft delivers
one package, Peoplesoft CM_890 , which includes the following scripts:

File Name Description

instalation_tester.js Verifiesthat all necessary third-party software has been
installed on the server.

PSFT_WORD_ENGINE.wsf Invokesthe other scriptsas necessary. The master
controller for all of the other scripts.
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File Name Description

PSFT_UTILITY.vbs Contains various functions for data extractions and
merging.

PSFT_XML.vbs Extracts term datafrom PeopleSoft CRM.

PSFT_WORD.vbs Performsall Microsoft Word processing, including
merging for .dot templatesfiles and printing the resulting
.docfiles.

PSFT_ADOBE_PDF.vbs Performsall Adobe Acrobat processing, including
converting merged correspondence into PDF filesand
printing the PDFfiles.

You do not normally need to make any changes to these scripts or to the package that PeopleSoft delivers.
Any changes are considered customizations. If you need to make these customizations, do not modify the
delivered scripts. Instead, use the Define Window Script page to register your script as a new version of the

delivered script, then use the Define Window Script Release Package to create a new script package definition

that references the new script version. Once you define the script package, you can install your scripts as
described in the Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications.

Note. Script versions that start with the number O and script packages that contain the word PeopleSoft
are considered to be owned by PeopleSoft and cannot be modified. When creating new scripts or script
packages, avoid these reserved characters; otherwise you will not be able to edit your own data.

Jobs and Processes

PeopleSoft uses several jobs to run correspondence-related PeopleSoft Application Engine processes.
The processes, in turn, call the external scripts to perform certain processes.

The following table lists the correspondence management jobs:

Job Name Processes Actions Performed
Data Extraction (EXTRDATA) RBC_GENDATA Dataextraction.
Merge (MERGEDOC) RBC_MERGEDOC Docum(_ent merging and PDF
conversion.
Email Delivery (DELVUNIX) RBC_DELIVER Delivery of email correspondence.
Print Delivery (DELV_NT) RBC_DELIVER Delivery of print correspondence.

Important! Do not change the names of these jobs.
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The Data Extraction job and Email Delivery job can run on any process scheduler server and under any
operating system. The Merge job and Print Delivery job can run only on Windows NT servers.

The Process Scheduler servers that run the Merge and Print Delivery jobs must have the
appropriate third-party software and PeopleSoft scripts installed. The configuration of these
servers is discussed in your installation documentation.

Use standard PeopleSoft Process Scheduler functionality to set up servers, to associate these jobs with the
servers, and to implement load balancing. In addition, serversthat will run either the Merge or Print Delivery
job must be registered in the Define Merge Server component in PeopleSoft CRM. Failure to register Process
Scheduler servers that run the Merge or Print Delivery job causes errors during correspondence processing.

When you register a server, you:

» Define paths for correspondence-specific processing.
* Verify that the appropriate scripts have been installed to the servers.
* Define printers that can be accessed from the server (if any).

Associating printers with server definitions creates a list of printers that are available for selection in the
Correspondence Request page. The user’s printer selection then determines where the delivery process

runs. To support printing in geographically dispersed locations, it is usually most efficient to define Process
Scheduler serversthat run the Print Delivery job in each location and to associate the printers with the nearest
Process Scheduler server. You can set up servers that are used only for the printing process.

Note. The user’s printer selection and the association between the printer and the Process
Scheduler server controls where the Print Delivery job runs. Therefore, do not explicitly assign
the Print Delivery job to a specific Process Scheduler server.

PeopleSoft delivers a server definition MERGE_NT that you can use asamodel. (To useit for production,
first install the necessary scripts and third-party software.) After defining servers, be sure to associate the
servers with the appropriate jobs using standard PeopleSoft Process Scheduler features.

See Also
Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications
Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Process Schedule

Defining System Settings for Template-Based
Correspondence
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To define system settings for template-based correspondence, use the Install Options component.

This section lists prerequisites and discusses how to define system settings for template-based correspondence.
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Prerequisites

Set up URLSs for template files, personalize templates, recipient XML recipient documents, and
attachments. I1t’s up to you whether to place all types of files in one folder or spread them across
multiple folders in one or more computers. However, once your system is in production, modifying
the URLs (and thus changing the locations of the files) requires caution: you must move al files
from the old location to the new location when you change the URL.

Setting up URLs is documented in the installation instructions for PeopleSoft 8.9 CRM.
See Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications

Page Used to Define System Settings for Template-
Based Correspondence

Page Name Object Name Navigation Usage
Correspondence RBC_CM_SYSDEFN Set up CRM, Common Define system-wide settings
Management Installation Definitions, Correspondence, | for al template-based
Setu Install Options, communications and any

p s ;
Correspondence additional settingsthat are
Management I nstallation specific to correspondence
Setup requests.

Defining the Settings
Access the Correspondence Management Installation Setup page.

Correspondence Management Installation Setup

Term Attributes
*Term Start Tag |{{ *Term End Tag [}}

Document Properties

*PDF DptiunleDn\-‘El"t to POF Forrmat ;I

r Owverriding the PDF Option at the Template Package level is allowed
Maximum File Size (in KB} 1000000

Correspondence Request
Maximum Number of Packages| 10 Generate Preview for| 2
3 Show Download Button
it Allow Preview

it Allow Agent to Modify
9 Edit Recipients

Motifications

*Merge Nutificatiunl.ﬂlwa\,rs ;|

*Delivery Status NutificatinnlNever =

Correspondence Management Installation Setup page (1 of 2)
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Environment Settings

*Template Files URL \RBE_CORRMGT
*Personalized Templates URL |RBE_CORRMGT
*Recipient XML URL RBE_CORRMGT

*Recipient Document URL RBE_CORRMGT

L Lo L L L

Attachment URL RBE_CORRMGT
Refresh Time (in Seconds) 5
Temp Directory [/tmp

*Sender's Email Address |[Customer_Support@derno.com

Date Created 05/26/2002 S:49PM PDT CWP1
Last Modified 03/11/2003 10:55AM PST SALURI
El save

Correspondence Management Installation Setup page (2 of 2)
Term Attributes

Term Start Tag and Term Enter the characters to be used to demark terms within a template.

End Tag Choose characters that will not appear in your templates except as term
markers. The default characters are double curly brackets: {{ marks
the start of aterm, and }} marks the end of the term.

Important! PeopleSoft recommends that you do not change the default start
and end tags. All of the delivered templates, including order confirmations,
use double curly brackets, and if you change the system setting, you need

to manually modify those templates. Also, different operating systems
interpret various special characters (such as an asterisk) differently, so any
change to the default tags will require thorough testing.

Document Properties

PDF Options Select a system-level setting to determine whether correspondence that is based
on external files (Microsoft Word .dot template files, or .txt files created with
any text editor) is stored and delivered in their native formats (Microsoft Word
or plain text) or as a non-editable PDF file. Delivering files as PDFs prevents
recipients from modifying what you send them. Storing files as PDFs prevents
your CRM users from accessing a modifiable version of correspondence that
you have sent. Select either Convert to PDF Format or Do Not Convert to PDF.

Overriding the PDF Option Select to permit users to set PDF options for individual template packages.
at the Template Package The PDF option you select on this page is still used as the default
level is allowed for all new template packages, but users can override it. If you clear

this check box, the PDF option you set on this page always applies;

the system ignores any package-level PDF options.
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Maximum File Size (in KB)

Defining Settings for Template-Based Correspondence

Enter the maximum size in kilobytes for external template files that
are uploaded to template definitions. This limit does not apply to files
that end users upload when adding attachments to correspondence

or personalizing correspondence.

Correspondence Request

The page elements in this group box apply only to correspondence that users send from the Send
Correspondence page, not from the Send Notification or Outbound Email page.

Maximum Number of
Packages

Generate Preview for

Show Download Button and
Allow Agent to Modify

PeopleSoft Proprietary and Confidential

Enter the maximum number of template packages that can be included
in a single correspondence request.

If you select the Allow Preview check box, enter the number of recipients to
be included in the preview-mode template merge. Because document merging
iS processing-intensive, previewing correspondence for a large number of
recipients (such as you might have in PeopleSoft Marketing) is not efficient.
Limiting the number of recipients for whom you generate a preview enables
you to give users preview capabilities that do not require a full merge process.

Most of the components from which you request correspondence identify
only one or two recipients. For these components, a setting of 2 or greater
ensures that the system generates previews for all recipients. However,
requests that originate in PeopleSoft Marketing can have many more than
two recipients. Marketing-related correspondence is therefore the only
type of correspondence that it is necessary to limit. Increasing the limit
can result in substantial delays for the preview process.

Note. Users can personalize correspondence for individual recipients only
when the recipient isincluded in the preview merge. When the same
personalization applies to all recipients, it is more efficient to personalize
the template rather than the merged documents.

These check boxes work together to control personalization options:

* |f both check boxes are selected, users can access all personalization options
on the Correspondence Request - Personalize Templates page and the
Correspondence Request - Correspondence Summary page. They can
drill into documents, download and replace external files, and modify
internal text templates or the documents based on them.

* |f Show Download Button is selected, but Allow Agent to Modify is clear,
users have access to limited options. They can drill into external and
internal text files, and they can download external files. They cannot,
however, modify internal text files or replace externa files.

* |f Show Download Button is clear, then the Allow Agent to Modify
setting isirrelevant. In this situation, users cannot drill into or modify
either internal or external documents. Because the Correspondence
Request - Personalize Templates page is not operational without these
capabilities, this configuration also hides the Personalize Templateshbutton
on the Correspondence Request page. The Correspondence Request
- Correspondence Summary page remains available as long as the
Allow Preview check box is selected.
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Allow Preview

Edit Recipients

Notifications

Merge Notification and
Delivery Status Notification

Environment Settings

Note. If you change these settings, the changes apply only to new
correspondence requests; previously created requests retain the personalization
options that were in effect when they were created.

Select to enable the Previewbutton on the Correspondence Request
page. Clicking this button initiates the merge process without
sending the merged documents, thus enabling the user to examine the
correspondence in its final form before sending it.

The Show Download Button and Allow Agent to Modify check
boxes control the user’s options on the Correspondence Request
- Correspondence Summary page.

Select to enable the Edit Recipients link on the Correspondence Request
page. Users click this link to access a recipient list that the originating
component creates and to indicate which of the recipients to include in the
correspondence. Users cannot add new recipients from the list; they can
only select which of the aready listed recipients to include.

The setting on this page is a default; the PeopleCode that transfers a
user from a transaction to the correspondence request can override
this default. For example, when accessing the correspondence request
from the List page in PeopleSoft Marketing, the system hides the Edit
Recipients link regardless of the system default.

Select one of the following options to control when the system sends
notifications related to the merge and delivery processes: Always, Never,
On Failure Only, or On Success Only. The same options are available
for merge notifications and for delivery notifications.

The merge process runs when a user requests a preview, or when a

user submits a request that was not previously previewed. The delivery
process runs only after a user submits the correspondence request. The
notifications for the merge and delivery processes let the user know the
process outcome. For previews, the notification also aerts the user that the
preview (which can take a while to create) is ready for viewing.

The notifications go to the user’s worklist. When the Worklist page shows all
transaction types, these notifications appear with atype of CM (correspondence
management). To filter the worklist to display only correspondence-rel ated
notifications, select Corresp Mgmt Worklist (correspondence management
worklist) in the Transaction field on the Worklist page.

The background process that merges and delivers correspondence uses the page elements in this
group box. The URLs that you identify here control the locations of various types of files. These
URLSs must be set up ahead of time as described in the install instructions.

Important! If you change a URL after files have been uploaded, be sure to move
the physical files to the new location.
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Template Files URL Select the URL that controls the file location for external template
files (Microsoft Word .dot files and .txt files) that are uploaded
as part of atemplate definition.

Personalized Templates Select the URL that controls the file location for template files that

URL are personalized for a specific correspondence request. Users upload
these files by clicking the Replace button on the Correspondence
Request - Personalize Template page.

Recipient XML URL Select the URL that controls the file location for XML files that the data
extraction process creates. These files contain the data to be merged into the
templates. Separating these files from other correspondence files makes
it easier for an administrator to periodically purge the files.

Recipient Document URL Select the URL that controls the file location for final merged (and perhaps
personalized) correspondence that is delivered to recipients.

Attachment URL Select the URL that controls the file location for static attachments
that are included in correspondence packages.

Refresh Time (in Seconds)  Enter the minimum interval for refreshing the preview page of the
correspondence. Users can click the Refresh button on that page more
frequently, but the refresh command will not be executed unless the specified
interval has passed since the last refresh. This setting helps you avoid
performance degradation when users press the Refresh button continuously.

Temp Directory Enter the path to the application server temporary directory to be
used for parsing terms in .txt template files when they are uploaded.
The directory you enter is used only if a temporary directory is not
already defined for the application server.

Be sure to format the path according to the operating system on your
application servers. For example, you might enter /tmp if you use
UNIX, or c:\temp if you use Windows NT.

SendersEmail Address Enter the default sender email address for correspondence requests
sent by email. This default is used only if the person who created
the correspondence request does not have user-level default From
addresses defined on the Agent Setup page.

This default is used only on the Correspondence Request page,
not on the Send Notification page.

See Also

Chapter 4, “Defining General Settings for Correspondence,” Specifying User Settings, page 42

Defining Merge Scripts
This section discusses how to:

» Define merge scripts
» Define script packages
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Note. PeopleSoft delivers all necessary merge scripts and a script package called Peoplesoft CM_890 . As
long as you use this delivered package, you never need to use the pages discussed in this section except to
install the scripts as described in Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications.

Pages Used to Define Merge Scripts

Page Name Object Name Navigation Usage
Window Script RBC_VB Set Up CRM, Common Upload the scriptsthat
Definitions, Correspondence, | perform merge processing.

Window Script, Window
Script

Script Rel ease Package RBC_RELEASE_PAGE Set Up CRM, Common
Definitions, Correspondence,
Script Rel ease Package,

Script Release Package

Defineascript package by
identifying thefilesin the
package.

Setting Up Merge Scripts
Access the Window Script page.

Window Script

File ID PSFT_ADCBE_PDF

File Type “YBScript

Description |The script provides the function library that defines all PDF operation ;I

related functions.

File Detail

¥ersion Q000000001

Attached File pPSFT_ADOBE_PDF.vhs

Find | “Wiew All First

[~

1ofl Last

[+ [=]

Upload

Description |[This release defines two functionality:
1, CanvertToPDF

-
It uses Microsoft Word Object to open T«T format or DOC format files

and print them to the Acrobat Distiller.

2 DwimtCinrmnant

Wiew Code
Date Created 05/22/2002 1:44PM PDT PRPLZOFT
Last Modified 11/11/2002 3:03PM PST PPLSOFT

=

Window Script page

File 1D

Displays the user-defined identifier (not the file name) of the script.
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File Type

File Details

Version

Attached File
Upload File

View Script Code

Defining Settings for Template-Based Correspondence

Displays the type of script. The delivered scripts have the type VBScript
(Visual Basic script), Javascript, or Script.

Note. This page also shows the Microsoft Word .dot templ ates that Peopl eSoft
delivers. These templates have a type of Template File. The templates are
registered in this page to support the installation process (a PeopleSoft
Application Engine process that downloads the templates to your template
server). However, these template files are not included in script packages.

All scripts that PeopleSoft delivers are registered with the initial version as
000000001. Every subsequent version will have the number increased by

1. All version numbers with trailing zeroes are reserved for PeopleSoft.

If you upload a custom script to be used instead of one of the delivered
scripts, give it anew version number. Use of the number O to start the version
number is reserved for PeopleSoft; you cannot edit data for any scripts with
aversion number that starts with 0 even if you created the version.

Script packages reference specific scripts by version number.
Displays the name of the associated script file.

This button appears only when you create a new version of afile. Click the
button to upload the script file. The system prompts you to locate the file,
and then uploads the attachment to your attachment server.

Click to view the text of the script in a new browser window.

Defining Script Packages
Access the Script Release Package page.

Script Release Package

Release Package Peoplesoft_CM_G90 Release Date 04/09/2004
Description |Used for the CRM 890 release package. ;l
=
Script Files
*File Identifier *Wersion Last Modified By Date Modified

T;j INSTALLATIOM_TESTER oooooooool PPLZOFT 04/09/2004 4:04PM
E PEFT_ADOBE_FDF gooooooool PPLZOFT 04/09/2004 4:04PM
E PEFT_UTILITY oooooooool PPLZOFT 04/09/2004 4:04PM
E PSFT_ W ORD oooooooool PPLZOFT 04/09/2004 4:04PM
E PSFT_WwORD_ENGINE oooooooool PPLZOFT 04/09/2004 <4:04PM
E PSFT_XML oooooooool PPLSOFT 04/09/2004 <:04PM
Modified 04/09/2004 4:04PM PDT PPLEOFT

Script Release Package page
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Release Package

Release Date

Files Information

File Identifier

Version
Last Modified By

Date Modified

Displays the user-assigned identifier for the script package. This
isthe ID that you reference when you associate the script package
with a specific merge server.

PeopleSoft delivers the package Peoplesoft_ CM_890. If you define
additional script packages (to be used with custom scripts), giveit a
name that does not include the word PeopleSoft.

Enter the release date for the package. Thisisinformational only; it
does not affect the availability of the package.

To add a script to a package, enter the file ID that you defined
on the Define Window Script page.

Select the version of the script to use in this package.
Displays information about who last changed the file information.

Displays information when the change occurred.

Chapter 5

Defining Merge Servers and Printers

This section lists prerequisites and discusses how to:

58

*» Define settings for the merge server.

* Verify script installation on the server.

» Define printers for the merge server.

Prerequisites

Define the PeopleSoft Process Scheduler servers that you intend to use as merge servers, and configure
the server as described in the installation documentation for PeopleSoft 8.9 CRM.

For the Scheduler servers that run the Print Delivery process, set up the computer’s
Windows NT printer mappings and verify the ability to print from that computer. The
printers must be Windows printers (not line printers).

See Also

Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Process Scheduler

Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications
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Pages Used to Define Merge Servers and Printers

Page Name Object Name Navigation Usage
Server RBC_SERVER_PG Set Up CRM, Common Define merge settingsfor
Definitions, Correspondence, | the PeopleSoft Process
Merge Server, Server Scheduler server wherethe
merge process runs.
Merge Server Setup Monitor | RBC_SERVER_FILES Click the Go To Setup Verify that the necessary
Merge Server buttononthe | scriptshave beeninstalled to
Server page. the server.
Printers RBC_PRINTER_PG Set Up CRM, Common Associate printerswith a
Definitions, Correspondence, | Process Schedul er server
Merge Server, Printers so that users can print
correspondence.

Defining Settings for the Merge Server
To define settings for the merge server, use the Merge Server component.

Access the Server page.

KB Settings Languages Machines
server ID QAE_PCAS0ZS *Status | Active =l
*Geprver Node MLP_DEFAULT L *Seprver Usage I Production Environment ;I
* pAuthentication | Required =l *FTP Server MLP_FTF 3
URL
USEI' ID 3 Passwurd obkokkobok ok sk ok ok ke ok sk sk sk ke sk sk e s b o
Description ;I
=

Server Detail

Server Machine rPCasDzs Database Server PCAS0ZA

Yersion 2.,0,9.0 Datatbase panter

License Detail

Max. Machines 100

Knowlege Bases 100 Accumulated Requests

Requests per Year 100000 Span of Days 14

= Support system level APIs

Refresh Mewy Licenze Test Authentication

Modified 02/23/2004 9:50AM PST VP1

Expiration DateTime 04/01/2004 12:004M

Server page

Server Name
for use with correspondence processing.
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Setup Status

Release Package and
Release Date

Displaysastatusthat indicates whether the necessary scripts have been installed
to this server. Start indicates that the process has not yet started. Once you
start the process, possible values are Processing, Completed, and Incompl ete.

The status must be Completed before you can use this server to
run correspondence processes.

See Supplemental Installation Instructions for PeopleSoft 8.9
CRM Applications.

Select the release package containing the scripts that are used to perform
correspondence merges and PDF conversions. For PeopleSoft 8.9, the release
package is Peoplesoft_ CM_890 . The package's release date is displayed.

Network Drive & Folders Detail

When specifying folder information, make sure that all directory paths do, in fact,
exist on the Process Scheduler server.

Bin Folder

Temporary Folder

Transaction Folder

Cache Folder and Support
Template Caching

Enter afully qualified path to the folder where the system puts the scripts
in the selected release package. The default is c:\PeopleSoft_Merge.

Important! The path cannot have spaces,; use an underscore instead
of a space to visually separate words.

Enter afully qualified path to the folder where the scripts store
temporary files. The default is c:\temp. The temporary files are
purged when they are no longer needed.

Enter afully qualified path to the folder that holds the XML files that

carry data between the PeopleSoft Application Engine process that initiates
processing and the external scripts that perform the data extraction and merge
processes. Two files are created, transaction.xml and transaction_return.xml.
Both are purged when the work is complete.

The default folder is c:\PeopleSoft_Merge\Transaction.

If you activate template caching, the system retrieves the template definition
from its storage location only once per correspondence request, even if
there are multiple recipients. This action improves performance.

Enter a fully qualified path to the folder where the scripts store cached
files. The default is c:\PeopleSoft_Merge\Cache.

Runtime Error Language Support

The process of installing scripts and error message data to Process Scheduler servers uses the settings
in this group box to determine which error message data to export.

See Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications

M essage Set Number,
Message Number From,
and Message Number To

Because the data extraction, merge, and delivery scripts run externally
to the PeopleSoft environment, they would not normally have access
to the PeopleSoft message catalog. Identify a range of messages to be
made available to the scripts; these messages are loaded into an XML
file on the Process Scheduler server. The scripts then access the XML
file to present language-specific error messages.
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PeopleSoft has set aside messages 6400 through 6500 in message set
17384 for use by the delivered merge executables.

L anguage Code Select the languages to export. Message catalog entries use the

PeopleTool s-related language architecture, which enables you to maintain
multiple versions of a message in a single catalog entry. During installation,
when you install scripts and error message data to the Process Scheduler server,
the system installs error message data only for the languages you select here.

Additional Page Elements for Setting Up Servers

Go To Setup Merge Server  Click to access the Merge Server Setup Monitor page, where you can

review the scripts in the selected release package.

Verifying Script Installation on the Server
Access the Merge Server Setup Monitor page.

Document Merge Server

Merge Server Setup Monitor

Server Name MERGE_NT Setup Status Completed

System Files

Selected | Systermn Filenarne Status
v cWPeoplesoft_MergeBin\PSFT_ADOBE_PDF.NES Start
v cWPeoplesoft_MergerBinsPSFT_UTILITY WBS Start
v cWPeoplesoft_Merge’\BinhPSFT_WORD WBS Start
v cWPeoplesoft_MergerBinsPSFT_WORD_EMGIME . SF Start
W cWPeoplesoft_Merge'Bin\PSFT_XML.NES Start
W cWPeoplesoft_Merge'Bint\INSTALLATION_TESTER 1S Start

Runtime Errors

Selected |Language Code |Runtime Error ®ML Filename Status
v English cWPeoplesoft_Merge'BintPSFT_ERROR_ENG.xml  Start

Setup

Return to Define Merge Server

Merge Server Setup Monitor page

System Files Displays the installation status for each script that needs to be installed.

Select the scripts that you want to install. Normally, you select the
scripts with a status other than Completed.

RuntimeErrors Displays the installation status of the message catalog entries for each

language. Select the languages that you want to install. Normally, you
select the languages with a status other than Completed.
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Setup Click to install the selected scripts and message catalog data to the server.

Refresh Click to update the install status for the server and for each
of the setup files listed.

Defining Printers for the Merge Server

Access the Printers page.

Server \_
Server Name MERGE_MT Setup Status Completed
Printer Information Find | Yiew All First 1ofl Last
(=]
r Used as Default Printer
*Printer Server Mame |[PSH-FRINT-FO1 *Printer Share Name FZ336P
*Location [HP Printer HQ Bldg F, Port #3204
Description |HP Printer HQ Bldg F, near office 5754, Port#3204 ﬂ
Modified
Modified 11/22/2002 11:0348M PST CWP1
Printers page
Used as Default Printer Select to indicate that this printer is the default printer for all correspondence

printed by this merge server. Only one of the server’s printers can be the default.

Printer Server Name and Enter information about each printer that can be used by this server. The
Printer Share Name server name and printer share name are the names you see when mounting
a network printer from a Windows NT computer.

L ocation Enter a short description of the printer location. Users who submit requests for
printed correspondence will see this description when selecting a printer.

Long Description Enter along description of the printer or its location.
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Setting Up Correspondence Templates

This chapter provides overviews of correspondence templates and delivered template
objects, and discusses how to:

» Define terms, term groups, and subtemplates.
» Define templates.

Validate terms and templates.

Define template categories and types.

Define template packages.

Understanding Correspondence Templates
This section discusses:

» Template architecture.

* Runtime template handling.

» Terms, term groups, and subtemplates.
» Template categorization.

Template Architecture

The use of predefined templates facilitates the creation of standardized communication. Templates consist
of static content and terms. Terms represent data from the PeopleSoft system or general variables such

as the current user or the current date. When end users send template-based correspondence, the system
resolves the terms and merges the term data into the template to produce the final correspondence.

Template Packages and Package Usage

You make templates available to end users by bundling them in template packages. Packages
can contain both templates and nontemplate (static) documents. Optionally, you can designate
one template as the cover letter or email body.

Packages are associated with a specific language and with a usage. The usage determines the contexts
from which the package is available. Generally, the runtime context for correspondence is the
component from which the correspondence is sent. For example, from the Case component, you can
access either the Send Notification page or the Correspondence Request page. From either of those
pages, you can select packages with a usage that includes the Case component.
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If you license PeopleSoft Multichannel Communications and use its email response management
system (ERMS), you can aso send template-based email correspondence from the context of
inbound email. ERMS uses the email information, such as category, type, product group, product,
language, related transactions and solutions, that is available from the email workspace to return a
list of templates that are applicable to the email when sending response.

When associating a package with a usage that includes multiple components, be sure that the termsin the
package’s templates can be resolved from any of the components. For example, if you define a single usage
for sales, and you associate that usage with both the Lead component and the Opportunity component, then
the templates in a package with that usage need to be valid from both leads and opportunities.

PeopleSoft delivers several usages, including one called General Purpose, which is associated
with all correspondence-enabled components. Use the General Purpose usage for correspondence
that does not rely on any specific transactional context. For example, an introductory letter or

a thank you letter that does not reference transactional data.

Template Packages Used in AAF Email Notifications

PeopleSoft CRM leverages correspondence templates to generate contents for automatic email notifications (a
type of workflow action) that are sent via the Active Analytics Framework (AAF). When a correspondence
template packages is specified as a workflow template (an attribute on the page), it is used only by AAF to
send email notifications and is not applicable for users who want send a manual notification or correspondence
regquest from a CRM transaction. The primary difference between the workflow-specific correspondence
template packages and standard packages is that the former can contain terms that are resolved into data
coming from the component buffer. The type of implementation for this kind of termsis context variable.

Refer to the appendix chapter for alist of contextsthat are usedto resolvetermsfor AAF automatic notifications.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Contexts, page 471.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

Templates

Template packages contain one or more template definitions, which in turn reference individual
template files. Template files are marked for use with print correspondence, email correspondence,
or both. The print and email versions are normally different presentations of the same content,
although you can also vary the content as necessary.

Template definitions support the following configurations:
* One template that is used for both print and email.

» Two templates, one for each channel.

» One template that is specific to a single channdl.

There are three types of template files:

* Interna text templates.

You define the content for these templates within the PeopleSoft system. Internal text templates include
subject text and a body text area. The subject text is used only in email correspondence.

» External .txt files created with any text editor.
« External .dot files created with Microsoft Word.
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These are standard Microsoft Word template files. The .dot extension forces Microsoft Word to create a
new instance of the file each time the file is opened. Be sure that templates use the .dot file extension
instead of the .doc extension. The final merged documents are in .doc format.

Because Microsoft Word templates, unlike plain text templates, permit formatting, they are the best
choice for al print templates, and they are often the best choice for email attachments. Although
you can use text templates for printing, the resulting plain text output is not usually suitable for
correspondence. Text templates are most useful for email body text.

External .dot and .txt files are uploaded into the system at the time they are associated with atemplate definition.
When users generate correspondence that is based on external templates, the system downloads the templates
to the process scheduler server where terms are resolved and merged documents are created. The system then
uploads thefinal merged documents to provide apermanent record of your correspondence. Set the locations of
uploaded files (templates and merged documents) on the Correspondence M anagement I nstallation Setup page.

To create correspondence based on Microsoft Word files, you must properly configure the process scheduler
server (which must be a Windows NT server so that it can run Microsoft Word) and you must set up the
uniform resource locators (URL ) that are used to reference and access the various uploaded files.

See Supplemental Installation Instructions for PeopleSoft 8.9 CRM Applications.

Runtime Template Handling

PeopleSoft CRM uses correspondence templates to sending different types of template-based
communications, which include:

» Manual notifications from CRM transactions using the Send Notification page.

The Send Notification page is used for template-based or free-form text correspondence,
and it is used for both internal and external correspondence. Notifications can be sent to
email addresses or, for internal recipients, to worklists.

» Manual correspondence from CRM transactions using the Correspondence Request page.

The Correspondence Request page is used exclusively for template-based correspondence with external
recipients (customers or, for help desk cases, the worker for whom the case was opened). Correspondence
can be printed or sent by email. The recipient list is based on the context from which the page was invoked.
For example, when you invoke the page from a support case, the case contact is the only available recipient.

» Automatic email notifications as a workflow action using AAF.

AAF creates and submits correspondence requests programmatically based on configurations that are
specified in AAF policies for the Notifications & Workflow action. You select a default correspondence
template package when configuring the notification and workflow action in a policy. In addition, you can
specify a correspondence package for different languages you include in the configuration. If the recipient of
the correspondence has a language preference specified in the Person component and the same language is
identified with a correspondence package in the workflow configuration, the workflow action sends the
correspondence using that language-specific package. If the recipient doesn’t have alanguage preference, or
the package is associated with one package, the default package is used. At runtime, the workflow action
identifies the recipient based on the corresponding configurations (the role) that are set in the policy.

» Manual outbound emails from the email workspace or the Outbound Email component.

Thisinterface is available if you license PeopleSoft MultiChannel Communications and use its email
response management system (ERMS) for email management. Email workspace provides a central area
where you review, process inbound emails and send email responses. When you send an outbound email
from a CRM transaction about the transaction, different interfaces are used depending on the purpose of the
outbound email. ERMS presents the email workspace if the outbound email isin response to an existing
email of that transaction; the Outbound Email component isused if the email is not related to any other email.

PeopleSoft Proprietary and Confidential 65



Setting Up Correspondence Templates Chapter 6

66

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Managing
Email,” Understanding Email Management.

Template Handling for Manual Notifications

When users send manual notifications, the channel is aways email (in this context, email encompasses both
true email and worklists). The language is always the language with which the user logged onto the system.

The prompt for template packages is limited to packages of the appropriate language and usage. It is also
limited to packages that contain only one email template and that template must be an internal text template
(not a .txt or .dot file). The prompt excludes packages that are specified as workflow templates.

When you define template packages for use with manual notifications, use the Cover L etter/Email
Body field to identify the template. Do not include any static attachments.

When creating manual notifications, users select one package at a time and explicitly apply it. Applying
the package forces an immediate merge, and the merged text is inserted into the notification’s Message
field, which contains the email’s body text. Recipient-based terms are resolved based on the first external
recipient listed. Therefore, users need to address the notification before applying the template, and

they need to reapply the template after changing the notification’s recipient list.

When applying a template, the system does not overwrite existing message text. Instead, as each template

is applied, its body text is added to any message text that is already there. This enables users to apply
multiple templates in sequence and to mix template-based text with free-form text. Users can also modify the
template-based text once it appears in the body text field. The location and format of the newly added text
depends on whether you license PeopleSoft Multichannel Communications and, if so, how you configure it.

Internal text templates have subject text as well as body text. The subject text is applied only if the
modification’s subject field is blank. This means that once a template with subject text has been
applied, the subject text of any subsequently applied templates is ignored.

Template Handling in the Correspondence Request Page

The Correspondence Request page supports packages with any number of templates, and
it supports both print and email correspondence.

When users send correspondence from the Correspondence Request page, they explicitly select a
channel and a language before prompting for template packages. The system limits the template
package prompt based on the user’s selections and based on whether the package's usage is valid
for the context from which the Correspondence Request page was accessed.

Once the user selects a package, the system selects the appropriate subset of templates based on the selected
channel. For example, the following diagram illustrates one possible configuration for a template package:

Template . : .

Definition 1 Template File A (email and print)
Template File B (email onl

Package Template : ( )
9 Definition 2 : .

Template File C (print only)

Template . .

Definition 3 Template File D (email only)

Channel-specific templates in a package
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When the selected channel is email, the correspondence request includes template files A,
B, and D. When the selected channdl is print, the correspondence request includes template
files A and C (and thus only template definitions 1 and 2).

Similar to manual notifications, the prompt excludes packages that are specified as workflow templates.

Because correspondence requests can include multiple templates, email correspondence applies additional
logic to determine which template is used as the email body. Package definitions enable you to designate a
cover letter template. Thefirst internal text cover letter in the correspondence request is used as the email body.
Itisalso used to set the subject of the email. Only one template provides the email body text; all other templates
(including cover letters for additional packages in the request) become attachments. The content of internal
text templatesis converted to .txt files for this purpose; subject text from internal text templates isignored.

For example, the following diagram shows two packages, each containing a cover letter
(an internal text template) and a Microsoft Word file;

i e Internal text template A
template
Package 1
s S Microsoft Word .dot template B
template
CRVEr oier Internal text template C
template
Package 2
saelifiore] Microsoft Word .dot template D
template

Packages with internal text templates

If a user accesses the Correspondence Request page and configures an email correspondence
request with these two packages, the resulting email uses template A to set the email subject and
body text. Templates B, C, and D become attachments. Template C becomes a .txt attachment
and the other two attachments are Microsoft Word documents.

Template Handling for AAF Email Notifications

The channel for correspondence packages that are used for sending automatic workflow notifications is aways
email. Each of them contains only one email template and it must be an internal text template.

When defining template packages for AAF email notifications, use the Cover Letter/Email Body field

to identify the internal text template and do not include any static attachments. The template, which
provides the content of the automatic email notification, can contain terms that are resolvable by accessing
data directly from the component buffer. Typically, these terms have the implementation type of context
variables for the contexts of trigger points, for which AAF policies are processed.
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Note. The term selection page (where you access to select termsto be included in correspondence templ ates)
lists every term that is available in the AAF datalibrary. In most cases, only a subset of terms are resolvablein
atemplate because most terms are context-dependent. In other words, whether or not a term can be resolved in
the template depends entirely on the context from where the request is made. Please refer to the appendix

for the listing of contexts from where correspondence requests are initiated for each of the transactional
components. Contexts determine which terms can be resolved. Refer to PeopleTools documentation on

AAF for more information on how to identify whether or not a term is resolvable for a context.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft
CRM Applications,” page 453.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

PDF Options

Correspondence that is sent from the Correspondence Request page can be converted to PDF files
before it is sent. (In the Send Notification page, however, the system always applies template text
directly to the email body; PDF conversion settings are not applicable.)

PDF conversion options are set at the system level and, depending on the system settings, at the
package level. The PDF setting is not applied to the template that provides the body text for email
correspondence; it is applied to email attachments and to all printed documents.

Correspondence that is converted to PDF is both delivered and stored in that format. The system
overwrites the merged version of the .dot or .txt file with the PDF at delivery time; until the
correspondence is delivered, it remains in its native format so that the sender can personalize
the content (if your system settings allow personalization).

The system converts internal text templates to .txt files as an intermediate step when
converting them to PDF format.

Terms, Term Groups, and Subtemplates

Terms, term groups, and subtemplates are collectively referred to as term objects in this chapter.
They are the variables that you incorporate into correspondence templates.

Note. Please refer to the PeopleTools documentation on AAF, specifically data library
and terms, before reading this section.

Referencing Term Objects

When you create term objects, you assign each one aterm name. This is the name that you use when
referencing the object within a template. Terms, the atomic element of term objects, are defined using the
Manage Terms component in the AAF data library. In PeopleSoft 8.9, they replace tokens in correspondence
templates and can be resolved into data that pertains to the context of the correspondence requests. In some
cases, terms can be resolved into data regardless of contexts. Referenced in templates, terms, term groups and
subtemplates are wrapped in specific term start and end tags (defined on the Correspondence M anagement
Installation Setup page). The system uses these tags to recognize the presence of aterm object.

For example, if you create a term with Product as the name and use double curly brackets as
your term start and end tags (this is the system default), you place the term in a template in
this format: {{Product}}. Term names are not case-sensitive.

Note. All examplesin this chapter assume that you use double curly brackets as your term start and end tags.
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Terms

Terms are placeholders for PeopleSoft CRM data. PeopleSoft provides a folder structure, known as the
subject area, in which terms are organized functionally. A term can be placed in more than one folder if
necessary. The subject areais available throughout the CRM system to facilitate term selection, for example,
when you insert terms in templates or subtemplates. Tokens were used in past releases and they were
classified in three types. system, recipient and transactional. Though this categorization does not apply to
terms, the subject area follows this tradition loosely and includes folders that are specific for system terms
and recipient terms. The rest of the terms are transactional and they’re grouped functionally.

» System terms.

These terms can be used regardless of the transactions from which correspondence requests are
made. They have generic implementations and do not require any input values from contexts to be
resolved. System terms have application class-based implementations. PeopleSoft delivers arich
set of terms that can be used in any of the correspondence templates. Locate system terms under
the Correspondence Template Terms, System Terms folder of the subject area.

* Recipient terms.

This is data about the person to whom the correspondence is sent. For example, use recipient
terms to represent the recipient’s name and address.

Recipient-related terms are located under the in the Correspondence Template Terms,
Correspondence: Recipient Dtls folder.

Note. Because recipient data is identified while the correspondence request is being processed,
recipient-related terms cannot be tested individually using the term tester. Refer to PeopleTools
documentation for more information on term tester.

e Transactiona terms.

Thisis data about a PeopleSoft CRM transaction such as a case or lead. Transactional terms are associated
with specific components and can be resolved only from the context of those components. For example,
when sending correspondence from a case, case-related terms are resolved for the current case.

When you define transaction terms, you can define different data extraction methods for different contexts.
For example, aterm called Status would have different data extraction processing for cases and service
orders. You can even use different methods to resolve the term in different contexts. For example, use

an application class to resolve case status, but a PS query to resolve the service order status.

When sending email from the Outbound Email page that has a related transaction, transactions
can be considered the current context. For example, if an outbound email is related to a case,
case-related terms can be resolved. If the outbound email has two related cases, the system loops
through both of them and creates two documents, one for each case.

Transaction terms cannot be reliably resolved from an outbound email that is related to more than one
type of transaction (for example, a case and a service order). Therefore, in this situation, the system
does not permit users to apply template packages with a transaction-specific usage.

Note. Correspondence templates do not support terms with user binds.

System terms and recipient terms are always resolved by application classes. Transactional terms,
however, can be resolved by any of the following five mechanisms:

» Application class.
» PeopleSoft Query.
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» Constants.

Constants are short text phrases that you use in multiple templates.
* SQL Object.
» Record.Field.

The system does not perform any formatting of term content; the term’s creator is responsible for returning
the value properly formatted. For example, if atelephone number is stored in the system as a series of
numbers, but you want to format the phone number with hyphens between the numbers, the term must
convert the data from the format in which it is stored to the proper display format.

Terms can represent a single value (data at level zero in the context of the correspondence) or a
multivalue rowset (data at level one in the context of the correspondence). For example, aterm
representing a recipient’s name resolves to a single value, and a term for line item data in an order
resolves to an array (because an order can include multiple line items).

When aterm represents an array, you need to package it into either aterm group or a subtemplate to ensure
that all valuesin the array are included in the merged correspondence. The implementation of term groups
must return arowset. While processing correspondence requests, correspondence management does not
trigger the processing of all the rows in the term even if you set the number of rows to many in the term
definition. The situation is different, however, for correspondence templates that are intended for AAF
email workflow notification. If the term represents a piece of data that is available in the component
buffer as a child scroll (which forces the AAF decision engine to evaluate every row in the child scroll

by using aterm that refers to a data element in the child scroll), it triggers the AAF workflow action to
process every row in the child scroll if the condition of the AAF policy is evaluated to true. The workflow
action passes the content of that specific row to the correspondence management for processing. In this
situation, every row in the child scroll is being processed by correspondence management.

The same data can be represented by a single-value term or a multivalue term, depending on the
context. When you send correspondence related to a specific case, a term for the case ID represents
asingle value. But if you send correspondence that lists all of a customer’s open cases, a term

for the case ID represents a single array. Because these two case ID terms are resolved differently,
you would need to define two terms to support these two scenarios.

When you create a template definition, you enable the template's term objects by adding them to the
Term & Subtemplate & Term Group Reference Detail grid on the Template page. When you add a text
template (internal text or .txt file) to the template definition, the system automatically enables all term
objects that are in the template. However, because the system is unable to parse external .dot templates,
it isamanual process to enable the term objects that are referenced in the external template. Failure to
enable the relevant terms causes the system to leave unresolved term text in the merged document.

Terms are resolved by the data extraction and merge processes. The merge process is
independent of the process that delivers the final correspondence, which means that you can
preview the merged correspondence before sending it.

Important! Although term names can contain special characters, such as periods or apostrophes,
it is highly recommended that terms that are used in correspondence management templates do
not have special characters in their names because XML parsers (used for data extraction) may
not support them. Use alphanumeric characters to name terms.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook
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Term Groups

Term groups are used exclusively to manage data from rowsets—that is, data arrays. For example,
orders include multiple line items, so you can create a term group to represent the overal line
item. Each term in that term group represents one data element from the line item, for instance,
the line number, product, quantity, price per unit, or total price.

The terms in a term group represent record.field data from the same rowset, and each must
be resolved by the same application class or query.

Data that you reference with a term group is always presented as a table. In internal and
externa text files, which do not support a table object such as you find in Microsoft Word,
the tabular format is achieved through character spacing.

A template does not allow you to refer to term groups as a whole. Instead, use the syntax {{Term
Group.Term}} to refer to specific terms within a term group.

In text templates (internal text templates or external .txt files), place the term group.term references together
in one row without a carriage return or any intervening characters other than spaces, which are ignored
during the merge. At merge time, the system replaces the row with atable. The column titles and column
widths are controlled by the template group definition. If the term text is longer than the allowed width,

it wraps to the start of the next line rather than aligning with its column position. Additional formatting
options are possible when using term group.term references within Microsoft Word templ ates.

Using Terms in Microsoft Word Tables

For additional control over the presentation of data arrays, use Microsoft Word tables. This approach givesyou
access to that application’s extensive presentation options. Within a table, follow these guidelines:

» All term group.term references in a single table must be to the same term group.
* Cells that contain term references must not contain any other text.

For example, you cannot put Solution Number {{Case Solutions.Solution ID}} in asingle cell. Instead, you
must place the static text Solution Number in one cell and the term {{Case Solutions.Solution ID}} in another.

» Do not merge table cells vertically, as this prevents the merge script from accessing the affected table rows.

The following example shows a portion of the order confirmation template that PeopleSoft delivers. It
includes four tables, three of which include a header row and term group.term references. The other
table (the one that includes price totals) references only header-level terms.
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Order Details
Product ID | Produck Quankity Units Lisk Price Unit Price | Recurting Frequency Tokal Price
Description Price
{dCapture | {{CapturelineDet | {{Captureli | {{Capture | {{Captureli | {{Capture | {{Captureli | {{Captureline | {{Captureli
LineDetails | ails.ProdudDescri | neDetails,. | LineDetail | neDetails.) | LineDetail | neDetails.R | Details.Recur_ | neDetails.Li
ProdutID | ption}kt uankiby k- s Unik2fM | nitPricelt 5.Price}} | ecur_Price} | Price_Freqth nePricelt
1 easure ) 3
Subtakal: | 445ubTaokall}
Discount: | 1iDiscounth;
Tax: | 44TaxCharge}}
Shipping: ;{Shlpplngcharge}
Surcharge: {{5urcharge}t
Total: | d4TotalPrice}:
Shipping Details:
Product Description Shipping Address Carrier Reguested Arrival
Date
{45hipLineDetails, shipProductDescription}t | {{shipLineDetails, shipLineAddress}+ | {{3hipLi {45hipLineDetails,Req
nelbetail ArrivalDate}
s.Zartier
It
Billing Details:
Billing Address Billing Method Account [ PO, Armount Billed
{4BillingAddress: {4BillingMethod} {4EillingAccount {4{Eilling& mounk}:
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Table with repeating rows and single-instance rows

If you've used the Microsoft Word table formatting features to create table header rows, those
rows are repeated when the table breaks across pages. This, however, is standard Microsoft
Word functionality and has nothing to do with the merge process.

The following example illustrates another approach to formatting term data:

Summary:

Detail:

{flase Motes. case hote summarng)

HCase Motes.case note detail}}

Table with term group references

In this example, there is a term for along text field, which is the full text of a case note. Instead of
placing potentialy long text passages into a narrow column in a standard table, the template uses a
table-within-a-table construct. The outer table consists of a single cell; thisis the cell that is repeated
for each value in the array. The inner table controls the repeating content and its format.

Any formatting that you apply in the Microsoft Word table is retained in the final merged correspondence. In
the preceding example, the case note summary term is italicized; therefore, the note summaries in the merged
document are also italicized. Also, although the illustration includes table gridlines, you can format the table
so that the gridlines are invisible. In that case, the final merged correspondence looks similar to this:
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Summary: Suggested that customer apply patch 12,

Detail: Explained where the customer could download patch 12 from our
website.

Summary: Left message for customer.

Detail: Called to confirm that the patch solved the problem; left a voicemail
Message.

Summarny: Customer confirmed the foc closing case.

Detail: mpake to customer, who said that the patch nat only fixed the prablem,
but alzo has improved system performance dramatically.

Merged correspondence for table with repeating rows

Note. This chapter introduces some strategies for formatting data in Microsoft Word. For more examples
of how to format Microsoft Word templates, ook at the templates that PeopleSoft delivers.

Subtemplates

Subtemplates are a type of internal text template. Use subtemplates to create reusable content
that can be referenced in either internal or external templates.

Subtemplates can include terms and a combination of static text. For example, a subtemplate
containing a standard salutation for letters might include the date, the recipient’s name and address,
and a greeting such as Dear {{Salutation Code}} {{Last Name}}.

Subtemplates do not have to include terms. For example, you can use a subtemplate
for a copyright notice or privacy statement.

Using the term group.term syntax in a subtemplate produces the same formatting as an
internal text template: the term group.term data is placed in a table, with column headers
and width that are controlled by the term group definition.

Template Categorization

The email workspace uses NLP (natural language processing) to classify incoming emails into categories.
Besides using the category value to identify valid recommendation of actions and solutions to resolve
email issues, the system also uses the category to identify the suitable correspondence templates

to be used on a response, which is achieved by categorizing templates.

Templates are categorized at the package level. Typically, select a value from one or all of these
four new groupings that best represent any given template package:

» Category

High level classification of email, for example, information request, inquiry, problem and spam.
* Type

Sub classification of categories; available only when the associated category is selected.
* Product group

High level classification of products.
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* Product
Specific products that are available only when the associated product group is selected.

When the email workspace processes an incoming email, it looks for the appropriate correspondence
template packages that can be used for response by matching the email’s classification data with
the categorization information of the packages from the database.

Note. While an mail can be classified by category, type, product group, product, mood, priority,
and language, the system uses the classification data of the first four groupings to identify
relevant correspondence template packages for email response.

If the system does not return any suggested template (for example, no match can be found), you can perform
template search manually by modifying the classification data on the Response page of the email workspace.

See Also

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Managing
Email,” Replying to Inbound Email

Understanding Delivered Template Objects

74

PeopleSoft delivers several template objects. Some objects support specific business processes.
For example, the order and quote confirmation process in PeopleSoft Order Capture relies on
delivered templates. Others are more general-purpose, but even if you choose not to use them, you
will find them useful as examples as you develop your own templates.

This section discusses:

» Délivered terms.
» Délivered packages and templates.

Delivered Terms

This section describes system terms and reci pient termsthat PeopleSoft delivers. PeopleSoft also delivers many
transactional terms that you can take advantage of and they are organized by functional areain the subject area.

Delivered System Terms

These terms have generic implementations and do not require any input data to be supplied by
the contexts. They can be used in any template, regardless of the context from which the template
is applied. PeopleSoft delivers these system terms that can be found under the Correspondence
Template Terms, System Terms subfolder in the subject area:

* Operator Department SetlD — Sender’s department setID.

» Operator Department — Sender’s department.

» Operator Job Title — Sender’s job title.

* Operator SetlD — Sender’s setID.

* Operator Phone Number — Sender’s primary phone number.
* Operator Email Address— Sender’s email address.
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Operator BO ID — Sender’s BO ID (business object ID).

Operator Employee ID — Sender’s employee ID.

Operator Location — Sender’s job location.

Operator Language Code — L anguage code of the sender as defined in the Worker component.
Operator Name — Sender’s full name (first name then last name).

Operator Person ID — Sender’s person ID.

Operator ID — Sender’s user ID.

Operator Salutation — Sender’s salutation.

Operator Job Code — Sender’s job code.

Operator Job Code SetlD — SetID of sender’s job code.

Operator Location SetlD — SetID of sender’s job location.

Operator Signature — Signature of the sender as defined in the Worker component.
Current Date — The date when the data extraction and merge processes occur.
Current Time — The time when the data extraction and merge processes occur.

Delivered Recipient terms

The recipient terms listed in this section can be used in any template, regardless of the context
from which the template is applied. They can be found under the Correspondence Template
Terms, Correspondence: Recipient Dtls subfolder in the subject area:

Recipient First Name.

Recipient Middle Name.

Recipient Last Name.

Recipient Full Name—Recipient’s first and last names.
Recipient BO ID—Recipient’s business object ID.
Recipient Person ID.

Recipient Address 1—Recipient address line 1.
Recipient Address 2—Recipient address line 2.
Recipient Address 3—Recipient address line 3.
Recipient Address 4—Recipient address line 4.
Recipient City.

Recipient State.

Recipient Postal Code.

Recipient Name.

Recipient Role Type ID — Recipient’s role type ID.
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Delivered Packages and Templates

PeopleSoft CRM delivers predefined template packages that can be used for sending template-based
communications. All of them can be manually applied from the appropriate contexts while some

are specific to automatic email delivery, for example, sending automatic email notification through
AAF. Access the Template Package search page for alist of system-delivered correspondence template
packages. These tables list template packages that are used for sending correspondence requests and
manual notifications, not for sending workflow notification through AAF.

General-Purpose Packages and Templates

The following table describes general -purpose packages and templates. These are not part of specific
business processes, but they provide models for templates that you create:

Package

Templates

Description

Congratulatory Ltr -
Job Promo

Congratulatory Ltr -
Job Promo

Thetemplate demonstrates the use of recipient terms, system
terms, and subtemplates. It also demonstrates how each channel
can haveits own presentation format.

Introduction Letter

Introduction Letter

Thetemplate uses only recipient and system terms; itisan
exampleof correspondence that can be sent from any component,
including the 360-degree view.

New Email Message
Template

New Email Message
Template

Usethis template asamodel when defining templates for useon
the Send Notification page.

General-Purpose ERMS Packages and Templates

The following table describes general -purpose packages and templates that you can use with the ERMS
in PeopleSoft Multichannel Communications. The table does not include transaction-specific packages
that you use with ERMS; those are discussed in the following transaction-specific tables:

Package Templates Description
None Email History - InERMS, you can optionally usethistemplateto control the
Model 1 presentation of email history text that isincluded in an email reply.

Email history template selection isthe onetimethat you select a
template instead of atempl ate package.
See Peopl eSoft Enterprise CRM 8.9 Multichannel Applications
PeopleBook, “ Setting Up ERM S System,” Defining Reply with
History Templates.

Auto Auto This packageisavailable for use when configuring automatic

Acknowledgement Acknowledgement acknowledgement of unstructured email.
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Package Templates Description
Auto Create Case - Auto Create Case - In ERMS, the structured email application servicefor creating
Exception Exception cases uses this package to send automated responseif the case
cannot be created.
Auto Create Case - Auto Create Case - In ERMS, the structured email application servicefor creating
Success Success cases uses this package to send automated responseif the caseis
created successfully.

Case-Related Packages and Templates

The following table describes packages and templates that you use with cases, including those
that the ERMS case inquiry application service uses:

Auto Acknowledge

Auto Acknowledge

Package Templates Description

RC: Case Status Case Status Report Agents manually apply this package to correspond with acase

Report contact and give status on acase. It can also be used in the email
workspace. The template provides problem description and case
status.
Thetemplate demonstratesthe use of termsthat are resolved using
an application class method.

RC: Case Status - RC: Case Status - In ERMS, the structured email application servicefor case

inquiriesusesthis package to respond to an improperly structured
email.

RC: Case Status -
Failure

RC: Case Status -
Failure

In ERMS, the structured email application servicefor case
inquiries usesthis package to respond to structured email that does
not providevalid data.

Order and Quote Packages and Templates

The following table describes packages and templates that you use with orders and quotes, including
those that the ERMS order inquiry application service uses.

Package

Templates

Description

Quote Confirmation

Quote Confirmation

You can configurethe Order Capture Workbench to usethis
package to send a confirmation when aquote is submitted. The
confirmation includes the quote number, customer name, status,
products, and billing and shipping information.
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Package

Templates

Description

Order Confirmation

Order Confirmation

You can configure the Order Capture Workbench to use this
package to send a confirmation when an order is submitted. The
confirmation includes the order number, customer name, status,
products, and billing and shipping information.

Order Confirmation
Agreement

Order Confirmation
Agreement

You can configure order capture workbench to usethis packageto
send aconfirmation when an order which contains an agreement
product is submitted. The confirmation includesthe order number,
customer name, order date, order status, agreement details, billing
and shipping information.

Order Maintenance

Order Maintenance

You can configure the Order Capture Workbench to use this
package to send a confirmation when an order isupdated.

The confirmation includes the order number, customer name,
status, order change detail s, products, and billing and shipping
information.

Order Status Order Status In ERMS, the structured email application servicefor order
inquiriesusesthistemplate to send order status information.
Order Status- Failure Order Status- In ERMS, the structured email application servicefor order
Failure inquiriesusesthis package to respond to structured email that does
not provide valid data.
Sales Quote Proposal Sales Quote Agentsmanually apply this package fromaquote. Itincludesa

Proposal Letter
Sales Quote Detail

cover letter and the Sales Quote Detail templ ate.

Sales-Related Packages and Templates

The following table describes packages and templates that you use with leads and opportunities:
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Package

Templates

Description

Sales Quote2

Sales Quote Detail

Thisisthe default package for correspondence requeststhat you
createin the Lead or Opportunity component using the Print button
(inthe Quotesand Ordersgrid).

The Sales Quote Detail templateis aso used in other packages. It
includesthe quote number, its expiration date, and product details.

Sales Proposal

Sales Proposal L etter
Sales Quote Detail

Thisisthe default package for correspondence requeststhat you
createin the Lead or Opportunity component using the Email
Proposal button (in the Contactsgrid). It consists of acover letter
and the Sales Quote Detail templ ate.

Campaign-Related Packages and Templates

The following table describes campaign-related packages and templates:

Package Templates Description
Sample Campaign Sample Campaign Usersmanually apply this package to send out marketing
Template Template campaign and waveinformation (product offers and promotional
discounts).

Service Order-Related Packages and Templates

The following table describes packages and templates that the ERMS service order
inquiry application service uses:

Package

Templates

Description

Service Order Status

Service Order Status

In ERMS, the structured email application servicefor service
order inquiries usesthis package to send service order status
information.

Service Order Status -
Failure

Service Order Status
- Failure

In ERMS, the structured email application servicefor service
order inquiries uses this package to inform the recipient that status
information is not avail abl e because the service order number was
not found.

Packages and Templates for Communications and Energy Industries

The following table describes packages and templates that you use with the Communications
and Energy industry solutions:
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Package

Templates

Description

COM_Account_Info

COM_Account_Info

Agentsmanually apply this package to send account information
to acustomer.

COM_Bill

COM_Bill

Agentsmanually apply this packageto send bill information to a
customer.

Packages and Templates for SAP and SmartViews

The following table describes packages and templates that you use with SAP and SmartViews:

Package

Templates

Description

Account Plan Executive
Report

Account Plan
Executive Report

Use this package to send detail s of an account plan, which includes
plan header information, objectives, goals, and team members.

Defining Term Groups and Subtemplates

This section lists common elements and discusses how to:

» Define term groups.

» Define subtemplates.

Pages Used to Define Term Groups and Subtemplates

Page Name Object Name Navigation Usage
Term Group RBC_DEFINE_TKNGRP Set Up CRM, Common Define groups of termsthat
Definitions, Correspondence, | are used together.
Term Group, Term Group
Subtemplate RBC_DEFINE_SUBTMPL Set Up CRM, Common Defineareusable block of

Definitions, Correspondence,
Subtemplate, Subtemplate

text that can beinserted into
templates.

Defining Term Groups

To define term groups, use the Term Group component.

Access the Term Group page.
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Term Group

Term Group Detail

*Term Group Mame Casehotes *Description case notes

*Preferred Name |CASE NOTES

Term List
Mame

Case Motes Details
Case Motes Added By
Case MNotes Added On

Case Motes Summary

Market|G|Dba|

—

*Implementation Name RC:Retrieving Case Motes Details fr @, Retrieving Particulars About Case Motes

Resolution Method PS5 Query
[ uniform Column Width

Column Heading Wfidth
Q = [Mote Details &0 =l
Q T [Mote added By 10 =
Q = [mote added on g =
Q 5 [Mote Summary g0 =

This ohject was delivered by PeopleSoft but updated by the customer.

Date Created 05/23/2002 2:21PM PDT PPLSFT

Last Modified 0z/22/2004 10:324M PST RSankara

Term Group page

Term Group Details

Implementation Name

Resolution M ethod

Uniform Column Width

Term List

Select the implementation code that is used to resolve terms in the group.
You can select an implementation that returns a rowset alone.

Select from the following values. PS Query, Application Class, SQL Object,
Record.Field, Audience Select SQL Object and Audience Select Record.Field.

When you select aresolution method, the appropriate additional fields appear.
Use the Register Method page to set up resolution methods.

When you prompt for terms to include in this group, your choices are limited
to terms that meet the resolution method that you entered.

Select to place the term data in a table where all the columns share the same
width. Enter the width value (in pixels) in the Column Width field that
appears. If you clear thisfield, you can enter the width value for each term.

The table formatting options in the term list are applied when you use the term group.term
construct text templates. In Microsoft Word .dot files, the formatting of the .dot files takes
precedence; template authors are responsible for this formatting.

Name
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Select aterm to include in the term group. The system displays
the term name in this field.

You can select terms that have the same implementation as the term
group. A term needs to be part of aterm group for correspondence
management to present multiple rows.
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Column Heading Enter the column label for the table's header row. If you do not enter labels for
any of the columns, the system will not insert a header row in the table.

Defining Subtemplates

To define subtemplates, use the Subtemplate component.

Access the Subtemplate page.

Subtemplate

Enter body text below wrapping each term with {{ and }}. For example, Hello {{First Mame}}

Subtemplate Ermail Disclaimer Description Standard Disclaimer Text
Preferred Name DISCLAIMER XML Tag gMaIL_DISCLAIMER
Subtemplate Content

I Element Body Repeated

#rAk DISCLAIMER *#*+ -
"This e-mail and any attachrnents thereto may contain information

which is confidential andfor protected by intellectual property

rights and are intended for the sole use of the recipient(s) named above.

Any use of the information contained herein (including, but not limited to,

total or partial reproduction, communication or distribution in any form?)

by persons other than the designated recipient(s) is prohibited.

If yvou have received this e-mail in error, please notify the sender either

by telephone or by e-mail and delete the material from any computer,

Thank you for your cooperation.”

Select Term
Modify System Data
This object is maintained by PeopleSoft.
Date Created 058/16/2002 10:004M PDT CWP1
Last Modified 08/16/2002 2:25PM PDT CwP1
Subtemplate page
Subtemplate Content Enter the full text of the subtemplate. The subtemplate can include a mix

of text and terms (including term group.term references).

Always be conscious of the contexts from which this subtemplate is used, and
make sure to use only terms that can be resolved from that context.

Select Term Click to search for terms to be inserted to the subtemplate using the subject
areafolder structure. Clicking aterm addsit at the end of the subtemplate; the
system automatically wraps the term with the default XML tag, {{ and }}.
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Defining Temp

lates

This section discusses how to:

» Create template definitions.
» Define internal text templates.

Enable terms for
» Clone a template.

a template.

Pages Used to Define Templates

Template button on the
Template page.

Page Name Object Name Navigation Usage
Template RBC_DEFINE_TEMPLAT Set Up CRM, Common Define atemplate by
Definitions, Correspondence, | creating or uploading
Templates, Template templatefiles and enabling
terms.
Create Text Template RBC_ILAYOUT_SECO Click the Create a Text Defineaninternal text

template.

Term Selection

RBC_TMPL_CONTENT

Click the Add Terms button
on the Template page.

Select terms, term groups,
and subtemplatesto be
referenced in atempl ate.

Clone Template

RBC_CLON_TMPLT_SEC

Click the Clone Template
button on the Template page.

Create anew template
definition by cloning an
existing one.

Creating Template Definitions

To create template definitions, use the Template component.

Access the Templat

e page.

Template

Template Detail

*Template Name [Congratulatory Ltr - Job Promo

Language English

Template File Detail
File Marne

Upload & Meww File

*SecuritylShared =]
¥ Create Package

Congratulatory Lir - Job Promo

Job Prormotion Congratulatory Template.dot

Create a Text Template

*StatusIP-Ctive =]
*valid From |08/058/2002 [5]
*Yalid Through |08/08/2012 [5]
*Channel
| Ermail ;l Replace Remove
| Print =1 Replace | | Remove

Template page (1 of 2)

PeopleSoft Proprietary and Confidential
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Term & Subtemplate & Term Group Reference Detail

Type Marne Required Cache

Term Operator Signature =] - - Remove
Term Recipient Address 3 = r r Remove
Term Recipient Postal Code = r r Retnove
Term Current Date = - - Remove
Term Recipient City =] r r Remaove
Term Operator Email Address = - - Retnove
Term Recipient Last Mame = - - Remove
Term Recipient Address 1 = r r Remoye
Term Recipient Address 4 = - - Remove
Term Recipient State ] - - Remove
Term Recipient First Marne = r r Remave
Term Recipient Address Z =] - - Remove
Term Operator Mame = - - Remove
Subtemplate Disclaimer = - r Retmnove

Add Terms Clone Template

Template page (2 of 2)
Template Details

Status

L anguage Code

Valid From and Valid
Through

Security

Create Package

84

Select Active or Inactive. Only active templates can be added to
packages. If you deactivate a template that already belongs to a
package, it is ignored when the package is applied.

Select the language for the template. Template packages are language- specific,
and when you add templates to a package, you can select only templates
with the same language code as the package.

Enter a date range when the template is available. This enables you to make a
template available during a specific time period without having to modify the
template status at the beginning and end of the time period. For example, a
template that describes a particular offer may be valid only for alimited time.

When you add templates to a package, you can select only templates
that are valid for the entire time the package is valid.

Select Shared to make this template available to all users. Select My Use
Only to make the template available only to its creator. When accessing the
Template page, users see only shared templates and their own templates.

Select this check box to enable the system to create a template package for this
template after you save. Only templates that are part of a package are available
to end users. Thisisthe most efficient way to create a single-templ ate package.

Saving the template for the first time after selecting this check box creates
the package definitions and opens a new browser window to display

the newly created package. Be sure to define usages for the package;
packages without usages are not available to end users.
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Template Files

File Name

Channel

Replace
Remove

Upload a New File

Create a Text Template

Enable Terms

Type and Name

Required
Cache

Remove

Add Terms

Setting Up Correspondence Templates

Displays the name of the external template file or the internal text template
that contains the content for this template definition. The file nameis
alink; click the link to view the template content and, if the template
fileisan internal text template, to modify its content. (To modify an
external template file, click the Replace button.)

Select Email, Print, or All to indicate the channels for which the template file
isvalid. If you have atemplate file that is valid for all channels, you cannot
have any other template files in this template definition. Otherwise, you can
have one email template file, one print template file, or one of each.

Click to upload a new external template file to replace an
existing external template file.

Click to remove the template file (internal or external) from
the template definition.

Click to add a new external template file to the template definition.
You are prompted to select the file and upload it. The location of the
uploaded file depends on the template file's URL that you enter on the
Correspondence Management I nstallation Setup page.

Click to access the Create Text Template page, where you define a new
internal text template for this template definition.

List the terms, term groups, and subtemplates that are used in the template
files. The system automatically creates entries for term objects that are
referenced in internal text templates and external .txt files, but it cannot
parse external .dot files, so you must manually create entries for those terms
(unless they are also used in another template that was parsed).

Select to indicate that the correspondence should not be delivered if the
term is not resolved or if it returns a null value.

Select to cache term values during merge processing. Caching
improves performance.

Click to remove a term object from the Enable Terms grid.

Click to access the Term Look page, where you can add terms to and
remove terms from the Enable Terms grid.

Additional Element for Cloning Templates

Clone Template

Click to access the Clone Template page, where you can create a
new template based on the current one.

Defining Internal Text Templates
Access the Create Text Template page.
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Create Text Template

Template
Internal Layout Name [Crder Confirmation

Subject {Email only) |Order {{Capture ID}} Confirmation

Crder Date:  {{OrderDate}} ;I@
Custormer: {{OrderCompanyMarne}}

Order Murmber: {{CapturelD}}

Order Status: {{HeaderOrderStatus}}

ORDER CONFIRMATICON

EEEE R E S B E R R LR EREEEELE L E R E L E R EEEEE B ESEEDEE T

Dear {{Recipient First Marme}} {{Recipient Last Marne}}:
We have received vyour order and further details are provided below for your records.
Thank you,

Customer Service Representative
PeopleSoft

Inzert Cynamic Content

Create Text Template page

Template

Template Name Enter a name that identifies the template when you see it listed in a
template definition or a correspondence request.

Subj ect Enter the subject text to be used when this template is the first template
in the first package of a correspondence request. This subject cannot
be modified for correspondence that is sent from the Correspondence
Request page, but it can be modified after being applied within the
Send Notification page or the Outbound Email page.

Body Enter the template content using a mix of static text, terms (including
term group.term references), and subtemplates.

OK Click to save the internal text template, add it to the template

definition, and return to the Template page.

Additional Elements for Term Selection

Insert Dynamic Content To help you insert terms into the template, click the Insert Dynamic

Content button to display alist of available terms. Click aterm to
insert it at the end of the subtemplate content. The system formats the
term with the appropriate begin and end tags.

On the Term Selection page you can either browse for terms based on
subject area or search for a particular term.
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Enabling Terms for a Template
Access the Term Selection page.

The Terms Selection page is displayed in either browse mode or search mode. In
browse mode, select terms by subject area.

search furlTErm ;l
Term Selection

Switch to Search Mode
Select Subject Area

. Find | Wiew All First 1-14 of 14 Last

[= 360 Degree Wiew Seleet Tamm
Agreernent = .
call Center Case Assigned To
Change Managerment Case ID
Client Manager Case Business Unit
[= correspondence Ternplate Terms Y

= call Cantar Case Description

Case Details £ase Summary
[=r Call Report - Correspondence Case Type
[ Comm sccounts and Billing
— Case Status

[= cCorrespondence: Recipient Dtls —

[= Email Waorkspace Lase Priorify

Field Service Case Provider Group

Individuals Case Resolved by First Contact Indicator

kﬂETﬁetin Case Motes Added By

= order Capture Case Motes Added On

Organizlations ) Case Motes Surmnmaty

Strateqic Account Planning Case Wotes Details

Systern Terms

Custormer History
Custorner Scorecard KPIs
FieldService

|_E' Financial Accounts

Term Selection page (1 of 2)

+

Individuals

Installed Product

Leads

Marketing

Crder Capture

Order History
Qroanizations

Policy and Claim Presentrment
Portfolio Management
Product Registration
GQuality

Sales

Service

Services Plus

Solutions

Strategic Account Planning
Systermn Terms

Task Management

[= workers

HHEVVPHHE RV E L

+

Term Selection page (2 of 2)

Term Selection in Search Mode

In addition to finding terms from the subject area, you can also search for terms in the
search mode using these search criteria:

Term Name Enter text to limit the search to term objects that begin with that text.
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Term Type
Configurable

Data Type

Term Labd
Status
Implementation Name

Search

Chapter 6

Select the type of term object to search for: Constantor Variable.
Select whether or not the term object to search for will be configurable.

Select the data type to search for: Date, Datetime, Number, Other,
Record, Rowset, String, or Time.

Enter text to limit the search to term labels that begin with that text.
Select the data type to search for: Active, In Design, or Inactive.
Enter text to limit the search to implementation names that begin with that text.

Click to display alist of Term objects of the type that you selected that
begin with the text that you entered in the Name field.

Cloning a Template
Access the Clone Template page.

Clone Template

Hew Template Name

Quote Caonfirmnation

Clone Template page

New Template Name

Enter a name for the template to be created, and then click the OK button.

Validating Terms and Templates

This section discusses how to validate terms and templates.

88

Page Used to Validate Terms and Templates

Page Name Object Name Navigation Usage
Validate Termsand RBC_TEST_TERM Set Up CRM, Common Test term and template
Templates Definitions, Correspondence, | resolution.

Validate Termsand
Templates, Validate Terms
and Templates

Validating Terms and Templates
Access the Validate Terms and Templates page.
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Validate Terms and Templates
Term Syntax Information
Term Start Tag {{ Term End Tag 1}
Term Syntax The level 0 term syntax is {{User Preferred Mame}}. There is no space between {{ and }}.
The level 1 term syntax is {{Group Preferred Mame. Term User Preferred Mame}}. There is a dot "."

between "Group Preferred Mame" and "Term User Preferred Mame". There is no space between {{ and }}.
To use level 1 token, the token group must be defined to include those level 1 terms.

Context Selection

Context Name [Case - Correspondence Management Q
Context ¥ariable Overrides First 1-4 of 4 Last
alias Override Yalue
CASE_ID 1

BUSINESS_UMIT
BO_ID_CUST_PROFILE

BO_ID_CMT_PROFILE

Validate Terms and Templates page (1 of 2)

Template & Term Detail

LanguagelEninsh ;I Template RC: Customer Updated Case ')
Subtemplate a Channel | Email =1

Resalve

hd
The Customer has updated Case 1 ﬂ

The Case 1 has been updated by the Customer using Self-Service, Please review the case for the new information,

Case summary: The Ice Maker is broken,
Case Status:Mew Case

Validate Terms and Templates page (2 of 2)

Term Syntax Information

Term Start Tag and Term Displays the term start and end tags that you selected on the
End Tag Correspondence Management Installation Setup page. The default
is double curly brackets: {{ }}.
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Term Syntax Displays instructional text explaining how to reference terms that
represent level zero and level one data

Context Selection
Context Name Select the component to use as the template context during the validation.
Template & Terms Information

Language, Template, To validate a template, select the template definition, its channel
and Channel (Email, Print, or All), and its language.

Note. Email, Print, and All refer to the Email, Print, or All channel
specified in the template’s definition. Thus, selecting All does not
validate any files associated with the Email or Print channel, but
only those specified with the All channel.

Subtemplate To vaidate a subtemplate, select the subtemplate to validate. Alternatively,
you can enter terms directly into the long text field that appears below the
Subtemplate field. Be sure to wrap terms in the appropriate start and end tags.

Resolve Click to resolve the template, subtemplate, or free-form text that you entered.

Additional Elements for Validation

At the bottom of the Validate Terms and Templates page, the system displays the results of the term
validation process. There are messages that show each term’s resolution method, display the value
if the term was resolvable, and display an error message if it was not.

Defining Template Categories and Types

90

This section discusses how to:

» Define categories.
» Associate categories with types.

Pages Used to Define Template Categories and Types

Page Name Object Name Navigation Usage

Categories & Types RBC_CATEGORY_SETUP Set Up CRM, Common Define categoriesto be
Definitions, Correspondence, | used for grouping similar
Categories & Types, templates and refining
Categories & Types template search resultsinthe

email workspace.

Associate Types RBC_CAT_TYPE_SEC Click the Typeslink of any Associate categorieswith
category on the Categories typesto subcategorize
page. templates.
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Defining Categories
Access the Categories & Types page.

Categories & Types
Category Details
Active |*Cateqory Mare Types ERMS Related

v Problem Types v ]j[
v Product Inquiry Types v ]j[
v Complaint Types | ]|
W |spam Types ™ i
™ Unsubscribe Types ¥ i}
v Reply Types v i}
" Order Inquiry Types r i}
v Case Inguiry Types v ]j[
v Inguiry Types r i}
v Close the Mail Types v ]j[

Add Category

Modified 01/22/2004 12:30PM PST JEDGAR

Categories & Types page

Active

Category Name

Types

ERMS Related

Select to activate the corresponding category and be able to useit when defining
template packages and searching for templates. Clear the check box if you
want to deactivate the category and its established relationship with its types.

Enter the name of the category. If you delete the category, a warning message
appears and advises that you inactivate rather than delete the category because
removing it may cause unexpected behavior to applications that use it.

Click to access the Category/Type association page, in which you
associate the category with types. A category can contain one or
more types; types subcategorize a category.

Select to use the corresponding category in the email workspace to
classify incoming email. The CRM system suggests a category to emails
automatically if the NLP system is set up and running. Agents can
manually select an appropriate category for emails as necessary. The
email workspace recommends actions and correspondence templates to
use for email replies based on the email category.

Associating Categories With Types
Access the Associate Types page.
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Categories & Types

Scanner

Deslget

Associate Types

Category Problem

Associate Types
*Tvpe Mame

Hardware

Software

Applicance

Misw 1| D

First

1-5 of 5

Last

B e 8 5

Add

Associate Types page

Type Name

Enter atype for the selected category. Type names must be unique. If you
delete atype from a category, the deletion pertains to that category only.

Defining Template Packages

This section discusses how to:

» Define package usages.
» Define packages.

» Clone a template package.

Pages Used to Define Template Packages

Page Name

Object Name

Navigation

Usage

Usage

RBC_DEFINE_USAGE

Set Up CRM, Common
Definitions, Correspondence,
Usage, Usage

Define groups of
componentsfrom which
templates can be used.

Template Package

RBC_DEFINE_PACKAGE

Set Up CRM, Common
Definitions, Correspondence,
Template Package, Template
Package

Define groups of templates
and wherethey can be used.

Clone Package RBC_CLONE_PKG_SEC Click the Clone Package Create anew template
button on the Template package by cloning an
Package page. existing one.

92
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Defining Package Usages
To define package usages, use the Usage component.
Access the Usage page.

Usage

Usage Name 360-Degree Wiew

Description Usage from 360-Degree View

Components

Market Component Mame Display Template ID Search Record Mare

Global RB_TD_360 INSTALLATION
modify Systemn Data

This object is maintained by PeopleSoft.

Date Created 10/24/2002 11:044M PDT PPLSFT
Last Modified 10/24/2002 11:044M PDT PPLSFT
Usage page
Description Enter a description, which appears in the drop-down list box where you

assign usages to specific template packages.

Market, Display Template  List all the components where this usage isvalid. To uniquely identify a

ID, and Component Name  component, enter both its market and its object name. When you enter this
information, the system displays the corresponding search record name. Enter
adisplay template ID if it is used to identify the component (for example,
the Case component), and set the value of the market to GBL.

Defining Packages
To define packages, use the Template Package component.
Access the Template Package page.
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Template Package
Package Details

*package Name RC! Case Status Report

*Description [Case Status Report

*Status | Active

*Language I English

*Security | Shared

Lf L

< Usages

Awvailable From
Usage | | |

ICaII Center - Helpdesk

ag

ICaII Center - Suppart

a7

[
[
=

===

IERMS Structured Email Response

a

Add Usage | | Add Al Usages

= Categories & Types

Category
Active | Category Mame

v

Case Inquiry

AdcModify associsted categaries

*Yalid From |08/13/2002
*¥alid Through |08/13/2012

7 workflow Template

i3]
&

Template Package page (1 of 2)

< Products & Product Groups
Product Groups

Mo Product Groups have been added.
Addtodify Product Groups

Package Contents

Cover LetterfEmail BndyIRC: Case Status Report

*PDF Dptions | Convert to POF Format

Package Keywords

[T Document

Templates

K1 1

Order |Template Marme | |PDF Options

| —

Add Template

Attached Files

Mo Files are uploaded faor this Termplate Package.
Upload a Mewy File

Clone

ﬂ Caonwvert to POF Farmat

Template Package page (2 of 2)
Package Details

The fields in this group box are similar to fields on the Template page.
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Status

L anguage

Security

Valid From and Valid
Through

Workflow Template

Usages

Usage

Add All Usages

Categories & Types

Add/M odify associated
categories

Types

Setting Up Correspondence Templates

Select Active or Inactive. Only active template packages are
available to end users.

Select the language for the package. When you add templates to a package,
you can select only templates for the selected language.

When a user selects a package, the system limits the package prompt
based on the language that the user selects.

Select Shared to make this package availableto al users. Select My Use
Only to make the package available only to its creator.

Enter a date range when the template package is available.

When you add templates to the package, you can select only templates
that are valid for the entire time the package is valid.

Select to specify the correspondence template package to be used
only by AAF to send email naotifications. Templates of this type of
package can contain terms that are resolved into data coming from
the component buffer, which doesn’t apply to manual notifications or
correspondence that are sent from CRM transactions.

Select the usage associated with the components from which
this package can be used.

Click to add all usages to this package. Even if a package is hot vaidin
all usages, adding all usages and then deleting specific ones facilitates
data entry for packages that are valid for most usages.

Click to access the Select Categories page, where you can add or remove
categories that are associated with the selected package.

Click the link to modify the association of the category with its types.
The link appears when you select at least one category.

Product & Product Groups

Add/Modify Product
Groups

Products

Package Contents

Cover Letter/Email Body

PeopleSoft Proprietary and Confidential

Click to access the Select Product Groups page, where you add or remove
product groups that are associated wit the selected package.

Click the link to modify the association of the product group with its
products. The link appears when you select at least one product group.
You establish the relationship between product groups and products
using the Product Definition component.

Select the template definition for the package's cover letter.

For the email channel, be sure that the cover letter is an internal text
template. The template's subject becomes the email subject, and the
template's body text is inserted directly into the email body.
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Document

PDF Options

Templates

Attached Files

Chapter 6

When defining packages for use on the Send Natification page or the Outbound
Email page, the cover letter must be the only template in the package.

Select to indicate the template package as a document. An example of a
document can be a troubleshooting guide or product brochure that can be sent
to customers as email response. In the email workspace, users can search for
documents, in addition to solutions, that help address the issue that is stated in
the email and include them in the email reply that they send to customers.

To make a document available for usein the email workspace, make sure
to add the ERMS Response usage to the template package.

Select Do Not Convert to PDF or Use PDF Format. This setting appliesto the
Correspondence Request page, but not to manual notifications. This setting
appliesto both email and print correspondence. For email correspondence, this
setting controls the format of the attachments in the email as well as the format
used to store the merged correspondence in the PeopleSoft system.

This field appears next to each file in the package, including the cover letter
template, other templates, and static files. However, if the cover letter’'s
template for the email channel is an internal text template, and if thisis the
first package in the correspondence request, the text of the internal text
template becomes the email body text and is not converted to PDF.

If you do not permit users to set PDF options at the package level, the
field is not editable and the value is determined by the settings in the
Correspondence Management Installation Setup page.

Select the template definitions to be included in the package, and enter
seguence numbers to order templates within the package.

This grid lists the static files (not templates) to be included in the
package. The file nameisalink that you can click to view the file
content. Use the Upload a New File button to add items to this grid, the
Replace button to substitute a new static file for an existing one, and
the Remove button to remove an item from the grid.

Packages that include static files are not available from manual notifications,
only from the Correspondence Request page.

Additional Element for Cloning Templates

Clone

See Also

Click to access the Clone Package page, where you can create a
new template based on the current one.

PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “Managing
Email,” Solution and Document Search

Cloning a Template Package
Access the Clone Package page.
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Clone Package

Mew Package Mame

Clone Package page

New Package Name Enter a name for the package to be created, and then click the OK button.
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Sending Manual Notifications

This chapter provides an overview of manual notifications and discusses how to:

* Send manual notifications from CRM transactions.
* Look up addresses and set delivery options.

Understanding Manual Notifications
This section discusses:
* Notification modes.
* Notification addressing and delivery.
» Templates and terms.
» Approval processing.

Interactions and subinteractions.

Email tracking.

Notification Modes

The term manual notification refers to notifications that you compose and send from the Send
Notification page. It does not include correspondence that you send from the Correspondence
Request page, nor does it include automated notifications.

Throughout this PeopleBook, the term Send Notification page refers to any of the pages accessed
using the Send Notification toolbar button (in some cases it’s called Notify). Thisicon appearsin
the toolbar of most CRM transactions components. The page that this button displays has different
names in different contexts, but operates the same regardless of its title.

El This is the Send Notification button that appears in the toolbars
of various components

Ad Hoc and Email Response Modes
Manual notifications have two modes:

* Ad hoc notifications.

These are notifications that the user originates on the Send Notification page; they are not continuations of

any existing email thread. When you send an ad hoc notification to yourself, it is considered a reminder.
» Email replies.
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This mode is available only if you license PeopleSoft M ultichannel Communications, which provides an
email response management system (ERMS). This mode allows you to send emails from transactions
and these emails can either be responses to emails (processed by ERMS) that are associated with
transactions, or brand new emails with no thread association with any existing emails. In the first
scenario where you are responding to an email that from a transaction that the email relates to, the
Response page of the email workspace is used. In the second scenario in which you are sending

an email from a transaction, the Outbound Email component is used.

ERMS doesn’'t use the Send Notification page for sending email response. Instead, the page is used to
display emails in the read-only mode when users select Notify type entries from their worklists. For
more information on the email response management system, the email workspace and the Outbound
Email component, refer to the documentation on multichannel applications.

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

Notification Pages

To send a manual notification, the sender accesses the Send Notification page from a component that supports
notifications, then composes, addresses, and sends the notification. Although the basic interface used for
manual notifications is the same throughout PeopleSoft CRM, different parent objects have different Send
Notification pages. The following table lists the Send Notification pages found in the system.

Page

Parent Component

RA_ADHOC_EMAIL

Campaign Details

RA_CONTENT_ADHOC Campaign Content
RA_LIST_ADHOC List
RA_OFFER_ADHOC Offer

RB_EM_IB ERMS

RBI_ADHOC_EMAIL

Task, Claim, Client At Risk, Product of Interest, and Household

RBI_EMAIL

First Notice of Loss (FNOL)

RC_ADHOC_EMAIL

Case(all versions)

RD_CALLRPT_ADHOC

CDM (customer datamodel) call report

RD_EMAIL_CNTCT

CDM (My Contacts)

RF_RMA_ADHOC_EMAIL

Return materials authorization (RMA)
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Page Parent Component
RF_SO_ADHOC Service Order and My Service Order
RF_SVC_ADHOC_EMAIL Service
RG_ADHOC_EMAIL Change request
RI_EMAIL 360-Degree View
RQ _DF ADHOC_EMAIL Defect
RQ_FX_ADHOC EMAIL Fix
RSF_LE_ADHOC_EMAIL L ead (send sel ected notesfeature)
RSF_LEAD_WORKLIST Lead
RSF_OP_ADHOC_EMAIL Opportunity (send selected notes feature)
RSF_OPP_WORKLIST Opportunity Details

Note. PeopleSoft CRM manual notifications are different from PeopleTools manual notifications. To prevent
the simultaneous use of two different notification mechanisms, the delivered CRM roles do not give users
access to PeopleTools notification functionality. Also, PeopleTools notifications are explicitly disabled in the
components that support PeopleSoft CRM manual notifications. This ensures that the PeopleTools Notify
button will not appear in these components even if you choose to give users access to PeopleTool s notifications.

Notification Addressing and Delivery

This section discusses how manual notifications are addressed and delivered.

Delivery Channels

Manual notifications can be sent to email addresses or worklists. Email is sent through your
organization’s email system. You will not necessarily receive failed email error messages if your
SMTP server is down or if there is a delivery failure on the recipient’s side.

Available delivery channels vary according to the recipient type:
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Recipient Type

Email

Worklist

Workers

Availableonly if the person hasa
primary email address.

Availableif theworker hasauser ID.

For aperson’sworklist notificationsto be
delivered correctly, the person ID must be
associated with only one user ID, and the user
must have security accessto the Worklist

page.

Customers (contacts)

Availableonly if the person hasa
primary email address.

Not available.

Provider Groups (groups
of workersin PeopleSoft
Integrated FieldService or any
of the call center applications)

Availableonly if the provider
group definition specifiesagroup
email address.

Availableonly if the provider group
definition specifies agroup worklist.

Sale Teams (group of workers

Availableonly if the Sales Team

Not available (because salesteams are not

of contactsdefined for
PeopleSoft application user
and used for CDM objects).

group definition specifiesan
individual email address. The
concept of group email address
doesn’t apply.

in PeopleSoft Sales). member definition specifiesan associated with group worklists).
individual email address. The
concept of group email address
doesn’t apply.
Contact Group (group Availableonly if the contact Not available (because contact groups are not

associ ated with group worklists).

Fully qualified email
addresses.

Alwaysavailable.

Not available.

Workers and provider groups, who can receive notifications by email or worklist, can set a
preferred notification method: email, worklist, or both. The preference controls the default
delivery channel for notifications addressed to that worker or provider group. The sender of a
notification can override this default in the Delivery Options page.

The ability to address a notification to a group is context-dependent:

* Provider groups can receive notifications only from cases and service orders.

» Sdles teams can receive notifications from only leads and opportunities.

» Contact group members can receive notifications from only call reports or the contact list.

Note. Notifications that are addressed to groups are delivered to a group email address
or group worklist. If the Use Members to Broadcast option is selected, the system sends
additional notifications to individual group members as well.
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Recipient Selection

You can aways enter recipient information manually by typing the recipient’s name into the Enter
Recipient field. For people, enter a full (in this format: first name last name) or partial person name,
full or partial email address, or person ID (not auser ID) to perform the recipient search. In addition,
based on the transaction from which the recipient search, you can send notifications to groups that are
available in the CRM system. This includes sales teams for leads and opportunities, provider groups
for cases and service orders, and contact groups for call reports and contact lists.

The search validates that the person exists and has a valid email address to which the notification
is delivered (otherwise it becomes a worklist notification).

When you search for a person or group (provider group, sales team, or contact group) by entering
a name in the corresponding field, the search performs these steps:

» Determine which delivery channels are available for each person and group.
The default preference can be set up in the Worker and Provider Group components.

Set default delivery channels for workers and provider groups.

» Look up email addresses for people, provider groups, sales teams or contact groups
based on which one of them is being searched.

» Look up group worklists for provider groups.

When you send an email natification, the system populates the From address with the sender’s email
address that is specified in the Correspondence Management Installation Setup page.

Primary Recipients

Although notification can be addressed to multiple recipients, two aspects of notification
process require the identification of a primary recipient:

 |nteraction creation.

See Chapter 7, “Sending Manual Notifications,” Interactions and Subinteractions, page 106.

» Resolution of recipient-based terms in correspondence templates that you apply.

See Chapter 7, “Sending Manual Notifications,” Templates and Terms, page 104.

In most contexts, a notification’s primary recipient is a customer (a contact or a consumer). However, from
the context of a help desk case, the primary recipient is either the case contact or alternate contact.

Only recipients whose forwarding option is set to To (and not those designated for the CC or BCC option)
can be primary recipients. If a notification does not have any recipients who meet the primary recipient
criteria, then the system does not create an interaction, and recipient-based terms are not resolved.

The system assigns primary status to the first eligible recipient it finds. (Thisis the first externa
recipient unless the notification is being sent from a help desk case, in which case it’s the contact or
alternate contact.) The system evauates recipients in the following order:

1. The system looks at names whose delivery options is set to To in the order in which they appear.

2. The system prepopulates the recipient grid with people and group from the context of the
transaction based on the application logic. For example, if you initiate a manual notification for
a case or service order, the recipient grid lists the contact, the assigned to agent and provider
group if the information is available from the transaction.

3. The system looks at fully qualified email addresses (in the format address@service.domain)
and attempts to match the address to exactly one person.
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Templates and Terms

Manual natifications, like correspondence requests, support the use of correspondence templates to
generate the text of your communication. However, there are differences in how manual notifications
and correspondence requests handle template-based correspondence. This section describes how
templates and terms work in the context of a manual notification.

Template Selection

Templates are not required in manual notifications,; you can enter free-form text instead
of (or in addition to) template-based content.

When using templates in manual notifications, template selection is restricted based on:

» The channel, which is always assumed to be email (never print).
» The package's usages and the context from which the notification is being sent.
» The templates in the package.

Package selection is limited to packages that contain a single internal text template and no other
templates or static attachments. (The presence of print-only templates in the package do not affect
its availability; only templates that apply to the email channel are evaluated.)

Users can add attachments to notifications, but not by applying a template package.
» The user’s language.
The Send Notification page is accessed from various CRM transactions. From this page, you can select
packages that are usable from the transaction from which you accessed the page.

Template Application

After you select a template package, you must click a button to apply it. This enables you
to avoid applying a template that you accidentally select.

If the Subject field is empty when you apply a template, the template’s subject text is applied. Thereis
always default subject text for email replies, so template subjects are not used for email replies unless
the agent manually deletes the existing subject before applying the template.

You apply template packages one at atime; each time you apply a package, the text is added to the
existing body text. The position of the newly added text can vary:

* If you do not license PeopleSoft Multichannel Communications, the system adds the
new template text at the end of the message.

* If you license PeopleSoft Multichannel Communications, the location of the newly added template
text depends on how you configure the System Installations page for ERM S:

- If the system setting is for the email history to be at the end of the email, new
template text is applied at the top of the message.

- If the system setting is for the email history to be at the beginning of the email, new
template text is applied at the end of the message.

Note. PDF settings for templates do not apply when using templates in manual notifications.
The system aways adds template text directly to the email body.
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Term Resolution

When applying a package in a manual notification, the system immediately resolves any terms in the
template. Immediate resolution enables you to see the final text of the notification before you send it.
The system uses the primary recipient to resolve recipient-based terms. All other recipients, whether
specified as To, CC, or BCC recipients, get copies of that same version of the message.

For example, if atemplate that is applied to a lead-related notification begins with Dear {{Salutation
Code}} {{Last Name}}, and if Brian Cooper is the first external customer (and therefore the
primary recipient) specified for To option, and then lists Tina Miller and Stuart Fletcher, then

all copies of the message will begin Dear Mr. Cooper. If Brian is not an external customer, but
Tina is, then all copies of the message will begin Dear Ms Miller.

If you change the recipient list after applying a template, the system does not update the terms
based on the new primary recipient unless you reapply the template.

Note. If the notification isinitiated from aCDM transaction, you can choose to send a personalized notification
to each selected recipient (terms in the template are resolved based on each recipient’s data), or send a
personalized notification to the primary external recipient and send a copy of it to other selected recipients.

Approval Processing

If you designate an approver for a specific user, the system does not give that user the
option to send manual notifications. Instead, the user submits the notification for approval,
which starts the following sequence of events:

1. The system sends a notification to the approver’s Action Request worklist, notifying the
approver that the original notification needs to be reviewed.

2. The approver drills into the worklist entry to navigate to the Outbound Email component.
3. The approver optionally modifies the notification.

The approver can modify the email subject and message text, but not the addressee list or delivery
options. The approver isthe only one with the ability to edit the email; other users who navigate to
the pending notification using the menu see a non-editable version of the component.

4. The approver either approves or rejects the notification.

The Approve and Send and Disapprove buttons appear only when an approver reviews
a notification that has been submitted for approval.

5. If the approver approves the notification, the system sends the notification according
to the specified delivery options.

6. If the approver rejects the notification, it is canceled and the original creator
receives a notification to this effect.

Users can still access the notification using the Search for Outbound Email page, but neither the
original author nor the approver can modify or send rejected notification.

See Also

Chapter 4, “Defining General Settings for Correspondence,” Specifying User Settings, page 42
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Interactions and Subinteractions

Sending a notification to a customer is considered an interaction. The notification text becomes the
detail data for the interaction that the system creates, and the transaction from which the notification
was sent becomes a subinteraction. When you view email details in the Outbound Email page,

the related objects grid lists the subinteractions associated with the email.

The system creates a maximum of one interaction for anotification. The interaction is associated with the
primary recipient, the same one who is used as the basis for resolving recipient-based terms. In most contexts,
thisisthefirst external recipient (which can be acustomer contact or aconsumer) specified for the To forwarding
option. From help desk cases, thisis contact or alternate contact, whichever one appearsfirst in the To field.

When you reply to an inbound email or send a notification from a transaction, and you modify the recipient
in the To forwarding option (either manually or by using the Look Up Recipient link), the system identifies
the primary recipient and associates it with the interaction that is created for the notification.

If there is no primary recipient (for example, if you send a case-related notification to the agent who
is assigned to the case), then the system does not create an interaction.

See Also
PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with I nteractions’
Chapter 7, “Sending Manual Natifications,” Notification Addressing and Delivery, page 101

Email Tracking

The system uses the Notification page to display the full text of a notification after it is sent (in read-only
mode). In addition to accessing manual notifications that are sent to you from the worklist, you can view them
using the Outbound Email component from the menu. If the system created an interaction, you can also

drill into the Outbound Email component from the interaction lists that appear in various places.

Also, when you send notifications from a case, the system creates an entry in the case history. Agents
viewing the case history can drill down to the Outbound Email component to view the naotification
content. The case history row is set to be visible to internal users only. Case notifications are the
only type of notifications that are saved to a component-specific history table.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with I nteractions’

Sending Manual Notifications From CRM Transactions

This section discusses how to send a manual notification in ad hoc mode.
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Pages Used to Compose a Manual Notification

Sending Manual Notifications

Page Name

Object Name

Navigation

Usage

Send Notification

RA_ADHOC_EMAIL,
RA_CONTENT_ADHOC,
RA_LIST_ADHOC,
RA_OFFER_ADHOC,
RB_EM_OB,
RBI_ADHOC_EMAIL,
RBI_EMAIL,
RC_ADHOC_EMAIL,
RD_CALLRPT_ADHOC,
RD_EMAIL_CNTCT,
RF_RMA_ADHOC_EMAIL,
RF_SO_ADHOC,
RF_SVC_ADHOC_EMAIL,
RG_ADHOC_EMAIL,
RI_EMAIL,

RQ_DF ADHOC_EMAIL,
RQ_FX_ADHOC_EMAIL,
RSF_LE_ADHOC_EMAIL,
RSF_LEAD_WORKLIST,
RSF_OP_ADHOC_EMAIL,
RSF_OPP_WORKLIST

El Click the Send
Notification button or link in
the component from which
you are sending an ad hoc
notification.

Send ad hoc notifications or,
if youuse ERMS, reply to an
inbound email.

Sending a Manual Notification in Ad Hoc Mode
Access the Send Notification page.

My Contacts

Recipients

| T S
[T B

Send Motification

Ta C | BCC Mame
MasoN ORELLAMA

ALEX ASH

Enter Recipient

Delivery Information

Ermail Address

From (Customer_Support@demo.com

crrnga@yahoo.com

o)
559 i
1001 I}

Select Select Cortact Group

¥ Attach URL to Email Recipients

*Worklist Priority I Mediurm

;I Celivery Options

Worklist Actinnl

=

*Delivery Methudlﬂend personalized email to each person

=

Send Notification page (1 of 2)
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Message Contents

Email Template

Subject

;l Apply Template Mote: Templates will be populated with data
frorm the first external recipient.

Message

T¢

Attachments
Mo Attachrnent.

Uplozdd an attachment

Send Return to My Contacts

Send Notification page (2 of 2)

The appearance of the page varies depending on the component from which you accessed the page. In
particular, if atoolbar appears, its contents are specific to the originating component. Any other differences
are cosmetic; the page elements described in this section works the same in all situations.

Recipients

To, CC (carbon copy), and
BCC (blind carbon copy)

Enter Recipient and Select

Select Provider Group,
Select Sales Team and
Select Contact Group

Delivery Information

From

Attach URL to Email
Recipients

Specify the forwarding option for each recipient on the list. If
there are multiple recipients, add them to the list one by one using
the Enter Recipient and Select fields.

You can always address notifications to people; enter names in the format First
Ladt, or enter person IDs (not user IDs). Similarly, you can look up recipients
by entering email addresses in the format address@ser vice.domain.

Enter the email address, person ID or name of the recipient in the Enter
Recipient field. You can enter partial information and click the select button
to access the Search for Recipients page, where you can search for and
select notification recipients. The system will check for duplicates and
issue a warning message if there are duplicate recipients.

Click to access the lookup page for corresponding groups, where you can
search for and select notification recipients. The Select Provider Group button
is available for cases and service orders. The Select Sales Team button
appearsif the transaction from which the notification is initiated is leads or
opportunities. Similarly, if the transaction from which the notification is
initiated isa CDM transaction, it changes to Select Contact Group.

Enter the email address to be used as the From address for any
notifications sent by email. You can set up context-dependent
default values on the Agent Setup page.

Select Yes to include a URL to the transaction where you initiated the
notification. Select No to prevent the email from including a link. Worklist
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Worklist Priority

Delivery Method

Delivery Options

Worklist Action

Message Contents

Email Template and Apply
Template
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notifications always provide links to the originating transaction, so this
setting has no effect on worklist notifications.

The URL will go to a different component if the URL Setup
page is so configured.

Indicate the priority of the notification: High, Medium, or Low. If
the notification is sent to a worklist, the recipient can see the priority;
email notifications do not use this field.

Note. This field only appears when you send a notification from a
CDM object, for example, My Contacts.

Indicate the notification delivery method:

* Send personalized email to each person.

Select this option to send a personalized notification to every individual
recipient. For each personalized notification, the system resolve template
terms based on each recipient’s data. You can view the template that is
used to create the notifications in the Message field. The actual message
is processed behind the scene after you have sent it.

» Send to first external person and CC others.

Select this option to send the notification that is composed using data of
the first external recipient to everyone in the recipient list. Thisisthe
standard manual notification which you can click the Apply Template
button to preview the actual message before sending it.

Click to access the Delivery Options page, where you can set the
delivery date and time, and you can review and change the delivery
channels to be used for each addressee.

Note. If arecipient’s datais incomplete, it's possible that there is no
default delivery channel. When this occurs, the system does not send the
notification to that person. To avoid this error, always verify the settings
in the Delivery Options page before sending the notification.

Select the action that you want the recipient to take. Select from the values that
you set up in the Action Request page. If the notification is sent to aworklist,
the recipient can see the request; email notifications do not use this field.

Optionally select a correspondence template package and apply it. Because
of restrictions on which templates are available for selection, the selected
template package always contains exactly one internal text template. When
you apply the package, terms in the template are resolved based on the first
external recipient in the To field, and the content of the templateis inserted
into the Message field. If you do not license PeopleSoft Multichannel
Communications, the system appends the new text at the end of the message.
If you do license PeopleSoft Multichannel Communications, the position

of the new text depends on your ERM S system settings.
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Subject

M essage

Attachments

Chapter 7

See Chapter 7, “Sending Manual Notifications,” Templates
and Terms, page 104.

Enter the subject of the notification. If the subject is empty when
you apply a template package, the subject from the internal text
template in the package is entered here.

Enter the message text. Asyou apply template packages, the system
concatenates existing text with newly applied template-based text.

If you have a custom signature (defined on the Worker - Signature page),
the signature text appears in the message. You can maodify or delete
the signature text as you compose the message.

This grid shows any files that you upload as attachments. When the notification is
sent, the email attach to this notification.

Note. The system does not deliver attachments to worklists, only to email addresses.

File Name

Upload an attachment

Displays the attachment’s file name. The name is a link; click
it to view the attachment.

Click to add an attachment to this notification. You will be prompted to
select afile from alocal or network location. The system then uploads
the attachment to the CRM attachment server.

Additional Notification Elements

Send

Return to <the originating
transaction>

See Also

Click to send or schedule the notification, depending on the
delivery options you selected.

Clicking the link returns you to the page from which you accessed
the Send Notification page. The exact text of thislink varies
depending on the originating page.

Chapter 4, “Defining General Settings for Correspondence,” Specifying User Settings, page 42

Chapter 4, “Defining General Settings for Correspondence,” Redirecting Links, page 43

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

Looking Up Recipients and Setting Delivery Options

This section discusses how to:

» Search for recipients.

» Look for provider groups.

110
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Look for sales teams.

Look for contact groups.

Set delivery channels and time.

Pages Used to Look Up Recipients and Set Delivery Options

Page Name Object Name Navigation Usage

Search for Recipients RB_WF_RECIP_NOTFND Click the Select button on Search for an email address
the Send Notification page for the notification.

after entering recipient
information. This page
appearsif the system returns
no or multiplesearch results
for the name or email address
that users entered as search
criteria. Usethispageto
select aspecific recipient or
refine search by entering a
first and last name.

Select Provider Group RB_WF_LOOKUP Click the Select Provider Search for aprovider group

Members Group button on the Send for the notification.
Notification page.

Select Sales Team RB_WF_LOOKUP Click the Select Sales Search for asalesteam for
Team button on the Send the notification.

Notification page.

Select Contact Group RB_WF_LOOKUP Click the Select Contact Search for acontact group
Group button on the Send for the notification.
Notification page.

Delivery Options RB_WF_DEL_OPT Click the Delivery Options | Schedule the notification,
link on the Send Notification | and review and modify the
page. delivery channel for each

recipient.

Searching for Recipients
Access the Search for Recipients page.
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Send Notification

Search for Recipients

Select from List or Enter Search Criteria and Press Search

First Name |P Last Name km
Search
k]

Select Recipient Custamize | Find | e First 1-3of3 Last
First Mame Last Mame jin] Email &ddress Select
Paul Smidicarnp 400238 psmidicarnp@premium_psft.com Select
Paul Smith 400432 crrngacrtest@yahoo.com Select
Paula Srith a4 psmith@:xxx.com Salect

Skip Cancel and Return to Send Motification

Search for Recipients page

Select from List or Enter Search Criteria and Press Search

First Nameand Last Name  Enter afull or partia first or last name. For example, enter J
(either uppercase or lowercase) in the Last Name field to find all
last names that begin with that |etter.

Search Click to display alist of people or groups that match the search criteria
and, depending on the type of person, that belong to the appropriate setlD.
(Workers are not setlD-driven; contacts and consumers are.)

Select Recipient

First Name, Last Name, Displays the name and 1D information that meet the search criteria.
and ID
Email Address Displays the email address to which email notifications will be sent. For

people, thisis the person’s primary email address; groups can only have one
email address. If no email address appears, then this recipient cannot receive
email notifications. The recipient may be able to receive worklist notifications,
but you cannot tell based on the information in the search results grid. You
must go to the Delivery Options page to confirm possible routing options.

The Search for Recipient page appears, if the email address that you enter
belongs to multiple recipients. Select the appropriate recipient from the page.

Select Click to include the recipient in the To field of the notification.

Looking Up Provider Groups

Access the Select Provider Group Members page.
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Addd Selected to Recipient List

Select Provider Group Members

Enter as much information as vou know about the person OR group and click Search.

N
Customize | Find | e First 1-2 of 2 Last
To CC | BCC|Group Mame jin] Cescription
[T I I appliances Eastern APLE
[T I T appliances Western APL
Provider Group |4 Search

Cancel and Return to Send Motification

Select Provider Group Members page

If you select a provider group as a recipient, the notification is sent to the provider group’s email address.

To, CC (carbon copy), and
BCC (blind carbon copy)

Provider Group

Search

Select one of these check boxes to identify who to include in the notification’s
to, cc, or bec options. The selected provider group is added to the recipient
list when you click the Add Selected to Recipient List button.

When sending a notification from a case or service order, you can address the
notification to a provider group. Enter afull or partial group name.

Click to display alist of groups that match the search criteria

Looking Up Sales Teams
Access the Select Sales Team page.

Select Sales Team

Addd Selected to Recipient List

Enter as much information as you know about the person OR group and click Search,

N
Customize | Find | |_—| First 1-2 of 2 Last
To CC BCC| GSroup Mame jin] Cescription
T T T ATLANTIC MultiBU ATLANTIC TEAM
[T T I aAppliance Sales - West Region APPL-WESTERM
Sales Team A

Cancel and Return to Send Motification

Select Sales Team page

If you select a sales team in the recipient list, members of the sales team are populated to the
recipient list and the notification is sent them individually.

To, CC (carbon copy), and
BCC (blind carbon copy)

Sales Team

PeopleSoft Proprietary and Confidential

Select one of these check boxes to identify which sales team to include in
the notification’s to, cc, or bee forwarding option. The people included
in the selected sales team are added to the recipient list when you

click the Add Selected to Recipient List button.

When sending a notification from alead or opportunity, you can address the
notification to a sales team. Enter afull or partial team name.
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Search Click to display alist of salesteams that match the search criteria
Looking Up Contact Groups
Access the Select Contact Group page.
Select Contact Group
jin)
Customize | Find | T——I First 1-3of 3 Last
To [MName jin] Description
[T west Coast Sales 1 West Cost Sales Group
[T Asia Pac z fsia Pac Sales Team
[T East Cost Sales 3 East Coast Sales Group
Add Selected to Recipiert List Cancel and Return to Send Motification
Select Contact Group page
Select the contact groups to which the notification is sent using the To forwarding option. CC
and BCC are not applicable to sending notification from CDM objects.
Setting Delivery Channels and Time
Access the Delivery Options page.
Send Notification
Delivery Options
Edit vour notification delivery options below, Click OK when vou are finished.,
¥iew Template
Recipient Options
Recipient 1D Worklist Email
i} JOSEPH BARTLETT 583 r I~
Motify When
Delivery Time: ¥ send Now
i send Later Date E‘J (example: 12/31/2000)
Time (example: 3:25 PM or 15:25)
Ok, Cancel and Return to Send Motification

Delivery Options page
Recipient Options

Worklist Select to send the notification to the addressee’'s worklist. If the addressee

does not have a user 1D or a group worklist, then the addressee cannot
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Email

Delivery Time

Send Now

Send L ater
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receive worklist notifications and the check box is not available. The
letters N/A (not applicable) appears in its place.

Worker and provider group definitions include notification preferences
that control the default setting. Other types of recipients cannot
receive worklist notifications.

Select to send the notification to the addressee’s email address. If the
addressee does not have an email address on record, then the addressee
cannot receive email notifications and the check box is not available. The
letters N/A (not applicable) appears in its place.

Worker and provider group definitions include notification preferences
that control the default setting. Because other types of recipients can
receive only email notifications, the default is for this check box to be
selected unless there is no valid email address.

Select to send the notification as soon as you click the Send button
on the Send Notification page.

Select to schedule the notification for the future, then enter the
scheduled Date and Time.

This functionality can be used to send yourself reminder notifications.
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Sending Correspondence

This chapter provides an overview of correspondence creation and discusses how to:

* Create correspondence
» Access saved correspondence requests

Understanding Correspondence Creation
This section discusses:

» Correspondence requests
» Correspondence request parameters
» Personalization

Interactions

Automated correspondence requests

Notifications and process failures

Correspondence Requests

To send correspondence, users create correspondence requests. These requests define the recipients,
the content, and the delivery information for the correspondence. Users can create correspondence
requests from various transactions such as cases, leads, opportunities, and marketing lists. Users
can also create correspondence requests from the 360-degree view.

The content referenced by a correspondence requests always comes from templates. Templates include
a combination of static text and terms, which represent data from the PeopleSoft system. The system
merges the template with actual CRM data to create the correspondence documents. Settingsin the
Correspondence Management Installation Setup page control whether users can view and modify both
the premerge templates and the postmerge documents. Additional settings control whether the system
converts print documents and email attachments to PDF files before delivering them.

See Chapter 6, “Setting Up Correspondence Templates ,” Runtime Template Handling, page 65.

When all correspondence request parameters are set, users submit the correspondence request for merging
(unless the user previewed the correspondence, in which case the merge is already complete) and for
delivery. Délivery refers to sending an email or printing the documents. For printed correspondence,
delivery is considered complete once the printing is done. Delivery of the print documents (by mail,

fax, courier, or any other method) is completely external to the system and is not tracked.
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Both merge and delivery can be scheduled for future dates and times. However, because
previewing requires the system to perform the merge process immediately, any merge date
and time that the user enters is ignored if the user previews.

Chapter 8

Note. The merge process actually consists of two phases. a data extraction phase and a merge phase.
these two phases always occur together, they are known collectively as the merge process.

Because

Access the Create Review and modify
Correspondence page. recipient information.

Select the channel
(email or print).

Define content

Optionally modify (template-based

template content.

and static).
Set merge and Preview and optionally
delivery dates modify merged
and times. correspondence.

Submit for merge

and delivery. Submit for delivery.

Creating a correspondence request

Correspondence Request Parameters

This section discusses the parameters that users set when creating correspondence requests.

Recipient Information

The component from which the correspondence is generated sets the list of recipients. Users cannot add

new recipients to the list, but they can choose a subset of recipients to include in the request.

Each recipient is associated with an email address and a mailing address. The default addresses are

typically the recipients primary email and mailing addresses, but if there is a transaction-specific address

(for example, an email address associated with a case), that is used as the default instead.
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Except when correspondence is sent from a marketing list, users can review and modify name and address
information for all recipients. Changes to recipient information are limited to a single correspondence
request; the system does not make any changes to the data in customer or worker records.

Delivery Channels

Users choose whether to print the correspondence documents or send them by email. If any recipients do
not have an email address, the system displays an error message when the user submits the request.

An invalid printer or email address does not cause an error when the correspondence is submitted. All
error handling related to invalid email addresses is managed by your email system; error handling related
to invalid printers is managed by the operating system of the Process Scheduler server that is associated
with the printer. The PeopleSoft system has no access to information about these errors.

Correspondence Content
Correspondence content consists of two types of documents: templates and static attachments.

Templates are exposed to users through template packages that contain one or more templates. When you
define template packages, you specify its usage, which controls components from which the template is
available. For example, general-purpose templates might be available from all transactions and from the
360-degree view, while sales-related templates would be available only from leads and opportunities.

Individual templates are tagged to show whether they are used for print correspondence, email
correspondence, or both. Based on the channel for the entire correspondence request, the system selects
the appropriate subset of templates from the packages that the user selects.

For email correspondence, at |east one of the template packages must have a cover letter based on an internal
text template. Thistemplate provides the email subject and body text (all other templates become email
attachments). If there is no cover letter, the correspondence is invalid. If the cover letter has no subject
text, the user receives an error message. Users can correct the error by personalizing the cover letter
template to add subject. (If your system settings do not permit personalization, the user’s only option

is to reconfigure the request so that it includes a package with an acceptable cover letter.)

Static attachments do not include terms and do not go through the merge process. They are sent to the recipients
as-is. For example, product brochures that do not require personalization would be sent as static attachments.

Template packages can contain static attachments as well as templates. Users can also add static attachments
directly to a correspondence request. Adding static attachments involves uploading the attachment to the
system; users cannot access static attachments that have already been uploaded. Therefore, add shared
attachments to packages so that users do not have to upload additional copies of documents.

Personalization

Because correspondence requests are always template-based, they are ideal for standardized communication.
Yet you can still allow individual users to personalize specific communications. Use the Correspondence
Management Installation Setup page to configure the system to permit or disallow personalization options.

Users can personalize the content of a specific correspondence request at two points. before or after the
merge process. Before the merge process, users personalize templates. Personalization before merge
affects all recipients. After the merge process, users personalize the merged documents. Changes made
after merge allows users to personalize the correspondence for each recipient.

The personalization interface depends on whether the template or its resulting document is an external
file (such as a .txt file or a Microsoft Word .dot file) or an internal text template.
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For external files, users personalize the template or document by uploading a replacement file.
If you configure the system to permit downloads, users can download the original document,
modify it locally, and then upload the modified document. However, if you permit users to
replace files, there are no restrictions on what they can upload.

For internal files, users click the file name to access a PeopleSoft page that displays the document text. Users
can edit the text directly. The same page is used to display premerge template content and merged documents.

When replacing templates, be sure that the replacement file includes only valid terms and that users do
not modify the term references unless you have given them adequate training. Term references in merged
documents have already been resolved, so replacing them does not present arisk of corruption.

See Also

Chapter 5, “Defining Settings for Template-Based Correspondence,” Defining System
Settings for Template-Based Correspondence, page 50

Interactions

Correspondence, like other forms of communication, is tracked within the PeopleSoft system as an
interaction. The system creates the interaction as soon as the correspondence is submitted, even if
it will not be delivered until a future date. This immediate tracking ensures that whoever reviews

customer interaction is aware of scheduled future correspondence.

When drilling into an interaction for a correspondence request, users access the Correspondence
Request page, which displays detailed information about the correspondence, including its status,
which indicates whether the correspondence has been sent.

If the correspondence is cancelled before delivery, or if the delivery processfails, the interaction is deleted.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with I nteractions”

Automated Correspondence Requests

Certain transactions invoke correspondence management functionality to support specific operations.

In PeopleSoft Order Capture, order and quote confirmations are created and delivered using the
correspondence request architecture, as are proposals that are sent from PeopleSoft Sales. This means
that the system creates the correspondence request and sets all of the options that a user would otherwise
set manually: everything from the correspondence templates and recipient list to the correspondence
channel and delivery schedule. To change the text or format of an order confirmation, quote confirmation,
or sales proposal, you need to modify the appropriate correspondence template.

Because the system sets al of the correspondence parameters, the Correspondence Request page
never appears and users may be unaware that these communications use the same framework as
manual correspondence requests. However, automated correspondence requests, like manual ones,
are accessible through the Search Correspondence Request page.

Note. The documentation for applications that incorporate automated correspondence requests describes the
conditions under which the request is generated and describes the settings associated with that correspondence.
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Notifications and Process Failures

When a user previews or submits a correspondence request, the system sends the request to a Process
Scheduler server where the merge and delivery processes run. Because the merge and delivery
processes take time, users may not want to wait in the Correspondence Request component for the
processes to be completed successfully. Therefore, you can configure the system to send notifications
to the sender’s worklist when the merge or delivery process ends.

These notifications are configured on the Correspondence Management Installation Setup page. Choose
whether to send notifications only when a process fails, only when a process is completed successfully,
always, or never. There are separate notification settings for the merge and delivery processes.

To view correspondence-related notifications, users select Corresp Mgmt Worklist (correspondence
management worklist) in the Transaction drop-down list box on the Worklist page.

Note. Correspondence requests entries in a user’s worklist represent correspondence
sent by the user, not to the user.

When either the merge or delivery process for submitted correspondence fails, users cannot resubmit

the same correspondence request. However, users can clone the failed request with all or some of the
recipients. The system displays the newly created clone in the Correspondence Request page, where users
can refine the request as necessary (including recreating any personalizations to the template or the merged
correspondence) and then resubmit it. This enables users to easily reattempt failed correspondence.

See Also
Chapter 3, “Setting Up and Using Worklists,” page 19

Chapter 5, “Defining Settings for Template-Based Correspondence,” Defining System
Settings for Template-Based Correspondence, page 50

Creating Correspondence
This section discusses how to:

* Create a correspondence request.

 Edit the recipient list.

* Edit recipient addresses.

* Personalize templates before merging.

» Personalize internal text templates.

* Preview and personalize merged documents.

» Review correspondence that has been submitted.

* Personalize documents that are based on interna text templates.
* Review recipient error logs.
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Pages Used to Create Correspondence

Page Name Object Name Navigation Usage
Correspondence Request RBC_REQST_FORM » Clickthe EI;E Define correspondence
(correspondence) content and send
toolbar button or other correspondence.
component-specific
buttonin any

correspondence-enabled
component. Usethis

navigation to create new
correspondence requests,
but not to access existing
correspondence requests.

 Correspondence, Manage
Correspondence, Search
Correspondence Request

=13
Click the |-_|I§|
(detail) buttonfor a
correspondence request
whose statusis In Process.
Usethisnavigation
to access existing
correspondence requests,
but not to create new ones.

Correspondence Request - | RBC_CANCEL_SEC Click the Cancel buttonona | Confirm arequest
Cancel page Correspondence Request cancellation.
page.
Correspondence Request - | RBC_REQST_RECPIENT Click the Edit Recipients Review recipient
Recipients link onthe Correspondence | addressinformation,
Request page. and sel ect asubset of
recipientstoincludein the
correspondence.
Recipient Profile RBC_ADDRESS _SEC Click the Edit buttononthe | Modify recipient address
Correspondence Request - information for this specific
Recipients page. correspondence. Changes

are not saved to the business
object contact method tables.

Correspondence Request - | RBC_REQST_TEMPLATE Click the Personalize Personali ze templates before
Personalize Templates button on the the merge process.
Correspondence Request -
Recipientspage.
Template Body RBC_REQST_TMPL_SEC Click the Internal Text link Personalizeinternal text
on the Correspondence templ ates.

Request - Personalize page.
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Page Name Object Name Navigation Usage
CorrespondenceRequest - | RBC_REQST_PREVIEW * Click the Preview button Mergeand preview the
Correspondence Summary on a Correspondence correspondence documents

Request page. before submitting them.

 Correspondence, Manage
Correspondence, Search
Correspondence Request
=l

Click the |-_|I§|

(detail) buttonfor a

correspondence request

whose statusis Preview

Ready or Submitted.
CorrespondenceRequest - | RBC_REQST_PREVIEW * Click the Submit button on | Review information about a
Correspondence Request aCorrespondence Request | correspondence request that
Details page page and wait for the has been submitted.

merge process to compl ete.

» Correspondence, Manage
Correspondence, Search
Correspondence Request

=13
Click the |-_|I§|
(detail) buttonfor a
correspondence request
with astatus other than In
Progress, Preview Ready
and Submitted.

Recipient Email Body

RBC_RECP_PREV_SEC

Click the Email Body link
(which appearsonly

when merge processing
iscomplete) on the
Correspondence Request -
Correspondence Summary

page.

Review apostmerge
document that was based on
aninternal text template.

Recipient Error Log

RBC_RECP LOG_SEC

Click theView Log link
on the Correspondence
Request - Correspondence
Summary page or on the
Correspondence Request

page.

Review the merge process's
error messagesfor a
recipient.

Creating a Correspondence Request
Access the Correspondence Request page.
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Correspondence Request

History | Select One... =]

) Search | % Refresh | B Save as Draft| [Z Preview | %E Subrnit | % Cancel | Fersonalize

Object ID
Case: 1

Correspondence Detail
Recipients Savannah Lee

Channel % Email
T Print

Edit Recipients

Sender's Email Address [Customer_Support@derno.com

Printer Q

Language IEninsh

=

Description

Correspondence Request page (1 of 2)

Correspondence Content
Templates

Template Package

RiC: Case Status Report

Templates
EC:). E RZ: Case Status Report ﬁ

Add Template Personalize Templates

Attachments

Mo Attachrnents

Add an Attachment

=~ Schedule

[0 Merge & Send Immediately

. Merge Mow, Send Later
i Merge Later, Send Later

Send Date E‘j Send Time
Merge Date E‘j Merge Time
Send Date E‘j Send Time

Correspondence Request page (2 of 2)

Correspondence Detail

Recipients

Edit Recipients

Channel

Displaysalist of recipients. The transaction from which you accessed this page
controls the list of recipients. For example, when you access the page from a
support case, the case contact is the only recipient. Refer to your application
documentation for information about who the application puts in the list.

Click to access the Correspondence Request - Recipients page, where you
can review recipient address information and select a subset of recipients
to include. You cannot, however, add new recipients.

Select Email to send the correspondence by email. Select Print to
print the correspondence for delivery through the mail, by fax, or
through another hard-copy delivery option.

Templates are channel-specific. When you prompt for template packages,
the system limits your selection to packages that include a template for
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Sender’s Email Address

Printer

L anguage

Description

Sending Correspondence

the selected channel and, when you send the correspondence, uses only
the template that is appropriate for the selected channel.

If you selected the email channel, enter the email address to be used
as the email’s From address. A user-specific default value comes
from the Agent Setup page. If the user does not have a default From
address, the default comes from the Sender’s Email Address field on
the Correspondence Management Installation Setup page.

If you selected the print channel, select the printer where the fina
correspondence is to be printed. Values are based on the printers that you
define on the Printers page in the Merge Servers component. You can
select printers associated with any merge server; when you submit the
correspondence request, the system runs the delivery process (though

not necessarily any of the other correspondence processes) on the server
that is associated with the printer you select.

Select the language of the correspondence. Template packages are
language-specific, and when you prompt for template packages, the system
limits your choices based on the language you sel ected.

Enter a meaningful description that will adequately identify the nature of the
correspondence when you (or other users) later review the correspondence
request. The description does not appear anywhere within the correspondence
itself; it is used only within the PeopleSoft system.

Correspondence Content

Template Package

Templates

Personalize Templates

Attachments

Attachments

Add an Attachment
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Select one or more template packages on which to base the correspondence.
Your selection is limited by the language and channel you've

specified. Therefore, you cannot change the language or channel if

there are any template packages selected.

Settings on the Correspondence Management I nstallation Setup page control
the maximum number of packages in a correspondence request.

Displays alist of all the templates and static (nontemplate) attachments
in the package. The list includes only templates that are suitable
for the channel you selected.

Click to access the Correspondence Request - Personalize Templates
page, where you can modify the templates before merging them
with recipient and transaction data.

Displays the File Name for attachments that you add to this request.
These are static attachments (attachments that are delivered as-is,
without any merge processing). This grid does not list static attachments
that are part of the packages you select.

In both email and print correspondence, static attachments are placed
after al pieces of template-based correspondence .

Click to upload a static attachment to this correspondence request.
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Schedule

Merge& Send Immediately Select to merge and send as soon as you submit the correspondence.

Merge Now, Send L ater Select to merge as soon as you submit the correspondence, but to send
at the Send Date and Send Time that you specify.

Merge L ater, Send L ater Select to merge and send the templates at the Merge Date, Merge Time, Send
Date and Send Time that you specify. If you click the Preview button, the merge
occurs immediately and the merge date and time you specified are ignored.

Additional Page Elements for Performing Actions

Search Click to access the Search Correspondence Request page and look
for saved correspondence in the system. Enter search criteria or use
the existing dataset rules to refine your search.

Save as Draft Click to save the correspondence request without submitting it or initiating
the merge process. To return to the request later, you must access the
Correspondence Request page from the Search Correspondence Request page;
there is no link to the draft request from the originating transaction.

Preview Click to access the Correspondence Request - Correspondence Summary page
where the document merge begins immediately. You can monitor the progress
of the merge on this page. The availability of the Preview button depends on
the settings on the Correspondence Management Installation Setup page.

If the correspondence request includes multiple recipients, the preview is
performed only for the number of recipients you enter in the Generate Preview
For field on the Correspondence M anagement Installation Setup page.

Submit Click to submit the correspondence for merging and delivery (based on the
settings in the Schedule group box). After submitting the correspondence,
this button disappears from the Correspondence Request - Correspondence
Summary page. where you can review the submitted correspondence
and then return to the originating transaction.

Cancellation is the only action that is available for a submitted request.

Cancd Click to cancel the request.

See Also

Chapter 5, “Defining Settings for Template-Based Correspondence,” Defining
Merge Servers and Printers, page 58

Editing the Recipient List
Access the Correspondence Request - Recipients page.
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Recipients
Include |Recipient

' Savannah Lee

Return to Correspondence

Correspondence Request History | Select One .. =
1 Search | [F save as Draft| B Preview | %E Subrnit | ¥ Cancel | Fersonalize

Object ID

Case: 1

To personalize an external template, download it to vour local cormputer, Select Replace to upload a new termplate. To
personalize an internal text template, click the Internal Text link in the File Mame column.

N
Customize | Find | i First 1ofi Last
Ernail Address Address
207 Steamboat Drive
crrnga@yahoo.com Jackson, MS 55412 Eclit

United States

Correspondence Request - Recipients page

Include

Recipient

Email Addressand Address

Edit

Selected recipients are included in the correspondence request. By defaullt,
all recipients are selected; clear this check box to remove recipients

from the correspondence request. This check box is available only for
correspondence that has not yet been submitted.

Displays all possible recipients for the correspondence. List
membership is based on the component from which you accessed
the Correspondence Request page.

Displays the address to be used for this correspondence. Unless there
is a transaction-specific address (for example, the email address that
is associated with a case), the recipient’s primary email address and
primary mailing address are the defaults.

Click to access the Recipient Profile page, where you can modify the
recipient’s name or address information. This button is available only
for correspondence that has not yet been submitted.

Editing Recipient Addresses

Access the Recipient Profile page.
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Recipient Profile

First Mame |Kvle
Middle Name
Last Mame |Warnar
Recipient |Warner,kKyle
Email Address [kwarner@lexco_psft.com

Country US4 Q United States

666 Elm Street

Address 1
Address 2
Address 3
l::it.,|I Seattle
County Seattle Postal 95101
State WA U washington
Ok Cancel

Recipient Profile page

The name and address information you enter here is used only for the current correspondence
request. To make permanent changes to the recipient’s profile, use the appropriate business
object component (the Contact, Consumer, or Worker component).

Personalizing Templates Before Merging

Access the Correspondence Request - Personalize Templates page.

Correspondence Request History |Select One... =
search | 7 Refresh Save fis Draft | @ Preview | B2 submit| % Cancel Personalize
+ 3=}
object ID
Case: 1

To personalize an external termplate, download it to your local computer, Select Replace to upload a new template, To personalize
an internal text termplate, click the Internal Text link in the File Mare column.

Templates Custamize | Find | D First 1oft Last
Template Package Termplate Nare File Marme

RC: Case Status Report RC: Case Status Report Case Status.daot Dowvnload ... Replace...
Return to Correspondence

Correspondence Request - Personalize Templates page

Template Package and The Templates grid includes one row for each template in the correspondence
Template Name request. The grid displays both the package name and the template name.

The channel for this correspondence requests determines which
templates in the selected packages are listed.
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File Name

Download

Replace

Sending Correspondence

Click this link to access the template content. If the template is an internal
text template, you can modify the content in the same page where you
view the content. If the template is an externa template (.dot or .txt file),
you can modify the content by downloading the file, make changes on
your local computer, then uploading the modified file. The availahility

of the download option depends on the settings in the Correspondence
Management Installation Options page. Even if you cannot download
the template, you can still upload a replacement.

Click to download an externa file (a document based on an external template)
by saving the file to your local computer. This button does not appear in
rows that display documents based on internal text templates.

This button is visible only if the Show Download Button check box is selected
on the Correspondence Management Installation Setup page.

Click to substitute a file that you upload for the system-generated
document. This button does not appear in rows that display documents
based on internal text templates. (You can modify internal text templates
by clicking the Internal Text link in the File Namecolumn.)

This buttonisvisible only if the Allow Agent to Modify check box is selected
on the Correspondence Management Installation Setup page.

Personalizing Internal Text Templates
Access the Template Body page.
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Create Correspondence
Template Body
Email
Subject | Case Status Inguiry
Body |[Thank vou for contacting us, ;I
our request is being processed,
Ok Cancel
Template Body page
Modify the subject and body of the template as necessary. Changes apply only to the current
correspondence request; the template definition is not updated.
Previewing Merged Documents
Access the Correspondence Request - Correspondence Summary page.
Correspondence Request History | Select One... =1
€y, search | EZ submit| % cancel | Fersonalize
Object ID
Casei 1
N
Correspondence Summary Customize | Find | i First 1ofi Lazt
Recipient Channel Template or File Content Status
Sawannah Lee Ernail RZ: Case Status Report Email Body Ready for delivery Wiew Log Replace...
Correspondence Request - Correspondence Summary page
Correspondence Summary
Recipient and Template For each recipient, there is arow of data for each document (template-based or

or File static attachment) that is being sent. The number of documents depends on the

contents of the template package. The same template package can generate
different documents depending on whether the channel is email or print.

PeopleSoft Proprietary and Confidential




Chapter 8

Channel

Content

Status

View Log

PeopleSoft Proprietary and Confidential
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All documents listed have the same channel that you selected on
the Correspondence Request page.

Until the merge for this document is complete, this column displays the
text Merging. When the document is merged, this column displays the
Email Body link (for internal text template) or the file name. The file name
isalink that you can click to view the postmerge content.

If the document is based on an internal text template, you can modify
the content in the same page where you view it. If the document

is based on an external template (.dot or .txt file), you can modify
the content by downloading the file, making changes on your local
computer, and then uploading the modified file.

The availability of the download option depends on setting in the
Correspondence Management I nstallation Options page. Even if you cannot
download the template, you can still upload a replacement.

Displays the status of the merge and delivery processes. Possible statuses are:
Processing: the system has started the merge process.

Data Extraction Complete: the data extraction phase of the merge process
is complete and the merge phase has begun.

Merge Complete: a user requested a preview, and the merge is compl ete.

Ready for Delivery: auser submitted a correspondence request, and the merge
portion of the processis compl ete (but the document hasnot yet been delivered).

Delivery Complete: the document has been successfully delivered.

When there are errors in the merge and delivery process, the
following values appear.

Merge Unsuccessful - Data Error: the data extraction phase of the merge
process failed and the system is unable to proceed.

Merge Unsuccessful - TemplError (Merge Unsuccessful - Template Error): the
merge phase of the merge process failed and the system is unable to proceed.

Delivery Failed: Thisvalue never appears on the Correspondence Request
- Correspondence Summary page because the page itself is only used to
view correspondence that has not yet been delivered. However, on the
Correspondence Request page, this value appears when the delivery failed.
For example, if your email server was unable to send the email.

Note. The document that represents the email body text does not use
the full set of status values. Its possible statuses are Ready for Delivery,
Delivered, Processing, and Merge Failed. The Processing status does
not distinguish whether the merge or delivery process is incomplete

or whether one of those processes failed.

Click to access the Recipient Error Log page, where you can review the
merge process error message for arecipient. If there are multiple documents
per recipient, the link appears only once per recipient, and the error log
shows messages for all of that recipient’s documents.
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Click to download an externa file (a document based on an external
template) to your local computer. This button does not appear in rows
that display documents based on internal text templates.

This button is visible only if the Show Download Button check box is selected
on the Correspondence Management Installation Setup page.

Click to substitute a file that you upload for the system-generated
document. This button does not appear in rows that display documents
based on internal text templates. (You can modify internal text templates
by clicking the link in the Content column.)

This button isvisible only if the Allow Agent to Modify check box is selected
on the Correspondence Management Installation Setup page.

Additional Page Elements for Completing the Request

These page elements appear only after the merge is complete.

Submit

Cancsel

Refresh

Click to submit the merged documents for delivery. The scheduled delivery
time is based on your settings on the Correspondence Request page.

This button disappears after you click it.

Click to cancel the correspondence request. The Cancel Request page
appears so that you can confirm the cancellation.

Although cancelled requests are still accessible from the Search
Correspondence Request page, you cannot later come back and
send the correspondence.

Click to refresh the page, for example, to check the progress of the merge
process and update the page accordingly. Regardless of how frequently you
click this button, the page refreshes no more frequently than the refresh time
you set in the Correspondence Management I nstallation Setup page.

This button appears only until the merged documents are displayed.

Reviewing Correspondence That Has Been Submitted
Access the Correspondence Reguest - Correspondence Request Details page.
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Correspondence Request

History | Select One... =

1 Search| 7 Refresh |

Object ID
Case: 1

Correspondence Request Details

Delivery Channel Ermail

Merge Date (05/03/2004

Send Date 0&/03/2004

Success Rate 1 Of 1

Templates

Template Package
E RC: Case Status Report

Wiew Templates

Attachments
Fila Mare
Mo Attachments

Correspondence Summary
Select Recipient
[T savannah Lee

Select all Select All Failed

Channel| Termplate or File

Ernail

Personalize

Status Completed
Submitted By F1

Date Submitted 0s/03/2004

Find | Wiew all First 1afi Last

Templates and Files
RC: Case Status Report

Find | Wiew all First 1ofl Last

»
Custamize | Find | i
Status

First 1ofi
Date Merged | Date Sent

06/03/2004 06/03/2004

Last
Content

RiC: Case Status Report Email Body Delivery Complete

Clear all

el

Add Selections to Mevw Reguest

Wiew Recipient Addresses

Correspondence Request - Correspondence Request Details page

This page is accessible only for correspondence requests that have been submitted.

Correspondence Request Details

Delivery Channel

Status

PeopleSoft Proprietary and Confidential

Displays either Email or Print.

Displays the request status. Requests can have the following statuses:

In Progress: The request has not yet been submitted. This value
never appears on the Correspondence Request page, which shows
only submitted correspondence.

Preview and Personalize: A user clicked the Preview button, but
the system has not yet completed the merge and so the merged
documents are not yet available for viewing.

Preview Ready: A user clicked the Preview button, the merge is
complete, and the merged results can be viewed.

Submitted: The request has been submitted, either from the Correspondence
Request page or the Correspondence Request - Correspondence Summary
page. The correspondence has not yet been delivered. (The status does

not indicate whether or not the merge is complete).

Send for Approval: The user who created the correspondence has sent
it for approval, but the approver has not yet approved it.

Completed: The correspondence has been delivered.
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Merge Date

Submitted By
Send Date
Date Submitted

Success Rate

Templates

Template Package and
Templates and Files

View Templates

Attachments

Attachments

Chapter 8

Cancelled: The user canceled the correspondence.
Displays the date for the merge process for this request:

* |If the user previewed the merged documents, thisis the date of the preview.

* |If the user submitted the request without previewing and selected the Merge
and Send Immediately option, this is the date the user submitted the request.

* |f the user submitted the request without previewing and entered a
specific merge date, this is the user-entered date.

Displays the user ID of the user who submitted the request.
Displays the date that the correspondence was or will be sent.

Displays the date that the request was submitted. Date Submitted is not
necessarily the same as the date that the correspondence was sent.

Displays information about the number of recipients for whom the request was
successful. For example, the value 1 of 2 indicates that the original request
included two recipients, but that delivery occurred for only one of them.

The Templates grid lists the correspondence content that came from
template packages, both templates and static attachments. Each row
displays the package that the template or attachment belonged to
and the name of the template or attachment.

Click to access a non-editable version of the Correspondence Request -
Personalize Templates page so that you can view template content and, if the
system is so configured, download copies of external templates.

This grid lists all of the static attachments that were added to the
correspondence request manually rather than by means of a template
package. Click the file name to open the attachment.

Correspondence Summary

This grid is similar to the Correspondence Summary grid on the Correspondence Request -
Correspondence Summary page, with a few additional fields and field values.

Select

Status

Select the recipients that you want to include in a new correspondence request
that you create by cloning the current request. For example, if a network
outage or printer failure prevented the correspondence from being delivered,
you can select all recipients and clone the request to attempt delivery again.

Use the Select All, Select All Failed, and Clear All links as data
entry shortcuts when selecting recipients.

Values include those that appear on the Preview and Personalize
page, but because the Correspondence Request page shows submitted
requests, the Delivery Complete and Delivery Failed values can appear
here, while the In Process value cannot.
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DateMerged and Date Sent  Displays the actual date and time for the merge and delivery processes.
These may not match the requested merge and delivery date if, for
example, an approver did not approve a correspondence request in
time or if a process ran over midnight.

Additional Page Elements for Performing Actions

Add Selectionsto New Click to clone the current request using the selected subset of recipients.
Request

View Recipient Addresses  Click to view a read-only version of the Correspondence
Request - Recipients page.

Personalizing Documents Based on Internal Text Templates
Access the Recipient Email Body page.

Create Correspondence

Recipient Email Body

Email

Subject|Case Status Inguiry

Body Find | Wiew All First 1oft Last
Thark you for contacting us.

Tour request ix being processed.

Ok Cancel

Recipient Email Body page

Modify the subject and body of the merged document as necessary.

Reviewing Recipient Error Logs
Access the Recipient Error Log page.
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Create Correspondence

Recipient Error Log

Recipient Name Gaolden,Mike

Log Find | Wiew All First 1of1 Last

Request ID: 046e93ad-e520-11d6-5657-ac3fcae?30a9  Transaction ID: 1 Recipinet ID: 1 (175834,9267)
Description : Send CorrespondenceTemplate IDi6  Mame:Sales Proposal Letter Channel: Email (17834,62589)

s I T O e o o e O S N SR S B S S B O
Token Group ID: 2 Marme: CapturelineDetails  User Prefer Mame: CAPTURELINEDETAILS
Application Class; RO_CORRESPONDEMCE: Capture Create() failed (17334,6300)

First operand of . is MULL, s0 cannot access member CAPTURE_ID. (180,236) At
RO_CORREZPOMDEMCE.Capture.OnExecute Capture PCPC:350 Staternent: s

Application Class; RO_CORRESPONDEMCE: Capture  Method: GetCapturelineDetails (17834,6301)
Invalid parameter Createobject: RO_CORRESPOMDEMNCE: Capture Invalid class string
for function ObjectDoMet

Recipient Error Log page

Recipient Name Displays the name of the recipient whose correspondence generated errors.

Log Displays the error messages associated with the recipient.

Accessing Saved Correspondence Requests

This section discusses how to access saved correspondence requests.

Note. When correspondence is sent, the system creates an interaction, and the correspondence details
are accessible from any interaction list (for example, from the 360-degree view or the Interaction List
page). However, when correspondence is saved but not submitted, no interaction is created. The only
way to access such correspondence is from the menu, as described in this section.

See Also

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working
with Interactions,” Viewing Interactions
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Page Used to Access Correspondence

Sending Correspondence

Page Name Object Name Navigation Usage
Search Correspondence RBC_REQST_SEARCH Correspondence, Manage Search for correspondence
Request Correspondence, Search reguests and access detail ed
Correspondence Request information about them.

Accessing Correspondence Requests

Access the Search Correspondence Request page.

Search Correspondence Request

Request Status = Completed

= Search

Use Saved Search |

Submitted Br|= vl
Date 5uhmitted|= 'I
Request Descriptiunlbegins with 'I

=l
Q

Request Status |

Recipient | = b
[ Show in Results

Search Clear Basic Search

;I ICompleted

=l
Q

=~ Search Results

¥
Custamize | Find | Wiew All | i

B save search Criteria]j[ Delete Saved Search “O. Personalize Search

First 1-32 of 32 Last

Recipient Details Related To
| Reguest Description Reqguest Status Description Date Subritted | Submitted By Send Date
% Order: CRQ3I000514 Completed 11/04/2002 HITECHSAMPLE  11/04/2002
[ order: cal736atfi4z11d6az66 Completed 11/04/2002 SAMPLE 11/04/2002
% order: f2f33flaf04811d6alla  Completed 11/04/2002 SAMPLE 11/04/2002

Search Correspondence Request page

The behavior and appearance of this page is controlled through the CRM search configuration
utility. The search criteria fields and search results fields are the same as the identically
named fields in the Correspondence Request component.

When correspondence is addressed to multiple recipients, the search results grid displays one row
of search results for each recipient. This arrangement enables you to view recipient-level status
information on the search correspondence request page. However, when you navigate to a specific
correspondence request, you see information about all recipients.

=l Click to access the appropriate detail page. The detail page
‘= depends on the status of the request.

If the status is In Progress, clicking the Detail button displays the
Correspondence Request page, where you can continue defining the
request. You can also submit the request. Even though you access
the request from the Search Correspondence Request page, your
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template package selection and other options are still based on the
transaction from which the request originated.

If the status is Preview and Personalize, clicking the Detail button
displays the same Preview and Personalize page that you would access
from the Correspondence Request page.

For any other status value, clicking the Detail button displays
the Correspondence Request page.

See Also

Chapter 16, “Configuring Search Pages,” Configuring Searches, page 296
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CHAPTER 9

Working with Active Analytics Framework

This chapter provides an overview of the Active Analytics Framework (AAF) and discusses:
* The use of active analytics framework in CRM.

* CRM delivered active anaytics framework objects.

* CRM action types.

» How to configure actions when building policies.

Understanding Active Analytics Framework
This section discusses:

» Active analytics framework overview.
 Active analytics framework and component event processing.

This chapter discusses AAF from the CRM perspective. For more information on AAF components
and how to set it up, refer to the PeopleTools documentation on AAF.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

Active Analytics Framework Overview

Active analytics framework (AAF) is a decision-making system that invoke actions based upon the evaluation
of user-defined business rules. AAF provides a user-friendly environment where functional usersin the
enterprise, without having to understand any of the technical complexities involved behind the scenes, can
build business rules using the simple if-then structure in a natural business language (for example, English).

AAF provides components for setting up the analytic framework, which includes managing the data library,
building policies, managing trigger points and actions. These components provide a mechanism to define
flexible business rules (which are called policies), that can be altered without modifying application code.
Business analysts and other functional users define policies using an intuitive user interface.

Functional users can create policies that use data elements of various forms and shapes residing in different
sources such as the transactional environment, data warehouses, legacy systems, and so on. The data
elements are exposed to the business user as terms, which are defined in the AAF data library.

This diagram illustrates the structure of policies, which get evaluated when their triggering events take place:
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Trigger Point

When case is
opened

After order is
saved

When customer is

Condition

If customer value > X

AND
churn risk = high

Policy Options

- Action groups
- Prioritization
- Arbitration

Action

Popup message
on screen

Send workflow
notification

Launch script

selected in case Data Library
Instantiate

Open source of data business project

and analytics

CRM EPM External

AAF policy structure

AAF consists of these major components:

Data Library

Data library is a catalog of metadata about information of various shapes that is stored in different
data resources. It consists of data elements called terms, which are pointers to disparate pieces of data
residing in a data warehouse, external database or the operational environment such as PeopleSoft
CRM. Terms are essentially metadata, which provide source and access information about the physical
data. A term is associated with one or multiple implementations, which refer to the mechanism through
which the data is retrieved, derived or computed. The implementation is responsible for knowing either
where the data is physically residing or the algorithm for deriving the value.

In AAF, functional users can reference terms when they build policies in the policy builder.
In addition, the data library is used as a common data repository and extraction framework in
various CRM applications and functionality. For example:

 Correspondence management replaces the use of tokens with terms in correspondence templ ates.
» Real-Time Advisor uses terms as placehol ders to form personalized questions and informational texts.
* Strategic Account Planning (SAP) and SmartViews use terms to compute and retrieve goal and metric data.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

Action Framework

The action framework provides an infrastructure for IT personnel to define actions that can
be associated with policies in the policy builder, and facilitate the invocation of actions at
runtime when the conditions of policies are evaluated to true.
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An action type refers to a category of actions that can be associated with a policy, for example, display of
alert messages, display of product recommendations, instantiation of business projects, and so on. The
action type definition points to a class of similar actions. In some cases, the definition of a category

of actions may not contain all the information needed by the decision engine in AAF to fire an action.
Therefore, when functional users specify an action when they are creating a policy, they need to provide
additional configuration details to ensure the proper invocation of the action. For example, when a user
associates a business project action in a policy, they need to identify the actual business project in the
configuration page that is developed for that action, which gets instantiated by the system.

In addition to creating and managing actions that are triggered in AAF as a result of a positive evaluation
of policy conditions, other CRM applications leverage the framework to define actions that would be used
by their own application logic, not through AAF. For example, the automated mail processor in ERMS
analyzes inbound emails and performs actions on them based on the email intent and predefined rules. It
uses the action framework to define these email-related actions (such as auto-route, auto-acknowledge),
which get triggered by application class methods that are referenced in the application.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Defining Unstructured
Email Routing Rules,” Setting Up Automated Mail Processing.

Policy Builder

The policy builder provides a user-friendly environment for functional users to construct policiesin a natural
business language. A policy consists of three parts—atrigger point, conditions and actions:

» Trigger points. A trigger point is the occurrence of an event that triggers the evaluation of conditions
in policies associated with it. Examples are when a customer is presented in a case and after a change
request is saved. Thisiswhere functional users want the system to drive actions.

» Conditions. A condition is the if statement, which specifies under what circumstance would some action
be performed. Examples are if customer valueis high and if the change request status is changed.

» Actions. An action is the then statement, which is invoked if the associated conditions are evaluated to
true. Examples are display alert message on screen and log a change request history entry.

While the policy builder is primarily used in AAF to define and maintain polices, other CRM applications
leverages the framework for building conditions and getting condition evaluation. For example, profile
management allows users to define AAF conditions, which are evaluated at run time to determine whether

or not certain profile groups need to be displayed on a CDM (customer data model) component. Real-Time
Advisor also takes advantage of AAF condition evaluation in the dialog transition and user segment processing.

The policy builder includes arich set of tools for functional users to accommodate the creation and
modification of policies without assistance from IT personnel. It provides facilities to support an iterative and
incremental development process. Policies are validated in the build process before they are deployed.

Please refer to the PeopleTools PeopleBook for a complete discussion on building AAF policies.
This documentation also covers other components of the policy builder framework, such as
the operator sets, business domains and trigger types.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

See PeopleSoft Enterprise CRM 8.9 Multichannel Applications PeopleBook, “ Defining Unstructured
Email Routing Rules,” Setting Up Automated Mail Processing.
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Active Analytics Framework and Component Event Processing

AAF replaces component event processing, which was the framework that PeopleSoft CRM
put in place to automate actions based on the occurrence of events in the previous release.
Principle differences between the two architectures include:

» The concept of trigger point.

Component event processing: Not applicable. In most cases, component event processing is triggered at
SavePreChange or SavePostChange. The behavior is hardcoded in PeopleCode and is not configurable.

AAF: Available to refer to the occurrence of a business event that triggers the evaluation of policies
associated with it. IT personnel can specify trigger points for each component based on one of these
trigger types: Component PostBuild, FieldChange, SavePostChange and Save PreChange. Refer to
the PeopleTools PeopleBook for more information on the implementation of trigger points, which

is part of the process that needs to happen to enable components for AAF.

» The concept of event.

Component event processing: Available to refer logical statements that define the
conditions that trigger an action.

AAF: Events are similar to the if statements of policies, which are the conditions that the
decision engine evaluates when it's invoked by atrigger point.

» The concept of event handler.

Component event processing: Event handlers are available to associate events with actions and capture
additional configuration details. Event handlers are action-specific and component-specific. To associate
one event with two actions, you need to access each action-specific event handler and add the event to it.

AAF: Event handlers are similar to the if-then statements of policies, which define the conditions and actions
that areinvoked if all corresponding conditions are eval uated to true. PeopleSoft CRM delivers action types
(replacing event handlers) and they are shared and reusable in the system. When building a policy, users can
specify one or multiple action types that are triggered if the policy conditions are evaluated to true.

Unlike the component event processing architecture where different event handlers need to be
defined for action types and components, AAF uses the policy builder to create policies regardless
of the component for which they are defined and the type of actions that are invoked subsequently.
Another item that is worthy of mention is that in component event processing, the events are built
only using data elements present in the component, for which the event is being defined. In AAF, the
conditions can be built using terms whose data can come from different sources.

* Use of data elements in conditions.

Component event processing: When defining events (the conditions) for a component, only the
data elements present in the component can be referenced in the events.

AAF: When building conditions of a policy, the data elements (the terms) that are specified
in conditions can come from different data sources.

Use of Active Analytics Framework in CRM

AAF provides arich set of functionality and they are leveraged fully by a variety of PeopleSoft CRM
applications. These AAF features can be broadly classified under four categories:

» Requesting AAF services to evaluate all the policies pertaining to atrigger point, and to invoke the
relevant actions of the policies whose conditions are evaluated to true.
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These categories are discussed in subsequent sections.

Use of AAF to Evaluate Policies and Invoke Actions

Requesting AAF services to evaluate conditions.

Working with Active Analytics Framework

It consists of the design time interface for embedding condition builder within applications for
creating conditions, and the run time interface for requesting the framework to evaluate the condition.
Applications perform relevant tasks based on the outcome of the evaluation.

Requesting the services of the data library engine within AAF to resolve terms.

The use of the action framework to define actions that are triggered by applications themselves.

The components present in AAF will be used to build policies. At runtime, applications send requests
to the AAF decision engine to evaluate al the policies pertaining to a trigger point. For policies
whose conditions are evaluated to true, their associated actions are invoked.

Components that are enabled for this functionality (at least for a single trigger point) include:

360 Degree View

Agreement

Case

Change request

Company

Create Self-Service HelpDesk Case
Create Self-Service Support Case
Defect

Financial Account Modification
First Notice of Loss

Installed Product

Lead

Manage Self-Service HelpDesk Case
Manage Self-Service Support Case
Marketing Campaign

Marketing Content

Marketing Offer

My Service Order

Opportunity

Order Capture

Partner

Person

Product Registration

Service Order

Solution
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e Task
» Worker
Pleaserefer to the appendix tofor moreinformation onlist of trigger pointsthat are enabled for these components.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft CRM
Applications,” Delivered Trigger Points, page 462.

Use of the AAF Condition Builder

Applications can embed the condition builder to create conditions within the applications themselves. At
runtime, applications perform appropriate tasks based upon the outcome of condition evaluation that is
returned by the decision engine. The CRM applications and features that make use of thisfunctionality include:

* Profile Management—to create and use AAF conditions to decide if a profile group isto be displayed on a
CDM component. This can be set up when assigning a profile group to a CDM component.

» Change Management—to decide whether or not the state transitions are allowed.

» Real-Time Advisor—for page transition and customer segmentation.

 Order Capture—to decide when to instantiate business projects, to perform audits and order maintenance.
* Notification and workflow actions in AAF—to decide whether or not delayed invocations are sent.

Use of AAF Data Library Engine to Resolve Terms
PeopleSoft CRM Applications and features that make use of this functionality are:

« Correspondence management—to include dynamic content in correspondence templates.

» Real-Time Advisor Dialogs—to include dynamic content in questions as well asin instructional notes.
* SAP—to calculate goals.

* SmartViews—to caculate goals and metrics.

» Call Center applications—to resolve links.

In call center applications, link definitions use AAF terms that are resolved at runtime when a
related action is performed from Case page. The relevant term is specified in the Search Keys
section on the Link Details page of that component. At runtime, the resolved term values are
used either in constructing a URL or in performing the related action.

» Audience Builder—to store term metadata

Audience builder uses the AAF data library as a repository to store term metadata; it does not
use the data library engine to resolve terms. Audience generation in PeopleSoft Marketing

is a set-based SQL process. Audience builder develops these resolution methods to support
the set-based SQL processing for audience generation:

- Audience Select SQL Object
- Audience Select Record.Field

See PeopleSoft Enterprise CRM 8.9 Marketing Applications PeopleBook, “Using Audiences’.

Integration of Action Framework of AAF

The Automated Mail Processor (AMP) of ERM S uses the action framework to define email-specific actions
that it can perform on emails at runtime. AM P matches the category of the email with a category rule that is
defined in the system, and triggers the associated actions based on the email’s threshold value. AMP delivers
these actions. auto-response, auto-acknowledge, auto-route, auto-suggest, create case, spam and unsubscribe.
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CRM

Delivered Active Analytics Framework Objects

To make AAF readily available to work with operational CRM, PeopleSoft CRM delivers a
significant amount of system data that provides all the needed building blocks to support the
application-specific business processes. System data includes:

Contexts

Contexts are considered foundation objects for AAF. Contexts provide the necessary input data (as
specified in context definition) needed for resolving the terms by AAF. These terms, for example,
can be present in policies, in correspondence templates, or in advisor dialogs.

See Appendix A, “Delivered Active Anaytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Contexts, page 471.

Trigger points

PeopleSoft CRM delivers about 80 trigger points. The occurrence of atrigger point event invokes
the decision engine to evaluate al the policies that are associated with the trigger point and triggers
al the relevant actions when the conditions are evaluated to true.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Trigger Points, page 462.

Terms

PeopleSoft CRM delivers over 1000 terms across the system. They are categorized by subject
areas (afolder structure). A term selection page appears to facilitate term lookup, for example,
when building a policy or creating a correspondence template.

See Appendix A, “Delivered Active Anaytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Terms, page 453.

Action types

PeopleSoft CRM delivers over 25 action types that you can leverage when creating new policies.
They include appropriate configuration pages for capturing data while setting up actions in policies
and the code for executing actions at runtime using the captured data.

See Chapter 9, “Working with Active Anaytics Framework,” CRM Action Types, page 151.
Policies

PeopleSoft CRM delivers over 200 policies for over 80 trigger points. To review the list of
policies that exist in the system, organize the search view by context and then trigger point,

or use the Manage Trigger Point page to view policies by trigger point. Some of the policies
are delivered in the In Design status (disabled). Activate them by changing the policy status to
Active and making sure that the policy falsin a current time period.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Policies, page 476.

Important! If Enterprise Portal is used, access CRM-delivered AAF data by navigating to Enterprise
Components CRM, Active Analytics Framework. If Enterprise Portal is not used, CRM data is
available under Enterprise Components, Active Analytics Framework.
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Contexts

Contexts are a key component of how the AAF works. The purpose of the context is to describe the
computing environment from which the decision engine or the data library engine is invoked and

to play arole in selecting the appropriate term implementation to be used at runtime for resolving
aterm. Please refer to the chapter on managing contexts in the PeopleSoft Enterprise Components
for CRM 8.9 PeopleBook to get more information on contexts.

PeopleSoft CRM transactions use AAF for different purposes, such as requesting decision engine for
evaluating policies, requesting data library engine for resolving terms present in templates which are
used for automatic workflow notification, manual notification or correspondence requests, resolving
terms and evaluating conditions present in PeopleSoft Real-Time Advisor dialogs, and so on. In some
cases, a single context may not be sufficient to provide the necessary content for delivering all the
mentioned functionality for a transaction because some of the features, such as resolving terms present
in templates found as part of correspondence requests occurs outside of the transaction. Therefore,
there may be more than one context present for a component. The appropriate component-specific
context that is used depends upon the functionality that needs to be invoked.

Refer to the appendix chapter to view the list of contexts being used for resolving terms
or evaluating policies for each component.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Contexts, page 471.

Note. Features such as policy builder and condition builder ensure that the terms selected for building

a condition are resolvable within the trigger point’s context. Similarly, terms presented in applications
such as SAP, SmartViews, and Real-Time Advisor are aso resolvable for that application-specific
context. In thisrelease, there is only one feature, that is the term selection for correspondence templates,
where all the terms that are present in the data library subject area are displayed to users. Therefore,
users need to ensure that a term can in fact be resolved within that context before selecting it. Terms
that are created for use in correspondence templates are categorized within subfolders under the
Correspondence Template Terms subject area. Each subfolder contains application-specific terms that can
be resolved using other components. Refer to managing terms chapter in the PeopleTool s PeopleBook
for more information on identifying contexts where a term can be resolved.

See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

Trigger Points

The applications are enabled to detect the occurrence of these trigger points. It is to be noted that
certain trigger points which are delivered might not have any policies delivered out-of-the-box.
But the trigger points have been enabled to facilitate the customers to create the policies for
these events without having to customize the application.

System-delivered trigger points use these semantics to denote when they are invoked
in the life cycle of a transaction:

* When a Support Case is Presented.

This trigger point will be invoked when either an existing transaction is opened or a
new transaction is created for Support Case.

» Before a Support Case is Saved.

This trigger point isinvoked when the save action is performed either by the application or by the user.
The policies associated to this trigger point are executed before the actual save is complete.

o After a Support Case is Saved.
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Thistrigger point is invoked when the save action is performed either by the application or by the user.
The policies associated to this trigger point are executed after the actual save is complete.

* When a Customer is identified in Support Case.

This trigger point is invoked after the selection of a customer.
* When a Product is identified in Support Case.

This trigger point is invoked after the selection of a product.

Important! Though the framework supports the registration of new trigger points, exercise caution
before including new trigger points. Please refer to AAF documentation from the PeopleSoft Enterprise
Components for CRM 8.9 PeopleBook for more information how to create new trigger points.

Trigger point and setlD based processing: For asingletrigger point, policies can be created in multiple setiDs.
With this approach, the AAF decision engine can invoke different behaviors based on the setID or business
unit of the transaction. In this situation, the application that is requesting the AAF decision engine to evaluate
the policies should also specify the relevant setID or business unit. This helps AAF to determine the right set
of policiesto evaluate, based on PeopleSoft setlD processing. Applications also have an option not to pass the
setID or business unit. In this case, AAF uses the default setID specified in AAF Installation component to
determine the policies that need to be evaluated. For transactions, such as the 360 degree view, which does not
specify the setID or business unit for which the policies need to be evaluated, they can have setID as part of the
policy’s condition to drive different behaviors. Please refer to the appendix chapter for alist of system-delivered
trigger points and information on what is specified by transactions for processing each of these trigger points.

Note. The applications refer to the trigger point by specifying the trigger code in their applications. Itis
strongly recommended that customers refrain from making any changes to the trigger code for the trigger
points that are delivered with the CRM system. Changes can cause unexpected system behavior.

Terms

PeopleSoft CRM applications deliver a considerable amount of system data pertaining to terms. The
terms that are delivered can be broadly classified into following categories:

» Component buffer specific terms

A vast mgjority of the termsfall under this category. These terms get resolved using the data available in the
current operating component buffer. The implementation is specific to the context and the implementation
type is context variable. Typically, these terms are present in the relevant application’s subject area. For
example, Case component-specific terms will be present under the Call Center.Case Details subject area.
Some of thesetermsmay have additional implementationsif they need to be resolved from additional contexts.

Note. These terms which get resolved by accessing data from component buffer (the implementation
type is context variable) can be used only in the policies (pertaining to this context), workflow
notification specific templates and in the conditions as well as in the questions of Real-Time Advisor
Dialogs pertaining to the context. If these terms need to be used outside of the operating context
(like correspondence templates), they need to have additional implementations.

Exercise caution when planning to alter the structure of the component using the
Application Designer. Change in the component structure can cause invalidation of term
definition and the context variable’s definition.

» System terms
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These terms are present in different subfolders within the folder called System Terms. These terms
provide information about the operating environment. Most of these terms do not need any additional
input from the applications. Hence, these terms can be resolved from any context.

See Appendix A, “Delivered Active Analytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Terms, page 453.

Profile terms

Profile fields that are delivered as system data are also delivered as terms. These profile terms
pertain to either an organization or an individual. Organization terms can be found under in the
Organizations.Companies subject area; individual terms are present in the Individual s.People subject area.

AAF uses one input to resolve organization terms: the BO ID of the customer. Any context that has
BO_ID_CUST_PROFILE asthe dlias for the customer’s BO ID is able to use organization terms. As for
individual terms, they need two input values to resolve: the BO ID of the customer and the BO ID of the
contact. The contact’'sBO ID is always used to resolve terms. When it’s not available (contact BO ID is0),
the customer’s BO ID is used instead. Any context that has BO_ID_CUST_PROFILE asthe dias for the
customer’sBO ID and BO_ID_CNT_PROFILE asthediasfor the contact’s BO ID can use individual terms.

Note. To see alist contexts for which a term can be resolved, click the View Applicable Contexts
link in the Generic Implementation group box of the term definition.

Profile fields, when activated, are automatically created as termsin the data library. This rule, however,
doesn’t apply to profile fields that belong to many rows profiles. For profile fields that have choose
many as their user type, their terms are not supported in the condition builder.

Profile terms always have a generic implementation. Therefore, any context that has the
BO_ID_CUST_PROFILE and BO_ID_CNT_PROFILE aliases can make use of these terms automatically.

Note. CDM-related profile terms get resolved by retrieving data from BASICS tables,
therefore, make sure that the role types are configured for populating the data in these tables
(that is, the role types need to be enabled for basic data).

See PeopleSoft Enterprise CRM 8.9 Business Object Management PeopleBook, “Working
with Business Object Profiles,” Understanding Profiles.

KPI terms

PeopleSoft CRM delivers terms to access key performance indicator (KPI) information that is published

by PeopleSoft Enterprise Performance Management (EPM). For each of the 19 delivered KPIs, four

terms are created for accessing the resolved value, percentage of target, current target and the assessment
respectively. These terms are categorized under different subfolders within the Customer ScoreCard KPIs
subject area. Any context that has BO_ID_CUSTOMER as an alias can access al of the terms that are
related to the customer dimension. Other dimensions include product, campaign and business unit. The

rest of the terms expect values such as product 1D, campaign 1D or business unit to be supplied in the term
configuration process. PeopleSoft CRM applications provide the necessary infrastructure to subscribe to the
KP_KPI_ASMT_FACTS application message that is published by EPM. The subscription process popul ates
the KPI data for all the message rows in the CRM database, which can be accessed by KPI terms.

As delivered, the message isinactive. To set up a delivered application message, first activate the
application message. Then activate the message subscription PeopleCode (KP_KPI_EPM_TERMS),
and set the associated message channel to Run mode.
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Note. The customer value that is displayed on the toolbar of various CRM transactions comes from
the customer value KPI related attributes that are present in the PS_BC table. These values are
populated by another subscription process using the same application message.

See Appendix A, “Delivered Active Anaytics Framework System Data for PeopleSoft
CRM Applications,” Delivered Terms, page 453.

CRM Action Types

This section describes the action types that are delivered in PeopleSoft CRM:

» Workflow.

» Business project instantiation.

» Branch script instantiation.

» Show churn reduction scripts.

* History tracking.

» Case relationship processing.
 Entitlement balance processing.

» Case update.

» Upsell indicator on case.

» Case suggest action.

» Alert message or recommendation display.
» Cross sell and up sdll opportunity and recommendation.

Workflow

Use AAF to trigger workflow actions, which are PeopleSoft CRM objects that can schedule processes and
send one-time or repeating notifications. Workflow notifications can either be sent as email or worklist
items. The system can process workflow actions immediately or schedule them for later.

When AAF triggers notifications or processes that are scheduled in advance, you can
associate them with a condition. The action is invoked only if the evaluation of the specified
condition is true when the action is scheduled to start.

When AAF sends a naotification, the system logs the notification as an interaction, which can be
viewed in the 360-degree view or the corresponding interaction list.

In addition to the functionality that's mentioned, some applications perform additional tasks
using the post processing feature that is available in the workflow action. Examples are
the call center applications and task management.
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Call center applications leverages the workflow action’s post processing functionality to remove worklist
entries. Call center applications use AAF to automatically create worklist entries based on eventsin the life
cycle of a case, and remove those entries when they are no longer needed. For example, when acaseis
assigned, the system sends aworklist entry to the assigned to agent regarding that case. When the caseis closed,
that entry is automatically removed from the agent's worklist (the entry is marked as worked). Post processing
for workflow action is supported in all the case contexts: Case, Create Self-Service HelpDesk Case, Create
Self-Service HelpDesk Case, Create Self-Service HelpDesk Case, and Create Self-Service HelpDesk Case.

Task management leverages the workflow action’s post processing functionality to update
the task management tables after sending notifications, which helps to prevent duplicate
notifications from being sent to task assignees.

Thenotification and workflow action of AAF uses correspondence templ ate packagesto send email notifications.

See Chapter 6, “ Setting Up Correspondence Templates ,” page 63; PeopleSoft Enterprise CRM 8.9 Call
Center Applications PeopleBook, “Processing Cases’ and PeopleSoft Enterprise CRM 8.9 Application
Fundamentals PeopleBook, “Working with Tasks,”_Managing Meetings.

In addition to sending notification, you can set up workflow actions to run application engine or application
class processes. Here is the guideline for writing application class based processes.

The constructor of the application class needs to be coded to accept an instance of the
RB_AAF_AF:PostPrcsData class. The application class must have the ActionPrcs method. This method
is automatically invoked by the Notification & Workflow action. The ActionPrcs method is responsible
for performing tasks that need to be completed. The PostPrcsData object contains ACTION_ID and
CONTEXT_OBJECT. Here is the sample application code of an application class based process:

i mport RB_AAF_AF: Post PrcsDat a;

cl ass RestoreActual

met hod ActionPrcs();

met hod RestoreActual (&TM Post PrcsDat a As RB_AAF_AF: Post PrcsDat a) ;
private

i nstance RB_AAF_AF: Post PrcsDat a &obj _ppdat a;
end-cl ass;
/* Constructor */
nmet hod Rest or eAct ual

/+ &TM Post PrcsDat a as RB_AAF_AF: Post PrcsData +/
&obj _ppdat a = &TM Post PrcsDat a;

end- net hod;

e +;
REM | Update Restore Actual Date/ Tine |;
e +

met hod Acti onPrcs
Local Record & ecCase = CreateRecord(Record. RC_CASE);

& ecCase. CASE_| D. Val ue = RC_CASE. CASE I D;
& ecCase. BUSI NESS_UNI T. Val ue = RC_CASE. BUSI NESS_UNI T;
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&r ecCase. Sel ect ByKey();

&r ecCase. RC_RESTMET_DATE. Val ue = %bDat e;
&r ecCase. RC_RESTMET_TI ME. Val ue = 9 ne;
&recCase. Update();

end- net hod;

Business Project Instantiation

Use AAF to instantiate business projects, which are structured, workflow-enabled task lists. Specify
which business project to instantiate when you are configuring the business project action.

In addition to the functionality that is mentioned, some applications perform additional tasks using
the post processing feature that is available in the business project action. Examples are the call
center applications, account management, and policy and claim presentment.

Call center applications leverage the business project action’s post processing functionality to record the
instantiation of business projects in the Related Action page of cases. Post processing for business project
action is supported in all the case contexts: Case, Create Self-Service HelpDesk Case, Create Self-Service
Support Case, Manage Self-Service HelpDesk Case, and Manage Self-Service Support Case.

I'n account management, policies are defined for the modify account feature to trigger the business project
action from the After modify Account is Saved trigger point. Post processing for business project action is
used to associate the business project instance with the corresponding account modification transaction.

In policy and claim presentment, policies are defined for the first notice of loss feature to trigger the
business project action from the After FNOL is Saved trigger point. Post processing for business project
action is used to associate the business project instance with the first notice of loss transaction.

See PeopleSoft Enterprise Policy and Claims Presentment 8.9 PeopleBook, “Working with Claims,”
Understanding FNOL ; PeopleSoft Enterprise Bill Presentment and Account Management 8.9 PeopleBook,
“Understanding Account and Billing Management” and PeopleSoft Enterprise CRM 8.9 Call Center
Applications PeopleBook, “Processing Cases,” Managing Related Actions.

Branch Script Instantiation

Use AAF to recommend a script to launch for conducting customer survey or managing churn customers.
Specify which script to recommend to end users when you are configuring the branch script action.
At runtime, the specified script is displayed as a link in the popup dialog box.

Unlike the business project or workflow action, the branch script action does not support post processing.
If you use AAF to recommend branch scripts and end users launch them from transactions such as
cases or service orders, the system does not add the branch script instantiation as a related action of the
transactions or generate log for the event. Currently, branch scripts are added automatically as related
actions of the calling transactions if they are instantiated manually from the transactions.

Show Churn Reduction Scripts

This action uses AAF to display churn actions that can be taken for customers who are likely to
churn. These actions can be viewed on 360-Degree view of the customer. When configuring
the action, specify which scripts to display based on churn scores.
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This action is enabled for the After view Churn Action is Selected trigger point. At runtime
when this trigger point takes place, the system searches for the policies that are associated with
it and returns the list of scripts from the corresponding action. These scripts are displayed after
agents click the Churn icon on the customer 360-Degree View.

See PeopleSoft Enterprise CRM 8.9 Industry Application Fundamentals PeopleBook, “Using
Churn Management,” Understanding Churn Management.

History Tracking

Use AAF to add data to a component’s history table. The history provides a record of significant
events related to a component. It is similar to an audit, but you have additional flexibility
when configuring the data changes that the system captures.

PeopleSoft CRM delivers the history tracking related action types for these components:

» Case History

The case history action type logs information into the Events tab of the Case History page. Thisisa
case-specific action and cannot be used for other applications. The history log indicates the policy for which
the log is created. It aso shows the original and current term values, which are resolved at runtime, aslog
details. Users can view case event history itemsfrom self service cases; they are marked with the all visibility.

This action is enabled for these trigger points:
- After a HelpDesk Case is Saved
- After a New Self-Service HelpDesk Case is Saved
- After a New Self-Service Support Case is Saved
- After a Support Case is Saved
- After an Existing Self-Service HelpDesk Case is Saved
- After an Existing Self-Service Support Case is Saved
- Before a HelpDesk Case is Saved
- Before a New Self-Service HelpDesk Case is Saved
- Before a New Self-Service Support Case is Saved
- Before a Support Case is Saved
- Before an existing Self-Service HelpDesk Case is Saved
- Before an Existing Self-Service Support Case is Saved
- When a HelpDesk Case is Escalated
- When a Support Case is Escalated
» Solution History

The Solution History action type logs information into the History Page of the Solution component. Thisis
a solution-specific action and cannot be used for other applications. The history log indicates the policy
for which the log is created. It also shows the original and current term values, which are resolved at
runtime, as log details. This action is enabled for the After a Solution is Saved trigger point.

* Installed Product History
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Thisaction uses AAF to add data to the Installed Product History table to capture significant eventsin the
life of an installed product, service or asset. Thelog is presented on the History page of the Installed Product
component. Thisis an installed product-specific action and cannot be used for other applications. During
action configuration, functional users specify what text gets logged in the history table for each policy, as
well as the specific terms that are captured. Values of original terms (before the change), current terms (after
the change), or both can be captured during runtime. This action is enabled for these trigger points:

Before an Installed Product is Saved
Before Product Registration is Saved
After an Installed Product is Saved
- After Product Registration is Saved

At runtime when any of the enabled trigger points occurs, the system searches for the policies that are
associated with it and runs the corresponding action to log installed product event history.

Lead and Opportunity History

The Lead and Opportunity History action type logs information into the History Page of the Lead or
Opportunity component. This is a sales-specific action and cannot be used for other applications. The
history log indicates the policy for which the log is created. It also shows the original and current term
values, which are resolved at runtime, as log details. This action is enabled for these trigger points:

- After a Lead is Saved
- After an Opportunity is Saved
Change Request History

The Change Request History action type logs information into the History Page of the Change Request
component. Thisis achange request-specific action and cannot be used for other applications. The history
log indicates the event for which the log is created. It also shows the original and current term values,
which are resolved at runtime, as log details. This action is enabled for these trigger points:

- After a HelpDesk Change Request is Presented
Before a HelpDesk Change Request is Saved
After a HelpDesk Change Request is Saved
After a Self Service Change Request is presented
Before a Self Service Change Request is Saved
After a Self Service Request is Saved

Case Relationship Processing

Use AAF to cascade status and resolution data from a parent case to its child cases. Only changes
to parent cases trigger the action. You typically associate this action with conditions that eval uate the
case's status. For example, when you close a global case, you can close al of the global case’s child
cases and add the global case’s successful resolution to all of the child cases.

The child case status is not updated under the following conditions:

If the child case is related to a service order that is not canceled, completed, or closed.

If the child case status category is out of sync with the parent case (The child case status has a status
category that does not match the status category of the parent case status).

Resolution information cascades differently depending on the parent case's status:
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* If the parent case has been closed, the action copies the successful resolution from
the parent case to the child cases.

* |If the parent case has been opened, the action changes the child cases' successful
resolutions to failed resolutions.

Configuring a case relationship action also specifies the relationship type. Different case relationship
workflow rules can be the main difference between two types of relationships.

When the status and resolution cascade to child cases, any status-related workflow for the child cases
is triggered, including cascading statuses to the child cases' children.

This action is enabled for these trigger points:

» After a HelpDesk Case is Saved
» After a Support Case is Saved

Note. This action does not apply to self-service cases.

Entitlement Balance Processing

Use AAF to update the number of support or help desk cases remaining in an agreement that covers a
specific number of cases and time. You typically associate this action with the creation or cancellation
of a case. For example, you can decrease he entitlement balance each time that the customer reports
a new case, and you can increase the number if you cancel a case.

In the configuration for the action, define if this action applies to prepaid cases, time, or both. When time is
added to or subtracted from the prepaid balance, the calculation is performed by the total time entry in the
Manage Time component for the case. The agreement that is selected on the case determines if prepaid
balance exists, and if yes whether it’s time-based or case-based. Depending on the remaining prepaid
amount, the prepaid balance can be negative. This action is enabled for these trigger points:

» After a HelpDesk Case is Saved
» After a Support Case is Saved

Note. This action does not apply to self-service cases.

Case Update

Use AAF to update acasewith predefined field values. Thefieldsthat can be set using the case update action are:
* Resolved by First Contact
* Priority

* Severity

* Impact

» Status

» Category

» Specialty Type

* Detail

* Quick Code
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Business unit is required to choose most of these values. Functional users must set up separate actions for
each business unit. When setting afield using the case update action, the system reacts as if users enter the
field value manually. If quick codeis defined in the system, then all the fields that the quick code controls
are also set for the case. Because alot of the fields that the case update action supports are also available
in quick code, it's suggested that users use this action to either set a quick code or some other attributes.
Unpredictable behavior can result if multiple methods are used to set the same field value.

This action is enabled for these trigger points:

» Before a HelpDesk Case is Saved

» Before a Support Case is Saved

* When a Customer is Identified in Case

* When a HelpDesk Case is Escalated

* When a HelpDesk Case is Presented

* When a Product is selected for a HelpDesk Case

* When a Product is Selected for a Support Case

* When a Support Case is Escalated

* When a Support Case is Presented

* When an Agreement is selected on a HelpDesk Case
* When an Agreement is selected on a Support Case
* When an Employee is Identified on a Case

Note. This action does not apply to self-service cases.

Upsell Indicator on Case

Use AAF to define conditions under which the Upsell button appears on the Case toolbar. The
result of this action depends on whether Real Time Advisor is used.

Without Real-Time Advisor: There is no configuration required for this action. If the case has a product
which is associated with an upsell script, the Upsell button appears on the case toolbar when this action is
invoked. When users click the Upsell button, the branch script that is associated with the product for the
case islaunched. The script, once launched, appear in the related action summary for the case.

With Real-Time Advisor: When configuring this action, select the advisor dialog to launch when the Upsell
button is clicked. In this case, the upsell branch script that’s associated with the product is not used. The
advisor dialog, once launched, appearsin the related action summary for the case. If an order is created at the
end of the dialog session, it is displayed in the Related Action Summary for the case as well.

This action is enabled for these trigger points:

» After a Support Case is Saved
* When a Support Case is Presented
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Case Suggest Action

Use AAF to suggest an action that the agent can perform. Actions that are used for suggestion must
be defined in the Link Definition page. The result of this action, which is a suggested action for the
agent, appears in the Actions section of the Case page. Suggested actions may not be available in the
Related Actions drop-down list box on the Case page. The values that are available in the Related
Actions drop-down list box are limited to the actions in the action group for the display template; the
actions that this case suggest action supports do not have this restriction.

This action is enabled for these trigger points:
After a HelpDesk Case is Saved

After a Support Case is Saved

Before a HelpDesk Case is Saved

Before a Support Case is Saved

* When a HelpDesk Case is Presented

* When a Support Case is Presented

Alert Message or Recommendation Display

Use AAF to display information to end users through the HTML popup dialog box. The text that
is displayed can either be informational or recommendation of actions that can be launched by
clicking the link. The content can be provided by the these action types:

» Display alert.
» Branch script.
» Cross sell opportunity, up sell opportunity and recommendation related action types.

Cross Sell and Up sell Opportunity and Recommendation

Cross sdll and up sdll opportunity recognition action types run the Real-Time Advisor engine to get
recommendations. Depending on the trigger point and the specific action used, the action type may put
recommendations into a display window, offer to run a dialog session to get recommendations, or provide
recommendations to an application to display. These actions can be triggered from different applications,
including PeopleSoft Order Capture, Marketing, Support and the 360-Degree View.

The action types that fall in this category are:

» Display Activity Advisor Link

» Display Activity Recommendation

» Recommend Advisor Dialogs

* Recommend Link for OCI (order capture)

» Recommendations for OCI

Start Advisor Session

Up sell/Cross sell Advice on 360 (360-Degree View)
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See Also
Chapter 10, “Setting Up PeopleSoft CRM Workflow,” page 181

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Interactions’
Chapter 11, “Setting Up Business Projects,” page 195

PeopleSoft Enterprise CRM 8.9 Order Capture Applications PeopleBook, “Working
with PeopleSoft Order Capture Business Projects’

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

PeopleSoft Enterprise CRM 8.9 Services Foundation PeopleBook, “Managing
Solutions,” Viewing Solution History

PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “Processing
Cases,” Reviewing Case History

PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “Processing
Cases,” Managing Related Cases

PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “Managing
Cases,” Performing Toolbar Functions

Configuring Actions in Policies
This section discusses how to:
» Configure display alert actions.
» Configure workflow actions.
» Specify process to run in workflow actions.
» Specify bind variables.
» Configure business project actions.
» Configure branch script actions.
» Configure display activity actions.
» Configure installed product history actions.
» Configure sales history actions.
» Configure change request history actions.
» Configure solution history actions.
» Configure case history actions.
» Configure case update actions.
» Configure case suggested actions.
» Configure case relationship actions.
» Configure case entitlement balance actions.
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» Configure case upsell actions.

» Configure advisor actions.

Pages Used to Configure Actions in Policies

Chapter 9

Page Name

Object Name

Navigation

Usage

Display Alert Configuration

EOCF_DSPL_ALRT_CFG

Click the Configure button
ontheBuild aPolicy

- Edit Actions page
(EOCF_RULE_ACTION)
with Display Alert asthe
actiontype.

Define configuration details
for thedisplay aert action

Workflow Configuration

RB_AAF WRKFLOW_CFG

Click the Configure button
ontheBuild aPolicy

- Edit Actions page
(EOCF_RULE_ACTION)
with Notifications &
Workflow asthe action type.

Definegeneral information
about the workflow action.

Action Processes

RB_AAF_ACTNPRCS

Click the Configure button
ontheBuild aPolicy

- Edit Actions page
(EOCF_RULE_ACTION)
with Notifications &
Workflow asthe action
type. Select the Action
Processes page.

Select processes to run when
the specified workflow
actionistriggered.

Binds Required

RB_AAF RULE_BIND

Click theBindslink onthe
Workflow Configuration

page.

Specify the value of any
variablesintherolequery.

Business Project
Configuration

RB_AAF BUSPROJ CFG

Click the Configure button

ontheBuild aPolicy - Edit

Actions page with Business
Project asthe action type.

Specify the business project
to instantiate for the business
project action.

Branch Script Configuration

RB_AAF BSCRIPT CFG

Click the Configure button
ontheBuild aPolicy - Edit
Actions page with Show
Churn Reduction Scripts or
Recommend Branch Scripts
asthe action type.

Specify the scriptsto trigger
for the branch script action.

Activity Advisor Action

RA_WAVE_CLA_CONFIG

Click the Configure button
ontheBuild aPolicy - Edit
Actions page with Display
Activity Recomor Display
Activity Advisor Link asthe
actiontype.

Specify the recommended
activity for the Advisor
action display.

Installed Product History
Configuration

RF_IPRD_HIST_CFG

Click the Configure button
ontheBuild aPolicy - Edit
Actions page with Installed
Product History asthe
actiontype.

Definethe configuration
detailsfor theinstalled
product history action.
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Page Name

Object Name

Navigation

Usage

Sales History Configuration

RSF_HIST_ACT _CFG

Click the Configure button
ontheBuild aPolicy - Edit
Actionspage with Lead
History or Opportunity
History asthe action type.

Define the configuration
detailsfor thelead and
opportunity history action.

Change Request History
Configuration

RG_HIST_ACTION_CFG

Click the Configure button
ontheBuild aPolicy - Edit
Actions page with Change
Request asthe action type.

Define the configuration
detailsfor the change request
history action.

Case History Configuration

RC_HIST_ACTION_CFG

Click the Configure button
ontheBuild aPolicy - Edit
Actions page with Case
History asthe action type.

Define the configuration
detailsfor the case history
action.

Configure Call Center Case
Update Action

RC_CASE_ACTION_CFG

Click the Configure button
ontheBuild aPolicy - Edit
Actions page with Case
Update asthe action type.

Define the configuration
detailsfor the case update
action.

Configure Call Center
Suggested Action

RC_LINK_ACTION_CFG

Click the Configure button
ontheBuild aPolicy -

Edit Actions page with
Case Suggest Action asthe
actiontype.

Define the configuration
detailsfor theaction
suggestion action in cases.

Configure Call Center
Relationship Action

RC_REL_ACTION_CFG

Click the Configure button
ontheBuild aPolicy -
Edit Actions page with
Case Relationship asthe
actiontype.

Define the configuration
detailsfor thecase
rel ationship action.

Configure Call Center
Entitlement Balance Action

RC_ENT_ACTION_CFG

Click the Configure button
ontheBuild aPolicy - Edit

Define the configuration
detailsfor the entitlement

Actions pagewith Case bal ance action.
Entitlement Balance asthe
actiontype.

Action Configuration RC_UPSELL_CFG Click the Configure button Specify the Advisor dialog

ontheBuild aPolicy - Edit
Actions pagewith Upsell
Indicator on Caseasthe
actiontype.

and display templateto use
for the case upsell action.

Action Configuration

RAD_ACTION_CFG

Click the Configure button
ontheBuild aPolicy -

Edit Actions page with
UpSell/CrossSell Adviceon
360, Recommend Advisor
Dialogs, Display Advisor
Recommendation, Quiet
Advisor, Recommend Link for
OCI, Recommendationsfor
OCI or Sart Advisor Session
astheaction type.

Specify the Advisor dialog
and display templateto use
for the action.
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Configuring Display Alert Actions
Access the Display Alert Configuration page.
See PeopleSoft Enterprise Components for CRM 8.9 PeopleBook

Configuring Workflow Actions
Access the Workflow Configuration page.

Chapter 9

Action Processes

Workflow Configuration
Policy
Mame Content Status Changed to Re-Waorl

Description Marketing Content Status Changed to Re-Waork

= Conditions

Marketing Content Status is changed to Re-wark

Action Mame
Action Type Hotifications & Workflow

Action Mame Content Email

Status In Design

Workflow Configuration page (1 of 2)

Business Process

Notification Purpose | =]
*Run Mode | Synchronous =]
Delay Minutes Repeat Times et the Delay at Bun Time
Role Mame [Marketing Content Qwner 0 Binds
Business Process Name RA&_CEM_CONTENT_BP QL

Activity Mame RA_CEM_CONTENT_ACTIVITY Q,

Event Mame |(Content Email Q specify Condition
CI Mame RA_CONTENT_CI Q ¥ Send URL
Default Package Name Content Status Change Q Language ENG
Language specific Packages
Language Code Package Mame
IGerman ;I Content Status Change GER Q, ]j[

Add Package

Workflow Configuration page (2 of 2)
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Notification Purpose

Run Mode

Delay Minutes

Repeat Times

Get the Delay at Run Time

Role Name

Binds
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Select the purpose of the notification. Options are: Approval Required,
Escalation, FY1, Follow-Up Requested, Hold Notification, LA Warning,
Task Assignment Natification, and Update Notification. Thisfield is
optional for worklist or email notifications.

In this release, task management uses this field as part of the post processing
for its Notify Task Assignees workflow policy. To prevent the system

from sending duplicate notifications to task assignees, the workflow post
processing updates task management tables to indicate what notifications
are sent after the policy action is triggered. The notification purpose

for this policy is task assignment notification.

Select if thisis a synchronous or asynchronous process.

When you select asynchronous, the workflow action definition determines
when the notification is scheduled. The system sends the notification after the
number of minutes (if any) that you specify in the Delay Minutes field.

For general workflow actions, the delay time is strictly chronological. That is,
if the specified delay timeis three hours, then the notification for a case that is
first saved at 4 p.m. Pecific Standard Time (PST) is sent the same day at 7
p.m. PST, regardless of the organization’s hours of operation.

Enter the number of minutes after the triggering event occurs that the
notification will be sent. If thisfield is blank, the process runs immediately.
Enter this value if the asynchronous is selected as the process run mode.

Enter the number of notifications that need to be sent. The system reevaluates
the policy conditions before sending repeat notifications. The notification

is repeated until the conditions are no longer true. The system gets the

delay time used between these notifications either in the Delay Minutes

field or by capturing the value of the field that is specified in the Run Time
Delay link (if the delay time needs to captured at runtime).

Click to access the Run Time Delay page, where you specify the record
name and the field name in which the system gets the delay time in
minutes. If delay minutes needs to be obtained at runtime, thisis where
the workflow process goes to collect the information.

Select the role of the notification recipient. If the system does not find a
recipient (for example, if the role is assigned to an agent but the case is
unassigned), the system does not send the notification. For notifications
that are sent to worklists, be sure the role returns a lists of user IDs.
The role can either be a static user list role or a query role that returns
user IDs. For notifications that are sent to email addresses, use a query
role that returns a list of person IDs or fully qualified email addresses
in the format <address>@<service>.<domain>.

It is recommended that you use roles that return person ID or provider
group 1D, which enables the workflow action to get more information
about recipients, such as the their language preferences.

If the roleis a query role (rather than a static user list), click this link to
display the Binds Required page, where you enter the bind values for the
guery used in the query role. For every bind, information needs to be
provided about how the datawill be supplied. The data can come from
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Business Process Name,
Activity Name and Event
Name

Specify Condition

Cl Name (component
interface name)

Send URL

Default Package Name

Chapter 9

either alevel O record.field or an alias. The aliasis used if the data comes
from achild scroll. This aias needs to be part of the context that pertains
to the trigger point for which the policy is created.

Select the PeopleTools workflow objects—business process, activity,

and event—that trigger the notification. PeopleSoft delivers these
objects; be sure to select the ones appropriate to the context in which this
workflow action will be used. Also, select the event that is appropriate
for the notification channel (worklist or email).

See Chapter 10, “Setting Up PeopleSoft CRM Workflow,” Understanding
PeopleSoft CRM Workflow, page 181.

Click to access the page to establish a condition for any asynchronous action.
When you specify a condition here, the action only takes place if the evaluation
of the condition is true at the time that the action is scheduled to start.

For example, service-level related workflow notifications (which are aways
asynchronous) alert agents to impending deadlines. Consider an agreement
that entitles a customer to one-hour guaranteed recovery time. This agreement
is associated with a workflow action that reminds the assigned agent of this
guarantee 30 minutes after anew case is created. The system schedules the
notification when the case is created. But if the case is closed by the time 30
minutes have passed, the notification becomes irrelevant. An evaluation event
can verify that the case is still open before sending the notification.

Select the component interface that triggers the PeopleTools workflow event.
It isrequired for asynchronous natifications to create the context for which
notifications need to be sent. The component interface must contain a
method called EvaluateCondition, which is used by the AAF asynchronous
workflow process to reevaluate the triggering event before a delayed or
repest invocation of the workflow action. The permission list required for
accessing the component interface and the method is CRCI1000.

Select to include the URL of the corresponding transaction to the
email or worklist notification.

Some features, such as task management, uses their own mechanism to
embed the transaction URL in workflow notification. In the case of task
management, the URL is represented by a term in the workflow templates
for task management. Clear this check box if the you are configuring the
notification and workflow action for policies that pertain to these features.

Select a correspondence template package that is used to create the content of
the email notification. Thisis the default package that is used to send email
notification, if the correspondence template package is not specified for
recipient’s language in the Language specific Packages grid.

Language specific Packages

Configure the AAF workflow to use different packages for different languages. If the role query of the
specified role returns a person 1D, the system derives the language from the person’s record and identifies
the correspondence package that is associated with the recipient’s language in this grid. If no packageis
specified for that language, the system uses the default package to send the email notification.
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See Also
Chapter 10, “ Setting Up PeopleSoft CRM Workflow,” Defining Workflow Actions, page 187

Specifying Process to Run in Workflow Actions

Access the Action Processes page.

W arkflow Configuration \,_
Scroll Area Find | Wiew all First 1ofi Last
Order Number Prucessl-ﬁ-ppﬁcatiﬂn Engine ;I [+][=]
Type
Process MName O\
Run Control Record Q
Delay Minutes Repeat Times

Action Processes page

Use this page to run application engine or application class processes, with or without
sending any workflow actions.

Order Number If multiple processes are listed, enter a number to specify the
order in which the processes run.
Process Type Select the type of process to run, application engine or application class.
Process Name Select the process to run.
Run Control Record The default run control record used to run the processes is

RB_RUN_CNTL_WF. Thisrecord uses OPRID and RUN_CNTL_ID as
key values. If the processes associated with this action require a different
run control record, enter that run control record here.

Delay Minutes Enter the number of minutes after the triggering event when the process
will run. If thisfield is blank, the process runs immediately.

Repeat Times Enter the number of additional processes that need to run after the initial
process. The system reevaluates the conditions each time that the process
runs. The delay between the process runs is specified in theDelay Minutes
field. The process stops if the policy conditions are no longer true.

Specifying Bind Variables

Access the Binds Required page.
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Binds Required

|
Binds Required Customize | Find | |_—| First 1-2of 2 Last
Field Marme Record (Table) Field Mame Bind Constant alias
MName
SETID RA_CONTENT  Q, [SETID Q, Q [=]
RA_CONTENT_ID ra_CONTENT O |RA_CONTENT_ID O Q [=]

Binds Required page
Use this page to specify how theinput values are supplied to the bind variablesthat are needed for the role query.
Field Name and Record Displaysthe field for which avaueis required and the record (a parent record

(Table) Name in the component at level 0) of the field. The system builds the list based on
the query role that you select on the Workflow Configuration page.

Use the Alias field if the input value comes from any other level.
Bind Constant If the value is a constant, enter the value in this field.

Alias Enter an alias that is used to supply data to the bind if the data comes
from achild row. The alias becomes part of the context that pertains
to the trigger point for which this policy is defined.

See Chapter 9, “Working with Active Analytics Framework,” CRM Action Types, page 151.

Configuring Business Project Actions

Access the Business Project Configuration page.

Business Project Configuration

Action Hame
Action Type Business Project

Action Mame Modify Account Fee

Policy
Name odify Account Fee Status |n Desian

Description This rule triggers the actions associated with Account fee modification.

= Conditions

Account Modification Type eguals Account Fee
And Account Modification Status equals Open

*Business Project FEI_mA_FEE Q ¥ aAllow Multiple Values

Business Project Configuration page
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Select a business project that AAF instantiates when the evaluation of the policy conditionsis true.

See Also

Chapter 11, “ Setting Up Business Projects,” Understanding Business Projects, page 195

Configuring Branch Script Actions
Access the Branch Script Configuration page.

Branch Script Configuration

Action Hame
Action Type Show Churn Reduction Scripts

Action Name Mare likely to Churn Actions

Puolicy

Name Medium Prapensity to Churn Status In Design

Description This rule is used to determine actions for Customerwho are maore likely to Churn.

= Conditions

Customer's Churn Score is between 11 and 20

k]
Customize |Find | £2  Firat Last
*Script Mame
Custorner Satisfaction ') =]
$50 Serice Credit Q =

Branch Script Configuration page
Select the scripts that AAF executes if the evaluation of the specified policy conditions is true.
See Also

Chapter 13, “Defining Scripts,” Understanding Scripts, page 239

Configuring Display Activity Actions
Access the Activity Advisor Action page.
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Activity Advisor Action

Action Name
Action Type Display Activity Recom

Action Name recormend

Policy
Mame delete : marketing test Status In Design

Description

= Conditions

Current Date is 2004-03-12

Program Details

*Business Unit Q
Program Mame Q.
Activity Name Q.

Activity Advisor Action page

Program Details

Program Name and Select a campaign and an activity within the campaign that are displayed
Activity Name as recommended activity. You must first select a business unit.

Configuring Installed Product History Actions
Access the Installed Product History Configuration page.
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Installed Product History Configuration

Action Name

Action Type Installed Product History

Action Name |og Installed Product Event History

Policy

Mame Installed Product Configuration Change Status In Design

Description Log Installed Product Event Histary when a Calico configuration is changed for
an Installed Product,

= Conditions

Caonfiguration Code for Installed Product 4 Product Registered is changed

History Details
Description

Enter the description for Installed Product History below, with each term in braces:
example, {Mame}

Configuration Code changed from {Old Configuration Codel} to {Mew Configuration ﬂ

Codel}.
B
Merge Tokens
k!
Cuztomize | Find | |——| First Last
Terrn Alias Display Type
New Confiquration Configuration Code for
1 code g ICurrent Yalue =] Installed Product / Product
Registerad
Configuration Code for
2 0ld Configuration Code IOriginaI Yalue ;I Installed Product / Product
Registered
Installed Product History Configuration page
History Details
Description Enter the text for the history entry that shows up on the history page

of the corresponding CRM component (for example, case, lead,
opportunity, or installed product). You can enter terms in angle brackets
in the text that will be resolved into real data

Merge Tokens Click to populate the grid at the bottom of the page with terms that you entered
in the Description field. The term name in the text is an alias (it doesn’t
need to be the exact name of an existing term in the system).

PeopleSoft Proprietary and Confidential 169



Working with Active Analytics Framework Chapter 9

170

In the grid, specify a term that corresponds to each term alias
using the Get Term link.

Display Type Select the type of value that the term displays. Options are original value,
original value - description, current value and current value - description.

For example, if the history enter records a change of status and the text is

Satus changed from {old status} to {new status}. The display type of {old

status} can be the original value, and { new status} the current value.
Configuring Sales History Actions

Access the Sales History Configuration page.

Sales History Configuration

Action Name

Action Type Opportunity History

Action Mame Log Opportunity History

Policy

Mame Opportunity Status Changed Status In Design

Description Cpportunity Status Changed

=~ Conditions

Opportunity Status is changed

History Details
Description

Enter the details of old and Mew Walue to show in history, with each term in braces:
example, {fname}

Status changed from {Previoust to {Mew} ﬂ

B
Merge Tokens

L'}
Customize | Eind | |_—| First Last
Term Alias Display Type Get Term

1 Mew |Current Value - Description = | Opportunity Status Q
2 Previous |Or’igina| Value - Description = | Opportunity Status Q

Sales History Configuration page

See Chapter 9, “Working with Active Analytics Framework,” Configuring Installed
Product History Actions, page 168.
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Configuring Change Request History Actions
Access the Change Request History Configuration page.

h

Change Request History
Configuration

Action Hame
Action T¥ype Change Request History

Action Name

Policy

Mame Log Change Request History Status In Design

Description

= Conditions

Zhange Request Type is changed

Description

Enter the description to be shown in the Change Request Histary below, with gach term in
braces, Example: Text {Mame} text,

[
[

Merge Tokens

u
Customize | Eind | i First Last
Term Alias

Change Request History Configuration page

See Chapter 9, “Working with Active Anaytics Framework,” Configuring Installed
Product History Actions, page 168.

Configuring Solution History Actions
Access the Solution History Configuration page.
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Solution History Configuration
Action Name

Action Type Solution History
Action Mame Create History for a new solution
Policy
Name Solution is &dded Status In Design

Description

= Conditions

Salution Record is added

Description

Enter the description to show in Solution Histary below, with gach term in braces: example,

{Status}
Solution {Solution ID} has been created., ;I
=
Extract Term Aliazes
k]
Customize | Find | B First Last
Term Alias Terrm Display Type Get
Term
1 Solution ID Solution ID ICurrent Value - Description =] L

Solution History Configuration page

TheExtract Term Aliases button worksthe same asthe Merge Tokens buttonin other history configuration pages.

See Chapter 9, “Working with Active Analytics Framework,” Configuring Installed
Product History Actions, page 168.

Configuring Case History Actions
Access the Case History Configuration page.
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Action Name

Action Type

Action Hame
Policy
Mame

Description

=~ Conditions

Case Status is

Description

Case History Configuration

Case History Details
Self-service Yisibility

Drilldown Page in Case

Page Namel ;I

Enter the description to show in Case History below, with each term in braces: example, {Mamel}

Case History

Case History - Case Status is Changed

CS5:1Case Status Changed Status In Design

Case Status Changed

changed

¥ Show in Self-Service

Case Status Changed From {Previous} to {Mew’} ﬂ
B
herge Tokens
k]
Custorize | Find | B First Last
Term Alias Display Type Get
Term
1 Mew Case Status ICurrent Value - Description = | L
2 Previous Case Status |Drigina| Value - Description = | ©4
Case History Configuration page
Show in Self-Service Select to give self-service users visibility to case history rows.

Page Name

Select the page that appears when the user clicks the Details button
on the Case History page. Vaues in this drop-down list box include
all pages in the agent-facing Case component. Self-service users can
view case history, but they cannot access a detail page. Consequently,
the system does not display a self-service page.

See Chapter 9, “Working with Active Anaytics Framework,” Configuring Installed

Product History Actions, page 168.
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Configuring Case Update Actions
Access the Configure Call Center Update Action page.

Configure Call Center Case Update Action

Action Name
Action Type Case Update

Action Name

Policy
Name Delete: Upsell for Case Status In Design

Description

=~ Conditions

Product ID is known

Case Update Details

[T resolved by First Contact

Priurityl ;l
Seueritrl ;I
Impactl ;l
Statusl ;l
Eategnryl ;l
Specialty Trpel ;I
Detail | =
Business Unitl ;l
Quick Eudel ;l

Configure Call Center Update Action page

Enter the field values that populate to a case when this action is invoked for it.

Configuring Case Suggested Actions
Access the Configure Call Center Suggested Action page.
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Configure Call Center Suggested Action

Action Name
Action Type Case Suggest Action

Action MName

Policy
Mame Delete: Upsell for Case Status In Design

Description

=~ Conditions

Product ID is known

Suggested Action Details

*Link Eategurrl

*h‘ersiunl

Ll L 1

*Link Namel

Configure Call Center Suggested Action page

Suggested Action Details

Link Category and Version  Select alink category of the suggested action you want to specify. Options are
Benefits, Human Resources, Payroll, Related Actions, Stock and Training.
Values in the Version field changes based on the link category you select.

Link Name Select alink definition that appears on the case record as suggested action.
Valuesin thisfield changes based on the link category you select.

See PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “ Setting Up Links
to PeopleSoft HRM S Pages and Related Actions’.

Configuring Case Relationship Actions
Access the Configure Call Center Relationship Action page.
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Configure Call Center Relationship Action

Action Name

Action Type Case Relationship

Action Mame Cascade Status Change to Child Cases

Policy

Mame C353:Case Status Changed Status In Design

Description Case Status Changed

=~ Conditions

Case Status is changed

Child Reaction to Parent

*Relationship Type | Global =]

Reaction | Cascade the Change - |

Configure Call Center Relationship Action page

Child Reaction to Parent

Relationship Type Select a relationship type, global or common.

Reaction Select Cascade to cascade data from a parent case to its child cases. Select No
Change to deactivate the action. Case relationship actions are only valid for
hierarchical case relationships. Data can cascade only from parent to child,
not from child to parent and not from one case to an equivalent case.

Configuring Case Entitlement Balance Actions

Access the Configure Call Center Entitlement Balance Action page.
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Configure Call Center Entitlermnent Balance Action

Action Name
Action Type Case Entitlernent Balance

Action Name

Policy

Mame CS%:Case Status Changed Status In Design

Description Case Status Changed

=~ Conditions

Case Status is changed

Entitlement Balance Details

*Prepaid Consumption Actiunl ;l

+Billing Type | =l

Configure Call Center Entitlement Balance Action page

Entitlement Balance Details

Prepaid Consumption Select Increment to add a unit to the prepaid support calls available to the
Action customer. Select Decrement to subtract one from the balance.
Billing Type Select the billing type: Both by case and by time, Case fee or Time.

Configuring Case Upsell Actions
Access the Action Configuration page.
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Action Configuration
Action Name

Action Type Upsell Indicator on Case

Action Name Case Upsell

Policy

Mame Delete: Upsell for Case Status In Design

Description

= Conditions

Product 1D is known

Action Details

Advisor Dialog |Freezers 2
Template Mame [[PROD FREEZERS &}
Runtime Mode | Interactive |
Action Type | Trigger Action |
Action Configuration page (RC_UPSELL_CFG)
Runtime Mode Select the mode that the Advisor application is on at runtime,

interactive, link or quiet.
Interactive: thedialog appears and usersinteract with it to get recommendation.
Link: the dialog appears only when users click on the link provided.

Quiet: the dialog works in the background and doesn’t involve
user intervention.

Action Type Select if the system should invoke action automatically or display the
action so users have the option to execute it or not.

Configuring Advisor Actions
Access the Action Configuration page.
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Action Configuration
Action Name

Action Type UpSell/CrossSell Advice on 360

Action Name Up Sell Cross Sell

Policy

Mame Cross Sell and Up Sell (FEI Status In Design

Description Rules for Up sell and Cross sell recornmendations on 360-Degree wiew,

=~ Conditions

Custormer BO_ID is greater than 0
And Custorner Role Type ID is greater than 0
and User Preferred Market equals FIN

Action Details

Advisor Dialog |Checking Accounts &'

Template Name [FSI01 CHECKING ACCOUNTS QL

Action Configuration page (RAD_ACTION_CFG)

Advisor Dialog Select the dialog that AAF executes when the evaluation of the specified policy
conditionsis true. Establish advisor dialogs using the Advisor Workbench.

See PeopleSoft Enterprise CRM Real-Time Advisor 8.9 PeopleBook, “ Setting
Up PeopleSoft Real-Time Advisor Dialogs,” Understanding Dialog Creation.

Template Name Select the template to be used with the dialog. Templates are used to control
the look and feel of the runtime environment for the end user.
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CHAPTER 10

Setting Up PeopleSoft CRM Workflow

This chapter provides an overview of PeopleSoft Customer Relationship Management
(PeopleSoft CRM) workflow and discusses how to:

» Define PeopleSoft Process Scheduler settings for workflow.
» Define workflow actions.

» Define workflow actions for specific contexts.

» Define workflow email templates.

Understanding PeopleSoft CRM Workflow

This section discusses:

PeopleSoft CRM workflow and PeopleTools workflow.
Workflow actions.

Workflow triggers.

Workflow email templates.

PeopleSoft CRM Workflow and PeopleTools Workflow

PeopleTools workflow enables you to send automated notifications. You define PeopleTools workflow using
three types of PeopleTools objects: business processes, activities, and events. You create and configure
these objects using PeopleSoft Application Designer. You must be familiar with PeopleCode to define the
conditions under which the system sends notifications and to configure the notification content.

PeopleSoft CRM workflow coexists with PeopleTools workflow. PeopleSoft CRM provides a front-end for
setting up workflow with less coding than would otherwise be needed. PeopleSoft CRM workflow:

* Provides predefined business processes, activities, and events for the components
that support PeopleSoft CRM.

» Leveragesthe Active Analytics Framework (AAF) that you useto specify the eventsthat trigger the evaluation
of business rules, and indicate workflow actionsthat the system performsif the evaluation of conditionistrue.

PeopleSoft CRM workflow enables you to trigger processes (such as application engine or
application class processes) as well as notifications.

» Provides a component that you use to define the text of email notifications.
This applies to workflow email notifications that are used when setting up business projects.
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Important! PeopleSoft CRM workflow is available only for specific PeopleSoft CRM components.
These components are discussed in the following sections. To define workflow for components that do
not support PeopleSoft CRM workflow, you can use standard PeopleTools workflow.

Workflow Actions

Use the Workflow Action component to set up CRM workflow actions that trigger processes or notifications.

Processes

If the action is a process such as an Application Engine process, simply reference the process and, if
necessary, provide arun control ID. (The run control ID is necessary only if the process has input parameters.)
You can include multiple processes in a workflow action, but only one run control ID.

Notifications

If the action is a notification, you can configure the notification to be sent to a worklist or to an email
address. The content of a worklist notification is limited, consisting mainly of alink to the related
transaction. Email notifications can include message text in addition to a link. When you set up an
email notification, select a correspondence email template to provide the notification text.

Important! You use email templates that are created from correspondence management to send emails
through workflow. There is one exception where the native workflow email templates are still being used,
and it's in setting up business projects. When you want to send email to someone about certain task or phase
event that occurs, the email templates that are defined under Set Up CRM, Common Definition, Workflow,
Email Template are used. In this chapter, this type of templates is called native workflow email templates to
differentiate from the workflow email templates that are created from correspondence management.

Notifications can be sent to individuals, provider groups, or sales teams. Provider group definitions
have a setting that controls whether the notification goes to a group address (either a group worklist
or agroup email address) or whether it is broadcast to each member of the provider group. This
setting applies only to automated notifications, not to manual notifications.

When you define a notification, you need to reference three PeopleTools workflow objects. a business
process, an activity, and an event. Because PeopleSoft CRM delivers generic objects, you do not have to
use PeopleTools to create them. You do, however, need to know which of the delivered objects to select.
This information is included in the documentation for defining workflow actions. Normally, one business
process and one or two activities exist for each functional area that supports CRM workflow. Two events
are always available: one for sending email notifications and one for sending worklist notifications.

To send notifications to multiple people, you can include multiple notifications in the workflow action.

Roles

To control who receives the natification, you select arole: either a static role that references a list of
user IDs or a query role with appropriate binds for the variables. For example, to send a notification
to a case’s assigned agent, you use a query role and bind in the case ID.

PeopleSoft delivers several query roles, but you can also create your own. To do this, you need to understand
how to use PeopleSoft Query. You also need to make sure that the query returns the right type of values for
the specified delivery method; the query needsto return user IDs if the notification goes to a worklist, and it
needs to return either person IDs or email addresses if the notification goes to an email address.
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The role that you enter in a workflow action must return the appropriate type of value for the
routing method (email or worklist), according to the following rules:

* A role that returns a list of user IDs results in worklist notifications.

Thisincludes all static (user list) roles and al query roles that return user IDs. Both individuals
and provider groups have user IDs. To send email notifications to members of a static role, create
a query role that finds the person IDs that are associated with the user IDs.

* A query role that returns a list of person IDs results in email notifications.

The system programmatically derives the primary email address for each person ID that the query
returns. People who do not have primary email addresses do not receive the notification. Provider
groups do not have person IDs. To use person IDs as the basis for addressing email to provider groups,
write the query so that it returns the person IDs of all members of the group.

* A query role that returns a list of email addresses results in email notifications.

If the query returns data in the format <address> @< service>.<domain>, the system treats the values
as email addresses. Both individuals and provider groups have email addresses.

To send notifications using multiple channels, you include multiple notifications in the workflow action.

The PeopleTools Security documentation discusses rules in detail. The PeopleSoft Query
documentation discusses how to create role queries.

See Also
Enterprise PeopleTools 8.45 PeopleBook: PeopleTools Security
Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Query

Workflow Triggers

These mechanisms exist for triggering a workflow action:
» Active analytics framework (AAF).

» Business project workflow.

» Return material authorization (RMA) workflow.

Active Analytics Framework

AAF is the most common way used to trigger a workflow notification and is adopted by major
CRM transactions. The framework provides a flexible environment where functional users build
business rules using the simple if-then structure. If the evaluation of the business rules is true, the
associated actions (in this case workflow actions) are invoked automatically.

Here's the high-level procedure on how to set up a workflow action to be triggered by AAF:

1. Create a correspondence template package if it is not already available.

2. Create a role query if it is not aready available.

3. If theworkflow action isto run some application class or application engine process, create the process.
4

Configure the workflow action as part of the policy building process. Use the
elements that are created in previous steps.

Refer to the AAF documentation on configuring workflow actions if you plan to
enable workflow actions through AAF.
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See Chapter 9, “Working with Active Analytics Framework,” Configuring Workflow Actions, page 162.

Business Project Workflow

Business projects are structured, workflow-enabled task lists that coordinate and track work involving
multiple people or processes. The term workflow-enabled refers to task lists that can trigger
workflow actions at specific points during the business project. Business projects always run in the
context of a parent object such as a case, an order, or a service order.

The following table describes how you trigger workflow actions in business projects:

Element Description

Event definition. Select predefined events from drop-down list boxesin the Task component
(onthe Assign/Events page) or in the Business Project component (on

the Events page). Va ues depend on the component that you use, but they
fall into three generd categories: initiation, completion, and time out of a
business project or one of its component objects.

Workflow action selection. Associate eventswith aworkflow action on the same pagewhere you
select the event.
Workflow email template selection. When setting up email notifications, select a native workflow email

template on the same page where you sel ect the workflow action.

RMA Workflow

The RMA component in PeopleSoft Support contains PeopleCode that triggers specific predefined
workflow actions that PeopleSoft delivers. To activate the workflow, you assign users to the
roles referenced in the delivered actions. You can modify the PeopleCode to reference different
workflow actions. The following table describes RMA workflow actions:

Element Description
Event definition. None. Theeventsare predefined in PeopleCode.
Workflow action selection. None. Theworkflow actionis predefined in PeopleCode.
Workflow email template selection. None. Email text comes from a message catal og entry
that you select in the workflow action definition.

Interactions

When the system sends a notification using AAF or business project workflow, the system logs the notification
as an interaction, which you can then view in the 360-degree view or other interaction lists.
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See Also

Chapter 9, “Working with Active Analytics Framework,” Active Anaytics Framework Overview, page 141

Chapter 11, “Setting Up Business Projects,” page 195

PeopleSoft Enterprise CRM 8.9 Application Fundamental s PeopleBook, “ Setting Up Customer Self-Service”

PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “Managing Material
Returns,” Understanding Material Return Processing

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Interactions’

Workflow Email Templates

Native workflow email templates provide the text for email notifications that are sent by the
business project workflow actions. They are defined under Set Up CRM, Common Definition,
Workflow, Email Template. Workflow email templates are not used for RMA notifications. Those
notifications derive their content from the message catal og.

Note. Native workflow email templates are different from the email templates that are used in correspondence
requests, manual notifications and automatic workflow notifications. They are used only by workflow
actions available in business projects and in the specific hard-coded locations described here.

Hard-Coded Template Usage
The following notifications are hard-coded to use a delivered template, which you can modify:

 Manua notifications that send case resolutions.

When a user tries to email a solution on the Case page, the default text in the Send
Notification page (the Outbound Email page if ERMS is installed) comes from the
workflow email template EMAIL_RESOLUTION.

 Manua notifications that send case notes.

When a user tries to email in the notes summary view of the Case - Notes page, the default
text on the Send Notification page (the Outbound Email page if ERMS is installed) comes
from the workflow email template SEND_SELECTED_NOTES.

Tokens

Workflow email templates can incorporate variables to provide the recipient with useful contextual
information. Tokens can reference data from any field (including a derived field) that is part of the component
interface selected for the originating object. For example, anotification sent in response to a change in case
priority can reference both the previous and new values from the Priority field in the case component.

You reference variables by creating tokens for specific field values and by inserting those tokens into the
notification text. Tokens follow the format %n, where n is an integer. When you create a token, you select
whether it displays the current field value, the previous field value, or the object name of the field.

If you reference datain a child record, you can format the workflow email template to include information
for each row in that child record by enclosing the text in curly brackets ( {} ).

For example, case notes are stored in the record RC_CASE_NOTE, which is a child of the main
case record RC_CASE. To create a notification that includes information about each case note,
you define tokens for the fields that you want to include, and then you enclose the repeated text
for each note in curly brackets, as in the following example:
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{Note Created Date: "R
Not e Summary: 93
Ful | text of note:

%

Rk I S Rk R S S R Sk o S S S R O O O O kR

}

If the notification includes multiple rows of information, you can include a row of asterisks and extra
blank rows to separate consecutive notes, as shown in the preceding example.

Components and Component Interfaces

When you create workflow email templates, you identify the component where the triggering event
occurs and the component interface that displays the record and field names. The component interface
controls prompting for the Record and Field Name fields when you create tokens.

The component and component interface that you reference depend on where the workflow email
template is used. For example, workflow email templates that are used with business projects reference
the RC_BP_STATUS component and the RC_BP_STATUS component interface.

Defining PeopleSoft Process Scheduler Settings for Workflow

186

This section discusses how to define PeopleSoft Process Scheduler workflow settings.

Page Used to Define PeopleSoft Process Scheduler
Settings for Workflow

Page Name Object Name Navigation Usage
CRM Workflow Defaults RB_WF_DEFAULTS Set Up CRM, Common Define PeopleSoft Process
Definitions, Workflow, Scheduler settingsfor
Defaults, CRM Workflow workflow.
Defaults

Defining PeopleSoft Process Scheduler Workflow Settings
Access the CRM Workflow Defaults page.

CRM Workflow Default
CRM Workflow Server

Server Mame [PSNT Q

Process Dir|cihternp

Group Worklist Symbuolic ID

Symbolic ID |53l Q,

CRM Workflow Defaults page
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CRM Workflow Server

Server Name Enter the PeopleSoft Process Scheduler server that runs notifications
and processes triggered by workflow actions.

Process Dir (process Enter the directory for the error output of the workflow actions.

directory)

Group Worklist Symbolic ID
Use this group box when setting up group worklists.

See Chapter 3, “Setting Up and Using Worklists,” Defining Worklists, page 24.

See Also

Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Process Scheduler

Defining Workflow Actions
To define workflow actions, use the Actions component.

This section discusses how to define workflow actions for business projects.

Note. Workflow notification is one of the actions that can be triggered by AAF. So for those workflow
actions that AAF handles, the configuration is consolidated within the framework (administrators no
longer access the Workflow Action component to configure workflow actions for AAF). The workflow
setup discussed in this section is primarily used for business project workflow actions. For information
on how to define AAF workflow actions, refer to the AAF documentation.

Pages Used to Define Workflow Actions

Page Name Object Name Navigation Usage

Rule RB_WF_RULE Set Up CRM, Common Define general information
Definitions, Workflow, about the workflow action.
Actions, Rule

Processes RB_WF_RULE_PRCS Set Up CRM, Common Select processesto run when
Definitions, Workflow, the specified workflow
Actions, Processes actionistriggered.

Notifications RB_WF_RULE_RTES Set Up CRM, Common Specify notificationsfor the
Definitions, Workflow, workflow action.
Actions, Notifications

Binds Required RB_WF_RULE_BIND Click the Role Bindsbutton | Specify the value of any
on the Notifications page. variablesin therole query.

Creating a Workflow Action
Access the Rule page.
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Processes Motifications
Rule Name BP_CC_Case_Assigned_To_Email ¥ Active Flag
Description [Business Project Call Center Case Assigned To Ernail
Mote to Send with Action
Message Set Mumber O\ Message Number Q
Component Interface Name O\
Run Control Record Q
Comment |For an instance of a Business Project, this will route an email ;I
notification to the Case assignee,
=

188

Rule page

Active Flag

M essage Set Number and
M essage Number

Component I nterface Name

Run Control Record

Select this check box to enable the workflow action.

Select a message set and a message to be used as the text for any email
notifications that are sent. Messages are stored in the message catalog and
organized by message set number. Each message set consists of a category
of messages identified by individual message numbers.

Thisfield is relevant only for RMA workflow actions. Otherwise,
the system derives the email notification text from a workflow email
template, and it does not use these fields.

Select the component interface that triggers the PeopleTool s workflow
event. The component interface must contain a method called Run
Action Routes, which reevaluates the triggering event before a delayed
or repeat invocation of the workflow action.

This field is relevant only for RMA workflow.

The default run control record used to run the processes is
RB_RUN_CNTL_WEF. Thisisageneric run control record with no parameters.
If the processes associated with this workflow action require a different

run control record, enter that run control record here.

Thisfield is relevant only for workflow actions that run processes.

Specifying Processes to Run

Access the Processes page.
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Rule b Motifications
Rule Name BP_CC_Case_assigned_To_Email
Processes Cusztomize | Find | D First 1ofi Last
*Schedule| Process Type Process Mame Description Delay Minutes |Repeat
MNurnber Minutes
Q Q (=]
Processes page
If multiple processes are listed, enter a schedule number to specify the order in which the
processes run. Delay minutes and repeat minutes do not apply if the workflow process is invoked
from business projects; the process takes place immediately.
See Chapter 9, “Working with Active Analytics Framework,” Specifying Process to
Run in Workflow Actions, page 165.
Defining Notifications
Access the Notifications page.
Rule Processes \_
Rule Name BP_CC_Case_Assigned_To_Email
Notifications Customize | Find | D First 1-2 of 2 Last

Delay | Repeat
Mins |Times

Event Name

*Schedule | Role Name Role Binds... Business Process Mame Activity Name

Nurnber
10 Call Center BP Case Em O | Role Binds... | |RC_BUS_PROIECT

Q, |rc_pUs_PROIECT_RoOUT QU [Email Event Q =
20 |Call Center BP Case ProC, | Role Binds... | |RC_BUS_PROJECT 2 |RC_BUS_PROIECT_ROUT O |[Emnail Event Q =1

Notifications page
Delay minutes and repeat minutes do not apply if the workflow notification is invoked from business projects;
the notification takes place immediately. Enter the following field values for business project notifications:

Business Process Name Enter RC_BUS PROJECT.

Activity Name Enter RC_ BUS PROJECT ROUTING.
Event Name Vaues are:

» Email Event for notifications sent to the recipient’s email address.
» Task Worklist Event for notifications sent to the task status worklist.

*» Business Project Worklist Evnt for notifications sent to the
business project status worklist.

Roles Used for Business Project Notifications

The following table summarize the valid combinations of events and query role results.

Role Configuration Notification Channel Event to Select

Task Worklist Event or Business
Project Worklist Evnt.

Staticrole(includeslist of user IDs). | Worklist
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Role Configuration Notification Channel Event to Select

Role query that returns user IDs. Worklist Task Worklist Event or Business
Project Worklist Evnt.
Role query that returnsperson IDsor | Email Email Event.

email addresses.

Note. The query role and the PeopleTool s workflow event must be configured for the same type of notification.

When writing role queries for business projects, keep in mind the data that can be bound into the query:

* |f a business project-specific event triggers the notification, you can bind in any
value from the RC_BP_STATUS record.

* If a phase-specific event triggers the notification, you can bind in any value from
the RC_ACTIV_STATUS record.

* If atask-specific event triggers the notification, you can bind in any value from
the RC_TASK_ STATUS record.

Even though these records contain many fields, logically, only the key fields provide useful bind values.
For example, you can use the business project instance ID to join any of these records to the RC_CASE
record and return a user 1D, person ID, or an email address for anyone associated with a case. This strategy
enables you to send natifications to the agent who opened the case, the provider group or agent assigned
to the case, the caller who reported the case, or any other person associated with the case.

See Also

Chapter 9, “Working with Active Analytics Framework,” Configuring Workflow Actions, page 162

Defining Workflow Email Templates

To define native workflow email templates, use the Email Template component.
This section discusses how to:

» Define workflow email templates.
» Define workflow email templates for business projects.

Note. These email templates are used for sending workflow notifications in business projects.

Page Used to Define Workflow Email Templates

Page Name Object Name Navigation Usage

Email Template

RC_EMAIL_FORMAT

Set Up CRM, Common
Definitions, Workflow,
Email Template, Email
Template

Definethe content of an
email notification sent by
business project.

190

PeopleSoft Proprietary and Confidential




Chapter 10

Setting Up PeopleSoft CRM Workflow

Defining Workflow Email Templates
Access the Email Template page.

Email Template

Component Name RC_BP_STATUS *Component Interface Name RC_BP_STATUS Q
Email Template BP_BEGIMNS *Description [Business Project Begins

Subject Automatic Motification: The Business Project, %1, has begun,

Message Text %2 ;I
Click on the link below to go to the Business Project
%3
=
k')
Token Definition Cuztomize | Find | |——| First 1-Zof 3 Last
*Token |Dccurs Primary Record *Record (Table) *Field Marne *Display Type
level Marne
%1 |o | |[rc_pr_sTaTUS | |oERIVED_RC_wF x| |DESCR_BUS_PRO = | [value = [=]
%2 |o | |[rc_pr_sTaTUS | |pERIVED_RC_wF x| |DESCR_PARENT_¢/=| [walue = [=]
%3 |o =] |[rc_pr_sTaTUS | |pERIVED_RC_wP | |BP_STATUS_URL =| [value =] =]

Email Template page

Component Name

Component Interface Name

Email Template

Subject and M essage Text

Token Definition

Displays the component where the triggering event occurs and whose
fields you want to reference in the notification text.

Select the component interface associated with the component. The
component interface populates the list of values for the Record
(Table) Name and Field Name fields.

Displays the unique name for the workflow email template.

Enter the text to be used as the subject and message of a
notification based on this template.

PeopleSoft Marketing uses the subject as the value for the Reason to
Receive field in marketing worklist notifications.

Tokens are variables that represent data from a record and field that you specify.

Token

Occurs leve

Primary Record
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Enter a variable used to represent data to be included in the notification.
Tokens have the format %n, where n is an integer.

Select the occurs level of the record that the token references.

Select the primary rowset for the component. Rowsets are hierarchical data
objects that represent the scrolls, rows, records, and fields in the component
buffer. To determine the primary rowset for a component, view the Structure
tab of the component definition in Application Designer.
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Record (Table) Name and Select the record and field referenced by the token.

Field Name

Display Type Select to determine how the system formats the field value when it
appears in a notification. Options are:
Value: The current field value.
Original Value: The previous value of afield that has changed.
Formatted Value: The formatted current value for a date.
Name: The object name of the field.

See Also

Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Application Designer

Defining Workflow Email Templates for Business Projects
Access the Email Template page.

Component Name Select RC_BP_STATUS.
Component InterfaceName Select RC_BP_STATUS.

Related Fields

When business projects are associated with cases, the associated workflow email templates can reference
any field in the component buffer for the case. In particular, you may want to reference fields in the
DERIVED_RC_WF record, which contains several fields specific to business projects, phases, and tasks.
The DERIVED_RC_WHF fields that relate to business projects are populated for all business project events.
The fields that relate to phases and tasks, however, are only populated by events related to phases and

tasks. For example, the DESCR_TASK field contains the task description. If included in a workflow email
template associated with the Phs - Begins (phase begins) event, the field would be blank, because the event is
not task-specific. Although this does not cause an error, it results in a blank value in the notification. The
following table describes DERIVED_RC_WEF fields that are related to business projects, phases, and tasks:

Field Description
BP_STATUS URL Containsauniform resourcelocator (URL ) to the Business
Project Status page.
TASK_STATUS URL ContainsaURL to the Task Status page.
RC_BUS PROCESS ID Containsthe business project ID.
BUS PROC_INSTANCE Containsthe business project instance ID.
RC_ACTIVITY_ID Containsthe phase|D.
RC_TASK_ID Containsthetask ID.
DESCR_BUS PROCESS Containsthe business project description.
DESCR_ACTIVITY Containsthe phase description.
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Field Description

DESCR_TASK Contains the task description.

RC_TASK_STATUS Contains the task status.

TRANS_FROM_NODE Containsthe start phase of aphasetransition withina
business project.

DESCR_PARENT_OBJ Contains the description of the business project parent
object (that is, the description of the case from which the
business project wasinitiated).

Note. Because the Task Status page can only be accessed from a link in a notification (it is

not available through the menu structure), task-related notifications should always reference the
TASK_STATUS_URL field. Also, the DESCR_PARENT_OBJfield is a useful field, as it provides
the recipient with information about the case to which the business project relates.
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Setting Up Business Projects

This chapter provides overview

s of business projects, business project workflow, and business

project process definition and discusses how to:

» Define invalid actions.

» Define tasks.

» Define phases.

» Define business projects.

» Clone and delete phases and

See Also

business projects.

Chapter 12, “Using Business Projects,” page 227

Understanding Business Projects

This section lists common elements and discusses:

» Business project usage.

» Business project architecture.
» Business project workflow.

» Tasks in business projects.

* Invalid actions.

» Time and cost tracking.

Common Elements Used in this Chapter

Time Units

Standard Time and
Maximum Time

Standard Calculated
Time and Maximum
Calculated Time

Recalculate Times

PeopleSoft Proprietary and Confidential

Enter the units for defining how long atask, phase, or business project takes
to complete. Options are Minute(s), Hour(s), and Day(s).

Enter the average and maximum amounts of time for a task, phase, or business
project, measured in the units of time in the Time Units field.

Displays the sum of the standard and maximum times for all tasksin a phase or
all phasesin abusiness project. A business project’s calculated times are based
on the assumption that all phases have transitions to their default phases.

Click to update the values in the Standard Calculated Time and
Maximum Calculated Time fields.
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Depending on the time units, a calculated time can be rounded down to
zero. For example, if a phase is measured in hours and consists of tasks
that are measured in minutes, then the phase time is calculated as zero
hours if the total of all the task timesis less than 30 minutes.

Currency Code and Total Enter the cost for the task, phase, or business project (if billable), and enter
Cost the currency of the cost. The billing information fields are for informational
purposes only; they do not affect billing processes.

Business Project Usage

Business projects are structured, workflow-enabled task lists. You use business projects to
coordinate and track the work involved in performing tasks.

Organizational Processes

You can create business projects to codify and manage an organization’s internal business
processes. For example, a help desk might create business projects for commonly performed
processes, such as upgrading a user’s computer. Service orders, support cases, and hel pdesk
cases all support this use of business projects, enabling you to:

Codify the best practices of an organization into a reusable template.

Enforce the proper sequence of tasks.
» Automate work-related notifications.
» Coordinate any combination of manual processes and automated processes.

Business projects can be instantiated manually (as arelated object, for example), or automatically through the
Active Analytics Framework (AAF) asaresult of the evaluation of business rules. Only one business project
can exist for each parent object. For example, you can have only one business project for each case.

Automated Processes

PeopleSoft delivers business projects that manage certain predefined application processes. For
example, in PeopleSoft Order Capture, the delivered CORE_ORDER_BP business project manages
the order fulfillment process. This business project coordinates automated tasks such as publishing
the data to an order fulfillment system and creating an installed product record. Using a business
project to manage these tasks simplifies the management of conditional logic.

Refer to the PeopleBook for a specific application to learn about application processes
that you can implement using business projects.

See Also
Chapter 9, “Working with Active Analytics Framework,” Configuring Business Project Actions, page 166

PeopleSoft Enterprise CRM 8.9 Order Capture Applications PeopleBook, “Working
with PeopleSoft Order Capture Business Projects’
Business Project Architecture

Tasks are the basic unit of work in a business project. Task definitions describe the work to be performed
and the amount of time that the task normally takes. Phases are groups of tasks. Phases can also incorporate
sub-business projects, which are business projects that are nested within other business projects.
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Task Sequencing
When you set up a phase, you define the sequence of tasks in the phase.

Tasks within a single phase can be performed either in parallel or in sequence. For example, when
you set up an employee in a human resources system, the first task might be to enter employee
personal information into the system. After this task is complete, you might enter other information
in parallel, for example, tax withholding elections and benefits elections.

A task begins when all preceding tasks or sub-business projects in a phase are complete. For example,
consider a phase that starts with three parallel tasks. These tasks are followed by two other parallel
tasks that cannot start until the first three tasks are complete. The first three tasks begin when the
phase begins, and the next two tasks begin when the first three tasks are complete.

When you set up a phase, you indicate required tasks and sub-business projects. The sequencing
of tasks and sub-business projects, however, is not affected by the phase setup. So in the
preceding example, the fourth and fifth tasks do not start until all three of the previous tasks are
complete, even if only one of the three preceding tasks is required.

Phase Sequencing and Phase Transitions

Phases are always performed sequentially. Consequently, tasks that are performed in parallel must all belong
to the same phase. For each phase in a business project, you define the possible target phases and the
conditions under which each target is appropriate. These conditions are called transition rules.

Any phase in a business project can have a transition to any other phase in the business project.
This architecture enables you to loop through a phase multiple times if necessary. A business
project is complete when you reach the system-defined End the Business Project phase. (You
cannot modify this phase except to change the descriptive text.)

Transitions can be automatic or manual. A phase that has multiple possible targets can use
a combination of automatic and manual transition rules.

Automatic transition criteria are based on the status and outcome of required tasks and sub-business
projects in the start phase. If the start phase definition includes elements that are not marked as required
elements, the system does not use those el ements when evaluating transition criteria.

The outcome of atask or sub-business project can be Canceled, Complete - Success, or Complete - Failed. A
sub-business project’s outcome can be set manually or automatically, depending on how the sub-business project
isdefined. If the outcome is set automatically, the sub-business project is considered successful when it is
complete. If the outcomeis set manually, the user specifies whether the sub-busi ness project succeeded or failed.

The system evaluates transition rules at two points:

* When a task or sub-business project is completed.

Because transition rules are based on the success or failure of tasks within phases, the system
evaluates transition rules at the completion of a task.

* When a phase exceeds its maximum time.

You can specify that an automatic transition occurs when tasks are not completed on time. If you set up
this type of transition, then when the phase starts, the system schedules a process to run when the phase
exceeds its maximum time. If the phase is still in progress when the process runs, the transition occurs.

Transition Rule Validation

Before you can use a business project, the system must validate its phase transition rules. The
following conditions cause the validation process to fail:
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* No default target phase exists.

Every start phase with a target phase must have a default target phase. The default target phase establishes a
default path through the business project tree so that the system can calculate standard and maximum

times for the business project. In addition, in an automatic transition, the system starts the default target
phase when all tasks are complete but none of the transition criteria are satisfied.

» Multiple targets have the same automatic transition criteria

Automatic transition criteria enable the system to use one of multiple target phases. If multiple targets
have the same automatic transition criteria, the system cannot perform the transition.

When the validation processis successful, the system marks the business project asvalid and makesit available.

If you change the business project definition, you must validate it again and save it.

Sub-Business Projects

Sub-business projects are business projects that are incorporated into phases of other business
projects. The sub-business project functions as a task in this context, even though it may be a
complex and multiphased task. The standard task sequencing rules apply regardless of whether a
phase has tasks, sub-business projects, or a combination of the two.

You define sub-business projects as you do main business projects. They consist of phases and tasks with
specific sequencing and transition rules. Sub-business projects differ from main business projects in two ways:

* Sub-business projectsinclude afield that determines whether the outcome is set by default or explicitly.
Main business projects, which have a status but not an outcome, do not have this field.

* For sub-business projects, you do not need to identify the parent object that uses the sub-business project.
The parent object for a sub-business project is aways the business project to which it belongs.

A business project type indicator prevents main business projects from being used as sub-business projects. It
also prevents sub-business projects from being used as main business projects. At runtime, when you prompt
for alist of business projects to invoke, only main business projects appear. During the design stage, when you
prompt for alist of business projects to include in a phase, only sub-business projects appear.

Like tasks and phases, sub-business projects are reusable. For example, a sub-business project
for verifying a customer’s credit might be embedded within several main business projects. You
can even nest sub-business projects within sub-business projects.

Dynamic Sub-Business Projects

Using the Nested Business Project_Start PeopleCode function, you can dynamically add sub-business
projects at runtime. For example, if you use a business project for order fulfillment and sub-business projects
for each item ordered, you cannot know which sub-business projects will be needed for a specific order.

PeopleSoft Order Capture components incorporate the PeopleCode that is necessary for this processing. To
take advantage of it, use the CORE_ORDER_BP business project or, in the communications industry solution,
the TELCO_NEW_ORDER business project as the main fulfillment business project. Then make sure that
each product definition references the sub-business project that is used when a customer orders the product.

Business Project Modifications

You cannot modify tasks, phases, and sub-business projects that belong to a currently
instantiated business project. After all instances of the main business project are marked
complete, these objects become editable again.
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Business projects are effective-dated. You cannot modify the effective-dated row of data if
an instance of the business project for the effective date is currently in progress. Instead,
create a new effective-dated row of data for the changes.

Changes to a business project definition do not affect existing instantiations of the business project.

See Also

Chapter 12, “Using Business Projects,” page 227

Chapter 11, “Setting Up Business Projects,” Definition of Processes That Dynamically
Instantiate Sub-Business Projects, page 208

Business Project Workflow

Business project workflow automates the process of sending notifications and running processes.
When you set up business project workflow, you specify three things:

» The event that triggers the workflow action.

These events are predefined in the system, such as when a phase or business project
begins, ends, or exceeds a preset time.

» The workflow action that the system performs.

Workflow actions can schedule processes (for example, Application Engine processes) or send notifications.
* (Optional) A workflow email template that provides notification text.

Workflow email templates are only required for workflow actions that send email notifications.

Note. Workflow email templates are only used for sending notifications from business projects
and tasks that are used in business projects. When you send notifications using CRM workflow
(for example, through AAF), correspondence templates are used.

When business project workflow sends a notification, the system logs the notification as
an interaction, which you can view in the 360-degree view or other interaction lists. You
can set up workflow actions at the task level as well.

See Also
Chapter 10, “Setting Up PeopleSoft CRM Workflow,” page 181

Chapter 10, “Setting Up PeopleSoft CRM Workflow,” Defining Workflow Email
Templates for Business Projects, page 192

PeopleSoft Enterprise CRM 8.9 Application Fundamentals PeopleBook, “Working with Interactions’

Tasks in Business Projects

A task is the smallest unit of work in a business project. It can be performed automatically or manually.

Automatic Tasks

Certain tasks can be performed without human intervention. For example, the system can
update inventory balances after an order is shipped.
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To automate these tasks, set up workflow to run an Application Engine process that performs the
task. When you do this, you need to pass task information to the Application Engine program, and
you need to make sure the program updates the task status when it is complete.

Manual Tasks

Certain tasks are assigned to and performed by people. For example, a manual task might
be a physical task, such as changing the toner in a printer.

To facilitate manual tasks, set up workflow that sends the assignee an email that describes the task and
includes a link to the page where the person can update the system when the task is complete. You can set up
additional workflow to notify the overall business project owner whenever a task status is updated.

Default values determine how the system initially assigns a task when the business project begins. The
business project owner can change default assignment information before or after the task begins.

To set up workflow that sends notifications for newly assigned tasks, associate the notification

with the Beginning of Task event or the Reassignment of Task event (or both). If you send a
notification at the beginning of atask, the current assignee receives the notification. Consequently,
for the first task of a business project (which starts as soon as the business project starts), the default
assignee always receives a notification. For subsequent tasks, the default assignee receives the
notification only if you do not change the assignee before the task starts.

The system sends reassignment notifications only for tasks that are in progress, so it does not
send a notification if you change the assignee before the task starts.

Note. Task assignment does not trigger notifications unless you set up notification
rules based on task assignment.

Invalid Actions

If abusiness project isin process, certain user actions may not be appropriate. For example, you may want to
prevent users from canceling orders once the shipping phase of an order fulfillment business project begins.

To prevent the action from occurring, the system calls the BusProjectinvalidAction PeopleCode
function when the action is attempted. The function determines if the action is invalid for the
current phase of the business project. If the action is invalid, the function returns a value of True
and sets any variables in the message catalog entry that is associated with the invalid action. The
application that called the function can then take appropriate action.

The only component that is delivered with a call to the BusProjectinvalidAction function is the Order
Tracking component. When an invalid action occurs in this component, the application prevents the user
from canceling the order and displays an error message using text from the message catalog.

See Also

PeopleSoft Enterprise CRM 8.9 Order Capture Applications PeopleBook, “Working
with PeopleSoft Order Capture Business Projects’

Time and Cost Tracking

As you define a task, you can specify the standard amount of time for the task and a
maximum amount of time for the task.
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You can roll up that information to calculate the standard and maximum duration of phases and
business projects, or you can specify phase durations and business project durations that are separate
from the calculated durations. The calculated duration of a phase includes the time required for
tasks and for sub-business projects. The calculated duration of a business project is based on

the assumption that every transition leads to the default target.

You can set up workflow notifications based on business project, phase, and task times—both
calculated times and manually entered times. These timeout notifications enable an organization
to monitor delays in the completion of a business project.

As you define tasks, phases, and business projects, you can aso specify costs associated with
each. The PeopleSoft system does not roll up costs from tasks to phases or from phases to
business projects. Likewise, the system does not use the cost information in any processing. The
cost information that you specify is for informational purposes only.

Understanding Business Project Workflow

This section discusses:

» Events that can trigger workflow actions.

» Workflow actions and email templates for business project notifications.
» Délivered workflow elements for case business projects.

Events That Can Trigger Workflow Actions

Business project events are conditions related to tasks, phases, and business projects. To set up business
project workflow, you associate a workflow action with one of the predefined events.

You define workflow for task-related events at either the task level or the business project
level. To set up workflow for every task in a business project without setting up the event for
each individual task, use the business-project-level event.

Task, Phase, and Business-Project Initiation Events
Task, phase, and business project initiation events include the following:
» Business project begins

» Phase begins

The first phase in a business project begins immediately when the business project is invoked.
Subsequent phases begin after an automatic or manual transition.

» Task begins

Initiation of a business project starts at |east one task in the first phase of the business project. The sequence
of tasks within the phase determines when the other tasks begin. Thisis available only at the task level.

» Task is reassigned

The assignee of a task in progress changes from a blank value to a named value.
This is available only at the task level.
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Task, Phase, and Business Project Completion Events
Task, phase, and business-project completion events include the following:

» Business project is complete.
» Phase is complete.

Phases are complete when you manually initiate a transition out of the phase or when the criteria for
an automatic transition are met. This event does not require all tasks to be complete.

* Phase is complete—all tasks complete.
This event does not distinguish between tasks that succeeded and tasks that failed.
» Phase is complete—all tasks complete and successful.
» Phase is complete—all tasks complete, any task fails.
 Phase transition occurs.
* Phase transition occurs—non-default.
» Task is complete.

This event does not distinguish between tasks that succeeded and tasks that failed.
This is available only at the task level.

 Task fails.

This is available only at the task level.
» Task is successful.

This is available only at the task level.

Timeout Events

Timeout events include the following:

» Business project exceeds maximum time.

» Business project exceeds standard time.

» Business project exceeds maximum calculated time.
» Business project exceeds standard calculated time.
» Phase exceeds maximum time.

* Phase exceeds standard time.

» Phase exceeds maximum calculated time.

*» Phase exceeds standard calculated time.

» Task exceeds maximum time.

» Task exceeds standard time.

There are two ways to define standard and maximum times for phases and business projects. You can enter a
time manually, or you can have the system calculate it. When you define timeout workflow for phases and
business projects, you must know whether to base the workflow on the manual or calculated time.
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Workflow Actions and Email Templates for Business
Project Notifications

Workflow actions are PeopleSoft CRM workflow objects that trigger processes (for example,
Application Engine processes) and notifications.

When you set up a workflow action for business project notifications, you need to select a PeopleTools
business process, activity, and event. (PeopleTools events are not the same as business project
events.) You do not need to use PeopleTools to create these objects. Instead, use the delivered
objects described in the documentation for workflow actions.

See Chapter 10, “Setting Up PeopleSoft CRM Workflow,” Defining Workflow Actions, page 187.

You define notification text for email notifications by selecting a workflow email template. Workflow email
templates are used for email notifications only; worklist notifications do not include notification text.

See Chapter 10, “ Setting Up PeopleSoft CRM Workflow,” Defining Workflow Email Templates, page 190.

Delivered Workflow Elements for Case Business Projects
PeopleSoft delivers the following elements to use when setting up workflow for business projects in cases:

* Roles for task assignees

* Roles for case assignees
» Workflow actions

* Processes

» Workflow email templates

Roles for Task Assignees

The following query roles identify the person, provider group, or role associated with a task.

Role Description
Call Center BP Person Email Send notificationsto an email address associated with a person to whom atask
isassigned.
Call Center BP Provider Email Send notificationsto an email address associated with aprovider group to

which atask isassigned.

Call Center BP Role Email Send notificationsto the email addresses of all people associated with arole
to which atask isassigned.

Call Center BP Person Worklist Send notificationsto theworklist associated with a person to whom atask is
assigned.

PeopleSoft Proprietary and Confidential 203



Setting Up Business Projects Chapter 11

Role Description
Call Center BP Provider Worklist Send notifications to the worklist associated with a provider group to which a
task isassigned.
Call Center BP Role Worklist Send notifications to the worklists of all people associated with aroleto which
atask isassigned.

These query roles require three bind variables:
 RC_TASK_STATUSBUS PROC_INSTANCE
* RC_TASK_STATUS.TRANS FROM_NODE
* RC_TASK_STATUS.RC_TASK_ID

Roles for Case Assignees

The following query rolesidentify the person or provider group associated with the business project’s parent
case. Use different roles for the notifications sent from main business projects and from sub-business projects.

Description Role for Main Business Role for Sub-Business
Projects Projects
Send an email notification to the Call Center BP Case Email Call Center SBP Case Email
agent assigned to the case.
Send aworklist notification to the Call Center BP Case Worklist Call Center SBP Case Worklist
agent assigned to the case.
Send an email notification to the Call Center BP Case Prov Email Call Center SBP Case Prov Eml

provider group assigned to the case.

Send aworklist notification to the Call Center BP Case Prov WL Call Center SBP Case Prov WL
provider group assigned to the case.

Send email notificationsto each Call Center BP Prov Person Call Center BP Prov Person
member of the provider group
assigned to the case.

Send worklist notificationsto each Call Center BP Prov Userid Call Center BP Prov Userid
member of the provider group
assigned to the case.

The query roles that identify a case assignee have only one bind variable: the business project
instance (RC_BP_STATUS. BUS PROC_INSTANCE).
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Workflow Actions

PeopleSoft provides the following workflow actions that you can use with business project workflow.

Workflow Action Name Description
BP_CC_Assigned_To_Email Send email notificationsto the person to whom atask is
assigned.
BP_CC_Assigned_To_Worklist Send worklist notificationsto the person to whom atask

isassigned. Theworklist notification is sent to the Task
Statusworklist and includes alink to the Task Status

page.

BP_CC_Case Assigned To_Email Send email notificationsto the person assigned to the
case with which the business project is associated.

BP_CC_Case Assigned_To_Worklis Send worklist notificationsto the person assigned to the
case with which the business project is associated. The
worklist notification is sent to the Task Status worklist
and includes alink to the Task Status page.

BP_CC_Case Close Usewith aBusiness Project Ends event to close

the associated case. Thisworkflow action runsthe
RC_BP_CA SE PeopleSoft Application Engine process,
which closesthe associated case.

Note. In order for acaseto beclosed, it must have a
successful resolution or asolvablerelated action. Ensure
that the corresponding business project is specified asa
solvablerelated action on the case.

See PeopleSoft Enterprise CRM 8.9 Call Center
Applications PeopleBook, “ Setting Up Linksto
PeopleSoft HRM S Pages and Related Actions,”
Understanding Link Setup.

Workflow actions associated with task assignees include three routing rules for different assignment
types: provider, role, and person. This configuration ensures a valid rule even if you change
the assignment type for a particular instance of the task.

Workflow actions associated with case assignees include two routing rules for different assignment
types: agent and provider group. Business project workflow incorporates special logic to ensure that the
provider group routing is used only if the case is not assigned to an individual agent.

Processes

PeopleSoft delivers the RC_BP_CASE process as part of the BP_CC_Case_Close workflow
action. The RC_BP_CASE process closes cases. By invoking the BP_CC_Case Close
workflow action when a business project is complete, you ensure that cases are automatically
closed as soon as associated business projects are complete.
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Delivered Templates for Email Notifications

PeopleSoft provides templates for sending email notifications that are related to eventsin
business projects. These templates are defined in the Workflow component. You can use the
templates as delivered, modify them, or create your own.

The following templates apply to business project and phase events, and they al include
a link to the Business Project Status page:

The following templates apply to task events and include a link to the Business Project Status page:

BP_TRANS_NO_DEFAULT (Business Project Non-Default Transition).
BP_TRANSITION (Business Project Transition).

BP_BEGINS (Business Project Begins).

BP_COMPLETES (Business Project Completes).
BP_EXCEEDS_TIME (Business Project Exceeds Time).

PHS BEGINS (Phase Begins).

PHS TASKS COMPLETE (Phase Completes).
PHS_EXCEEDS_TIME (Phase Exceeds Time).

PHS TASKS COMP_FAIL (Tasks in Phase Fail).

PHS TASKS COMP_SUCC (Tasks in Phase are Successful).
TRAF_SIG_RECEIPT (Report of Traffic Signal Problem Received).

BP_TASK_BEGINS (Business Project Task Begins).
BP_TASK_ENDS (Business Project Task Ends).
BP_TASK_EXCEEDS TIME (Business Project Task Exceeds Time).
BP_TASK_FAILSBP (Task Fails).

BP_TASK_FAILS (Business Project Task Fails).
BP_TASK_REASSIGNED (Business Project Task Reassigned).
BP_TASK_SUCCEEDS (Business Project Task Succeeds).

The following templates apply to task events and include alink to the Task Status page:

TASK_BEGINS (Task Begins).

TASK_ENDS (Task Ends).
TASK_EXCEEDS TIME (Task Exceeds Time).
TASK_FAILS (Task Fails).
TASK_REASSIGNED (Task Reassigned).
TASK_SUCCEEDS (Task Succeeds).

Chapter 11

Understanding Business Project Process Definition

This section discusses:
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* Definition of workflow actions that run processes.
* Definition of processes that dynamically instantiate sub-business projects.
» PeopleCode for setting task status.

Definition of Workflow Actions That Run Processes

When a task can be performed with an Application Engine process, you use a workflow action
to schedule the process. For example, the delivered order fulfillment business project includes
a task with a workflow action that schedules a process. The process triggers the EIP that
publishes order information to the order fulfillment system.

Follow these guidelines when creating an Application Engine process to be used with a business project:

» Make sure that the state record includes the RC_BP_AE_SBR subrecord.
The fields in this record store information about the business project that is instantiated.

» Make sure that the state record includes the RUN_CNTL _ID field and uses it to store the run control 1D.

This process does not use any other field names (for example, RUNCNTLID).
» Thefirst step in the program should be a call to the POPULATE section inthe RC_BPAET_LIB library.
This section populates the RC_BP_AE_SBR subrecord.

* When the program completes atask, it can call the Trigger_Transition function to update the task status.

Fields in the RC_BP_AE_SBR Subrecord

The following fields provide the Application Engine process with information about the
business project from which the process is invoked:

« ACTIVITY_INSTANCE
« BUS_PROC_INSTANCE
« COMPONENT _ID

« MAIN_ACTIVITY_ID

« MAIN_ACTIVITY_INST
« MARKET

« NESTED_BP_IND

« PARENT_ACTIVITY_ID
« PARENT_ACTVTY_INST
« PARENT_BP_INSTNCE
« PROCESSNAME

« PROCESSTY PE

« RC_ACTIVITY_ID

« RC_BUS PROCESS ID

« RC_MAIN_BP_INSTNCE
« RC_OUTCOME

« RC_TASK_ID
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« RC_TASK_STATUS
« SEQ NUM

Definition of Processes That Dynamically Instantiate
Sub-Business Projects

To dynamically instantiate a sub-business project at runtime, you need to:

1. Create atask at the point in the phase when the sub-business project is instantiated.

2. Set up the task to trigger an Application Engine process.

3. In the process, create logic to determine which sub-business project to instantiate.

4. Inthe process, call the Nested Business Project_Start function to instantiate the sub-business project.
Nested _Business_Project_Start Function

The Nested Business Project_Start function (in DERIVED_RC_BP2.RC_BUS PROCESS _
ID.FIELDFORMULA) instantiates the specified sub-business project. Use the following syntax:

&dyn_sbp_inst = nested_busi ness_process_start (& nbp_id, &nbp_effdt, & nbp_=
i nstance, &nmmin_bp_instance, &bp_activity_id, &bp_activity_instance, &conponent_ =
id, &task_seq_nunber, &run_parallel);

The function returns the instance ID of the instantiated sub-business project.

The following table describes the function parameters:

Parameter Description
&D_nbp_id ThelD of the sub-business project to be instantiated.
&nbp_effdt Theeffective date of the sub-business project to be instantiated.
&D_nbp_instance ThelD of the business project instance under which the sub-businessproject is

instantiated. Thiscan be either amain business project or a sub-business project.

&main_bp_instance ThelID of the main business project i nstance under which the sub-business project
isinstantiated.

If the sub-business project isnot under another sub-business project, thisisthe same
as&D_nbp_instance.

&nbp_activity_id ThelID of the phase under which the sub-business project isinstantiated.

&nbp_activity_instance ThelD of the phase instance under which the sub-business project isinstantiated.
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Parameter Description

&task_seq_number The sequence number of the task that triggers the workflow action that callsthe
Nested_Business Project_Start function.

&run_paralel SettoY (yes) if the sub-business project runsin parallel with the task whose sequence
number is&task_seq _number.

Set to N (no) if the sub-business project runs after the task whose sequence number
is&task_seq _number.

Note. The valuesfor the parametersthat refer to the business project instance, phase instance, activity instance,
and task sequence number are available in the state record of the Application Engine process.

PeopleSoft deliversan example of the Nested_Business Project_Start function in the RBT_START SBP process.

See Also
Chapter 11, “ Setting Up Business Projects,” Definition of Workflow Actions That Run Processes, page 207

PeopleCode for Setting Task Status

Use the Trigger_Transition function (in FUNCLIB_RC_BP3.TRIGGER_TRANSITION.FIELDFORMULA)
to set the status and outcome of atask or sub-business project that functions as a task. Depending on the
business project definition, setting the outcome of atask or sub-business project may trigger a phase transition.

You can cal this function from a process (such as an Application Engine process), from PeopleCode
(for example, on the page where a user completes a task), or from an EIP.

Use the following syntax for the Trigger_Transition function:

Trigger_Transition(&Busi ness_Proc_lnstance, &Bp_ld, &Activity_ Id, &Activity =
Instance, &Task_I|d, &Task_Seqnum &Sub _Bp_Id, &Status, &Qutcone, &Process_Type, =
&Pr ocess_Nane)

The following table describes the function parameters:

Parameter Description

&Business Proc_|nstance The D of the business project i nstance associated with the current task
or sub-business project.

&Bp_Id The 1D of the business project associated with the current task or
sub-business project.

&Activity_id The 1D of the phase associated with the current task or sub-business
project.
&Activity_Instance The 1D of the phase instance associated with the current task or

sub-business project.
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Parameter Description

& Task_Id ThelD of the current task whose status and outcome are set. Usethis
only when setting statusfor atrue task, not for a sub-business project.

If you use this parameter, set the & Sub_Bp_|d parameter to spaces.

& Task_Segnum The sequence number of the current task or sub-business project.

&Sub Bp_Id TheID of the current sub-busi ness project—the one whose status
and outcome are to be set. Use this only when setting statusfor a
sub-business proj ect.

If you use this parameter, set the & Task_|d parameter to spaces.

& Status The status to assign to the current task or sub-business project.
& Outcome The outcometo assign to the current task or sub-business project.
& Process_Type Thetype of processthat is setting the status and outcome, for example,

Application Engine. Thisparameter isuseful for auditing and
troubleshooting.

& Process Name The name of the processthat setsthe status and outcome. This parameter
isuseful for auditing and troubleshooting.

PeopleSoft delivers an example of the Trigger_Transition function in the BPMINITEST process.

Defining Invalid Actions
To define invalid actions, use the Invalid Actions component.
This section provides an overview of the PeopleCode for an invalid action and discusses how to:

» Define a message catalog entry for an invalid action error message.
» Create invalid actions.

Understanding the PeopleCode for an Invalid Action

To enforce invalid action processing, a PeopleCode program calls the BusProjectl nvalidAction
PeopleCode function and passes it the business project instance and the name of the attempted
action. The BusProjectinvalidAction function uses the definition of the phase that is in progress
and determines if the action is invalid for that phase.

If the action isinvalid, the function returns a value of True and sets any variables in the message catalog entry
associated with theinvalid action. The application that called the function must then take the appropriate action.
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BusProjectinvalidAction Function
Use the following syntax for the BusProjectinvalidAction function:

BusProj ect I nval i dActi on( &Pl nstance, &strAction, &\Vsg_Set_Nor, &Msg_Nbr);

The following table explains the function’s parameters:

Parameter Description
& BPInstance Theinstance of the business project that isassociated with the current order,
quote, or case.
&strAction Theinvalid action name as established on the Invalid Action Definitions
page.
&Msg_Set Nbr The message set number associated with theinvalid action. Useanull value

when calling the function; the function returnsavalue based on theinvalid
action definition.

&Msg_Nbr The message number associ ated with theinvalid action. Useanull value
when calling the function; the function returnsavalue based on theinvalid
action definition.

Strategies

To prevent users from changing aspecific field, create asingleinvalid action definition and then use PeopleCode
to passthe name of that invalid action to the BusProjectl nvalidAction function every time that the field changes.

To disallow specific field values, create invalid action definitions for each disallowed value
and then use PeopleCode to pass the field value to the BusProjectinvalidAction function every
time that the field changes. Aslong as you use the exact field value as the invalid action name,
one PeopleCode program suffices for all of the invalid actions.

For other invalid actions, use PeopleCode to determine when the action occurs and to pass the
appropriate action name to the BusProjectinvalidAction function.

Page Used to Define Invalid Actions

Page Name Object Name Navigation Usage
Invaid Action Definitions | RC_INVALID_ACTIONS Set Up CRM, Common Establish names,
Definitions, Business descriptions, and associ ated
Projects, Invalid Actions, messages for invalid actions.
Invalid Action Definitions

Defining a Message Catalog Entry for an Invalid
Action Error Message

Definition of message catalog entries is discussed in the documentation for the message catal og.
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See Enterprise PeopleTools 8.45 PeopleBook: PeopleSoft Application Designer

Creating Invalid Actions

Access the Invalid Action Definitions page.

Invalid Action Definitions

Find | Wiew all Firzt 1ofi Last
*Invalid Action [CANCEL CAPTURE (=]
*Description [CANCEL CAPTURE
*Message Set| 15065 *Message Mumber| 10095

Message Text Order has been submitted. Can not Cancel.

Mote |Order has been submitted, can not be ;I
canceled at this point. ;I

Invalid Action Definitions page

Invalid Action Enter the name of the action. If the invalid action is an invalid field value
(for example, if users are not permitted to set the status to Canceled),
use the field value as the action name. This simplifies the PeopleCode
that verifies whether an action isinvalid.

M essage Set, M essage Enter the set number and message number for the error message that
Number, and Message Text  the system displays when a user attempts an invalid action. After you
select a message, the corresponding text appears.

Defining Tasks
To define tasks, use the Task component.
This section discusses how to:

e Create tasks.
» Set up task assignment rules and workflow.
* View task references.

212 PeopleSoft Proprietary and Confidential



Chapter 11 Setting Up Business Projects

Pages Used to Define Tasks

Page Name Object Name Navigation Usage

Task RC_TASK Set Up CRM, Common Createtasks. Describethe
Definitions, Business work to be performed and
Projects, Task, Task the amount of timethat it

takesto completeit.

Assign/Events RC_TASK_EVENTS Set Up CRM, Common Setsup rulesfor assigning
Definitions, Business tasks and establish workflow
Projects, Task, processing for tasks.
Assign/Events

References RC_TASK_REFERENCES Set Up CRM, Common View the phases and
Definitions, Business business projects that

Projects, Task, References include the sel ected task.

Creating Tasks
Access the Task page.

Assign f Events References

Task DEFECT_TO1

*Description Investigate Possible Defect Short Description | [nvestigat

Time to Complete

*Time Units | Hour(s) =l

Standard Time 4 Maximum Time 3

Currency Code
Currency Eudel ;I r Billable Indicator

Cost r External Source

Comments |Review and investigate the possible defect reported from the parent ﬂ@

Case,
[~
Modify System Data

Date Created

Last Modified
Task page
Billable I ndicator Select if the caller is billed for this task. The external billing system

can query this field for information.

External Source Select if an external process (rather than a person) performs the task and

closesit. This check box is for informational purposes only.
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Setting Up Task Assignment Rules and Workflow

Access the Assign/Events page.

Task References

Task DEFECT _To1

Description Investigate Possible Defect

Assignment

Assignment Options I Person

Assigned To | 300049

Awvery,Quentin

=]
Q

Task Event Setup Find | Wiew All First 1of2 El Last
*Task Euentl Beqginning of Task - =]
*Rule Name [gp T4c) notification Email o
(Workflow O‘E
Action) -
Email Template | BF Task Begins =15

Assign/Events page

Assignment

Specify default assignment information for manual tasks. The business project owner
can change the assignments. If you do not enter default assignment information, the

business project owner must assign the tasks.

Automated tasks (which are performed by an Application Engine process) do not need to be
assigned to a person. However, entering assignment information for automated tasks enables

you to send the assignee notifications related to the tasks.

Assignment Options

Assigned To

Select Person, Provider (provider group), or Role.

Select the default person, provider group, or role to whom the
system assigns the task.

Notifications for arole are sent to every person in the role. Notifications

for a provider group may be sent to group members or to a group
worklist or email address, depending on how you set up notification
workflow. To assign the task to a provider group, enter the setID to
refine the list of provider groups you can select.

If you set up workflow that sends a naotification to the assignee, the existence
of adefault assignee may determine whether you associate the notification
with the Beginning of Task event or the Reassignment of Task event.

Task Event Setup

Configure workflow associated with a task. You can create multiple events for each task.

Workflow that you set up for atask is used by every business project that includes the task. If the action isan
email notification, you must reference atemplate that has the notification text before defining the workflow.
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Task Event

Rule Name (Workflow
Action) and Email Template

See Also

Setting Up Business Projects

Select an event to associate with workflow notification. Options are Beginning
of Task, Failure of Task, Success of Task, Completion of Task, Maximum Time
Exceeded, Standard Time Exceeded, and Reassignment of Task.

Select the workflow action that istriggered. If the workflow action sends an
email notification, select the workflow email template to use. The template is
not required if the workflow action is to send a worklist notification.

If you want the notification to include a link to the Task Status page
(so that the recipient can access the page to update the task status),
include the link in the workflow email template.

Chapter 10, “Setting Up PeopleSoft CRM Workflow,” page 181

Viewing Task References

Access the References page.

Task Assign / Events \_

Task DEFECT_TO1

Description Investigate Possible Defect

This task is used by Phases : Customize | Eind | D First 1ofl Last
Fhase Description

DEFECT_P0O1 Report Possible Defect

This task is used by Business Projects : Customize | Find | E First 10of1 Last
Business Project Description

DEFECT_REPORT Report Possible Defect

References page

View the lists of phases and business projects that reference the selected task.

Defining Phases

To define phases, use the Phase component.
This section discusses how to

* Create phases.
* View phase references.
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Pages Used to Define Phases

Page Name Object Name Navigation Usage
Phase RC_ACTIVITY Set Up CRM, Common Create aphase and identify
Definitions, Business itstasks.

Projects, Phase, Phase

References RC_ACTIV_REFERENCE Set Up CRM, Common View the business projects
Definitions, Business that reference the phase.
Projects, Phase, References

Creating Phases
Access the Phase page.

b References

Phase DEFECT_PO1
*Description [Report Passible Defect Short Description Report Pos

Time to Complete

*Time Units | Hour(s) =] Recalculste Times
Standard Time 0 Standard Calculated Time 4
Maximum Time 0 Maximum Calculated Time a
Cost Details
Currency Eudel ;I Total Cost
Comments - @
w
N
Task List Customize | Find | Wiew all | g First 1-2 of 2 Last
*Seguence | Reguired | Sub Business Project |[*Task / Business Project Cescription
1 ¥ r DEFECT_To1 2, T investigate Possible Defect =]
2 I Il DEFECT_TOZ T, = motify Possible Defect =]

Modify System Data

Date Created

Last Modified

Phase page

Task List

The task list can include both tasks and sub-business projects.

Sequence Use sequence numbers to establish the order in which the tasks (including
sub-business projects) are performed. Tasks cannot begin until all
tasks with lower sequence numbers are complete. Tasks with the same
sequence number can be performed in paralldl.

For example, if you set up tasks with sequence numbersof 1, 2, 2, and 3, then
the task with sequence number 1 must be completed first. Then the two tasks
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with sequence number 2 can be performed in any order. The task with sequence
number 3 cannot begin until both tasks with sequence number 2 are complete.

Required Select if the task or sub-business project is required. Phases must have
at least one required task or sub-business project.

The system uses this information in determining when to initiate a transition
from one phase to another. Only required tasks and sub-business projects are
evaluated when the system verifies that all tasks in a phase are complete.

Sub Business Project Select if the task is a sub-business project.

Task/Business Proj ect Select the task or sub-business project to perform. The field prompts
against either tasks or business projects, depending on whether the
Sub Business Project check box is selected.

Viewing Phase References

Access the References page.

Phase \L
Phase ID DEFECT_PO1
Description Report Possible Defect Short Description Report Pos
N
This phase used by: Customize | Find | Yiew all | |_—| First 1of1 Last
Business Project Description
DEFECT_REPORT Report Possible Defect

References page

View the list of business projects that reference the selected phase.

Defining Business Projects

To define business projects, use the Business Project component.

This section discusses how to:

Create business projects.

Define phase transitions.

Set up business project workflow.

Identify invalid actions.

Identify parent objects.

View sub-business project references.
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Pages Used to Define Business Projects
Page Name Object Name Navigation Usage

Business Project

RC_BUS PROCESS

Set Up CRM, Common
Definitions, Business
Projects, Business Proj ect,
Business Project

Create abusiness project and
describe the project process.

Definitions, Business
Projects, Business Proj ect,
Events

Transitions RC_BP_TRANSITIONS Set Up CRM, Common Createthe hierarchical
Definitions, Business structure for the phasesin
Projects, Business Proj ect, the business project and
Transitions definethetransition rules
that determine which phase
to start.
Events RC_BP_EVENTS Set Up CRM, Common Establish workflow

processing for the selected
business project.

Invalid Actions

RC_BP_INVALID_ACTN

Set Up CRM, Common
Definitions, Business
Projects, Business Proj ect,
Invalid Actions

[ dentify actionsthat are not
allowed during specified
phases.

Definitions, Business
Projects, Business Proj ect,
References

Parent Object RC_BUS PROC_PARENT Set Up CRM, Common Establish the relationship
Definitions, Business between the business project
Projects, Business Proj ect, and aparent object. This
Parent Object pageisnot availablefor
sub-business projects.
References RC_SBP_REFERENCES Set Up CRM, Common View the business projects

that include the selected
sub-business project. This
pageisnot availablefor
main business projects.

Creating Business Projects

Access the Business Project page.
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| Transitions Ewvents Invalid Actions Parent Object
Business Project DEFECT_REPORT
Find | Wiew &ll First 10of1 Last
Effective Date [03/20/2002 El Status | Active = [F[=]
*pescription Report Possible Defect Short Description Report Pos

Time to Complete

*TrpelMain Business Project ;I

*Time Units | Hour(s)

;I Times are recalculated when the Business Project is

walicate ¥ validated

Modify System Data

Date Created

Last Modified

Yalidated.
Standard Time Standard Calculated Time 4
Maximum Time Maximum Calculated Time g
Currency Endel ;I Total Cost
Comments [Process for reporting and working a possible defect. ;I
=

Business Project page

Business projects must be current, active, and validated in order to be used.

Status

Type

Set Outcome

Validate and Validated

PeopleSoft Proprietary and Confidential

Enter the status of the business project definition as of the effective date. The
default value (and the value to use when you create or modify arow of data) is
Inactive. Change the status to Active when the business project isready for use.

Select the type of business project. Options are Main Business Project and
Sub-Business Project. If you select Sub-Business Project, the Parent page
is not available, because it pertains only to main business projects. If you
select Main Business Project, the References page is not available.

Note. Thisfield appears only if the business project is a sub-business project.

Select to determine how the outcome (success or failure) of a completed
sub-business project is determined. Options are:

» Automatically: The default outcome is Success.
The system sets this outcome when the sub-business project is compl ete.
* Manually: Thereis no default outcome.

The outcome can be set by the user or by the Trigger_Transition function.
The outcome can be either SQuccess or Failure.

Click the button to check for conditions that render the business
project invalid. If no such conditions exist, the project is valid, and the
Validated check box is automatically selected.
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See Also
Chapter 11, “Setting Up Business Projects,” Business Project Architecture, page 196

Defining Phase Transitions

Access the Transitions page.

Business Project Ewvents Invalid Actions Farent Object

| Business Project DEFECT_REPORT

Find | Wiaw all First 1of1 Last
Effective Date [09/20/20C[3 *Start Phase [Report Possible Defect B =
Transition Definition
I I I I I
(=]
[= ® Report Possible Defect *Source PhaselRepDr‘t Paossible Defect ;Im

[= & Create Defect
[= & Defect Dismissed
[= ® cCreate Defect
[= @ Follow Up with Defect Team

Delete all transitions for this source

Automatic
Manual

*Target Phase | Create Defect =]
Additional target phases

4 Default Target Phase

Automatic transition when -
W all tasks completed successfully
[T all tasks completed, but ane failed
[T The tasks do not complete in time
[T any task fails and all tasks not completed

Walidate ¥ validated

Transitions page

To define the phases within a business project, you create transition definitions that pair a source phase
with atarget phase. A phase can appear in multiple transition definitions. When a phase has multiple
target phases, transition rules determine which target is used at runtime. Because any phase can have a
transition to any other phase, the system can loop through a phase multiple times at runtime.

The left side of the Transitions page provides an aphabetical list of all source phases and their possible
targets. Select atarget phase to see the associated transition definition on the right side of the page.

Start Phase Enter the first phase in the business project.

Transition Definition

Source Phase Enter a phase that can initiate a transition to another phase.

Delete All Transitions For Click to delete the current transition definition and all transition
This Source definitions with the same source phase.

Automatic Select to use transition rules that determine when the system initiates

a transition to the specified targets.
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Target Phase

Additional Target Phases

Default Target Phase

Setting Up Business Projects

Select to initiate a transition to the specified target only when a user
manually initiates the transition. A source phase with multiple targets
can have a combination of automatic and manual transitions.

Select a phase that can follow the source phase. The list on the left
side of the page is updated immediately.

Click to add a new transition definition with the same source phase as the
current definition. (The Add button for the Source Phase field creates a new
transition definition with the target phase as the new source phase.)

Select to make the target phase the default target for the source phase. If all
required tasks within a phase are complete and none of the automatic transition
criteriafor the phase have been satisfied, then the system initiates a transition
to the default target phase, even if the target phase has a manual transition.

You can only set one default target phase for each source phase.

Automatic Transition When

Use these fields to set criteria for automatic transitions to the current target phase. These fields are
not available for entry when the start phase is set up for manual transitions.

All tasks completed
successfully

All tasks completed, but
one failed

The tasks do not complete
in time

Any task failsand all tasks
not completed

Select to initiate atransition to the current target phase only after all required
tasks in the source phase have the status Complete - Success.

Select to initiate atransition to the current target phase after all required tasks
are complete but one or more has the status Complete - Failed.

Select to initiate a transition to the target phase when the required tasks
in the start phase are not completed on time. The allowable time is based
on the Maximum Time field on the Phase page. If you do not enter a
maximum time, the allowable time is based on the maximum cal cul ated
time for the phase. If the maximum time or maximum calculated time

is zero, the transition happens immediately.

Select to initiate atransition to the current target phase immediately after any
required task has the status Complete - Failed. The system does not wait for
the completion (successful or failed) of the other tasks in the phase.

Business Project Validation

Validate and Validated

Click the button to check for conditions that render the business
project invalid. If no such conditions exist, the project is valid, and the
Validated check box is automatically selected.

Setting Up Business Project Workflow Notifications

Access the Events page.
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Business Project Transitions Inwvalid Actions

Parent Object

Business Project DEFECT_REPORT

Business Project Events As Of

Effective Date 0s/z0/2002

Business Project Event Setup

*Notification TypelF‘hs - Completes ;l
Email Templatel ;ID

Find | Wiew &ll First 1ofl Last
[*[=]
Find | Wiew all Firzt 1of1 Lazt
[+][=]

Rule Name |[BF_CC_Case_assigne L5

Events page

Notification Type

Select an event to associate with aworkflow notification. Options are:

» BP - Begins (business process begins).

» BP - Completes (business process is completed).

* BP - Exceeds Max Calc Time (business process exceeds

maximum calculated time).

» BP - Exceeds Max Time (business process exceeds maximum time).

* BP - Exceeds Stan Calc Time (business process exceeds

standard calculated time).

» BP - Exceeds Stan Time (business process exceeds standard time).

» Phs - All Complete (all tasks in the phase are complete, regardiess

of which succeeded or failed).

» Phs - All Complete/All Success (all tasks in the phase are

complete successfully).

* Phs - All Complete/Any Fail (all tasks in the phase are complete

and not all are successful).
» Phs - Begins (phase begins).

* Phs - Completes (phase is completed).

» Phs - Exceeds Max Calc Time (phase exceeds maximum calculated time).

» Phs - Exceeds Max Time (phase exceeds maximum time).

» Phs - Exceeds Stan Calc Time (phase exceeds standard calculated time).
» Phs - Exceeds Stan Time (phase exceeds standard time).

» Task - Exceeds Max Time (task exceeds maximum time).

» Task - Exceeds Stan Time (task exceeds standard time).

» Transition - Any (transition any).

» Transition - Non-Default (transition non-default).

Rule Name and Email
Template

Select the workflow action to trigger when the associated event
occurs. If the workflow action sends an email notification, select

the template to use to construct the email.
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See Also
Chapter 10, “Setting Up PeopleSoft CRM Workflow,” page 181

Identifying Invalid Actions
Access the Invalid Actions page.

Business Project Transitions Ewvents Farent Object

Business Project CORE_ORDER_BF

Business Project Invalid Actions As Of Find | “iew all First 1aofl Last

Effective Date 12/76/2001

Business Project Invalid Action Setup Find | Wiew all First 1 ofs M Last
[+] [=]
Phase ID |Installed Product Creation PE + |
Cuztomize | Find | Yiew all | D First 1ofl Last
Invalid Action Message Text
CAMCEL CAPTURE 2l order has been submitted. Can not Cancel. E|
Invalid Actions page
Phase ID Select the phase during which the specified actions are invalid.
Invalid Action Enter the actions that are invalid during the specified phase.
M essage Text Displays the message that appears if a user attempts the action during the

phase. You can change the message on the Invalid Actions Definition page.

Identifying Parent Objects
Access the Parent Object page.

Business Project Transitions Ewents Invalid Actions \

Business Project DEFECT_REPORT
Eind | Wiew all First 1ofl Last
Effective Date 09/20/2002 +][=]

Description Report Possible Defect
BP Information Location

Record that Stores the Business Project Instance |RC_CTASE

Field that Stores the Business Project Instance BUS_PROC_INSTANCE

Record that Stores the Parent Object Information RC_CAZE

Field that Stores the Parent Object Information BU=_PROC_INSTAMCE

P PPP

Parent Object page
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Establish the relationship between the business project and the parent object, which is an object such as a case
or an order that can invoke the business project. This page does not apply to sub-business projects.

Record that Stores the Enter the record and field where the parent object stores the

Business Project I nstance business project instance ID. For cases, the record and field are

and Field that Storesthe RC_CASE.BUS_PROC_INSTANCE. If the parent object is an order, the
Business Project Instance record and field are RO_ASSOCIATION.BUS _PROC_INSTANCE.

Record that Stores the Enter the record and field where the parent object stores information
Parent Object Information that identifies the parent object at runtime. Data from this field appears
and Field that Storesthe on the Business Project Status page and the Task Status page to
Parent Object Information  provide the necessary context for the user.

Viewing Sub-Business Project References

Access the References page.

Business Project Transitions Ewents Invalid Actions \_
Business DEFECT_CREATE
Project
This Subbusiness Project is o
used hy: Customize | Eind | i First 1ofl Last
Phase ID Description
1 DEFECT_POZ Create Defect
This Subbusiness Project is ™
used by: Cuztomize | Find | B First 1afi Last
Business Project Description
1 DEFECT_REPORT Report Possible Defect

References page

View the lists of phases and business projects that reference the selected sub-business project.
This page does not apply to main business projects.

Cloning and Deleting Phases and Business Projects
To clone and delete phases, use the Phase Save As and Delete Phase components.
To clone and del ete business projects, use the Business Project Save Asand Del ete Business Project components.
This section discusses how to:

» Clone phases or business projects.
» Delete phases or business projects.
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Pages Used to Clone and Delete Phases and Business Projects

Page Name

Object Name

Navigation

Usage

Business Project Definitions
SaveAs

RC_BP_SAVEAS

Set Up CRM, Common
Definitions, Business

Clone an existing business
project.

Projects, Business Project
SaveAs, Business Project
Definitions Save As

Phase Definitions Save As | RC_ACT_SAVEAS Set Up CRM, Common
Definitions, Business
Projects, Phase Save As,

Phase Definitions Save As

Clone an existing phase.

Delete Business Projects
Definition

RC_BP_DELETE Set Up CRM, Common
Definitions, Business
Projects, Delete Business
Project, Delete Business

Projects Definition

Delete abusiness project.

Delete Phase Definitions RC_ACT_DELETE Set Up CRM, Common
Definitions, Business
Projects, Delete Phase,

Delete Phase Definitions

Delete aphase.

Cloning Phases or Business Projects
Access the Business Project Definitions Save As page or the Phase Definitions Save As page.

Business Project Definitions Save As

-}
Business Project Save As Customize | Find | i First 1of1 Last
*Business Project Twpe *Save As Business Project *Cescription *Save as
Type
Q | -] =]

Business Project Definitions Save As page

Select the object to clone, and enter a name and description for the object to be created. |f
you are cloning a business project, you must also select whether to save the new business
project as a main business project or a sub-business project.

When you save the page, the new object is created. Newly created business projects are
inactive and must be validated before they are active.

Deleting Phases or Business Projects

Access the Delete Phase Definitions page or the Delete Business Projects Definition page.
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Delete Business Projects Definition

1) Main Business Projects that are already instantiated cannot be Deleted
2) Sub-Business Projects that are attached to a Phase cannot be Deleted

~
Delete Business Project Cuztomize | Find | e First 1oft Last
*Business Project Type Description Validated Status

Q =+ [=]

Delete Business Projects Definition page

Select the objects to delete. You cannot delete business projects that have already been instantiated.
Likewise, you cannot delete sub-business projects that are incorporated into a phase.

When you save the page, the objects are deleted.

226 PeopleSoft Proprietary and Confidential



CHAPTER 12

Using Business Projects

This chapter provides an overview of business project tracking and discusses how to:
* Manage business projects.

» Manage tasks.

* Monitor business projects.

Understanding Business Project Tracking

Business projects are structured, workflow-enabled task lists that you can use for cases, defects,
guotes and orders (for PeopleSoft Order Capture and Services Management).

You can invoke business projects manually, or the system can instantiate them automatically through the
Active Analytics Framework (AAF) if you set up business rules (policies) for that purpose.

Business project definitions include complex decision trees based on transition rules, looping logic, and
sub-business projects. The system applies transition rules and looping logic at runtime. Therefore, a business
project definition usually does not include an exact sequence of tasks. However, business project trace logs can
provide detailed information about the exact flow of a business project instance. The logs provide a record of
the actions that occur and the conditions that cause them. For example, if atransition can be triggered by
either a user or a background process, the trace log shows which one actually triggered the transaction.

See Also
Chapter 11, “Setting Up Business Projects,” page 195

Chapter 9, “Working with Active Analytics Framework,” Configuring Business Project Actions, page 166

PeopleSoft Enterprise CRM 8.9 Call Center Applications PeopleBook, “Processing
Cases,” Managing Related Actions

PeopleSoft Enterprise CRM 8.9 Order Capture Applications PeopleBook, “Working
with PeopleSoft Order Capture Business Projects’

Managing Business Projects

This section discusses how to:

» Track business project status.
* View business project details.
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Page Name Object Name Navigation Usage
Business Project Status- RC_BP_STATUS Accessed from an Assign tasks, update task
Status instantiated business status, initiate atransition

project’s parent object (for from one phase to the next,
example, from the Related and record the compl etion of
Objects page of acaseor the entire business project.
the Related Actions page of
an order).
Business Project Status - RC_BP_RUNTIME_DEFN Accessed from an Review abusiness project’s
Definition instantiated business design.
project’s parent object
(for example, from acase
or order).

Tracking Business Project Status

Access the Business Project Status - Status page.

Business Project Status

7% Refresh |

Business Project CORE_ORDER_BP
Description Order Capture BP

Definition

Personalize

Type Main Business Project

Parent Object|Capture ID-500023

Information

Status | In Process ;I
Business Project
*Tree TypeIPhase Tree ;l
| | Mext | Last | |

Phase Detail

Phase Order Email Confirmation Phase

Status Cormplete

Return

Srder Ernail Confirmation Phase

Contract Request Phase
Installed Product Creation Ph.
Agreement Creation Phase
Publish Order

Shiprment Completion
Shipment Cornpletion

S0 Creation

Shiprent Commpletion

S0 Creation

Shipment Cornpletion

S0 Creation

Shiprment Commpletion

S0 Creation

Shiprment Cormpletion

To COrder

Transition Rule All Complete All Success

Target Phase I

Comments

< ] gl

Last Maintained By

Last Modified

Save and Update

Business Project Status - Status page

Status

228

Enter the overall status of the business project. When you first invoke a
business project, the statusis In Process. You can manually change the status
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Outcome

Description

Business Project

Using Business Projects

to Cancel at any time before the business project is finished. When the
project is finished, the system updates the status to Compl ete.

You cannot manually set the business project status to Complete. The
only way to complete a business project is to initiate a transition from
the last activity (either manually or automatically).

Select the outcome of the sub-business project after it is complete.
Options are Success and Failed. The sub-business project outcome
is the equivalent of atask outcome when the parent business project
applies automatic transition criteria.

Note. Thisfield appears only for a sub-business project whose
outcome is set manually.

Displays the text from the field specified on the Parent Object page of
the business project definition. If the information is not descriptive
enough, access the parent object to modify it.

The description is the only information provided about the parent object
from which the business project is invoked.

The business project tree represents the progress of the business project. The first phase appears at the top
of the tree. Each time a transition to a different phase occurs, the system adds the new phase to the tree.
Because business project definitions permit a phase to have atransition to any other phase, a single phase
can occur more than once. Conseguently, the same phase can appear multiple times in the tree.

Only phases that have been instantiated appear in the tree. The system does not display
future phases, because they are determined later.

Tree Type

Tree Node

[=or

PeopleSoft Proprietary and Confidential

Select a business project tree view. Options are:

Task Tree: Select to view a hierarchy of phases and tasks (including
sub-business projects, which function as tasks). Tasks are indented under
phases. Thisisthe only view that enablesyou to click atask to view task details.

Phase Tree: Select to view alist of phases and their targets, including target
phases that did not occur because a different target was chosen. Instantiated
phases are underlined. Click a phase to display the phase details.

The phases below an underlined phase are its possible targets. After the
transition is complete, the tree continues to show all possible targets.

Click a node name to show the node details. If you select a phase
or atask, the right side of the page displays either the Phase Detail
group box or the Task Detail group box.

Click a sub-business project to display the Business Project Status
page for the sub-business project.

Click to expand or collapse the tree. These icons appear at the top level of the
tree hierarchy, and they indicate phases that have been instantiated.

Indicates the second level of the tree hierarchy. In atask tree, thisicon
appears next to tasks and sub-business projects. In a phase tree or a
linear task tree, this icon appears next to target phases.
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Indicates a task or phase that is in progress.
Indicates a task or phase that is canceled.

Indicates a task that was successfully completed or a phase that is
complete. (The system does not differentiate between successful
and unsuccessful phases.)

Indicates a task that failed.

This group box appears when you select a phase in the Business Project group box.

Phase

Status

Transition Rule

Target Phase

Task Detail

Displays the name of the phase selected in the business project tree.

Displays the status of the phase. Values are In Process, Complete, and
Canceled. If you cancel a business project, the current phaseis also canceled.
The system does not differentiate between successful and unsuccessful phases.

Displays the rule for the transition from the selected phase or
indicates that transition was performed manually. If the phaseis
not complete, this field is blank.

To initiate a manual transition, select the next phase and save the page. You
can do this only if the transition definition specifies a manual transition.

Manual transitions from a phase change the status of the source
phase to Complete, but they do not change the status of incomplete
tasks in the source phase.

This group box appears when you select a task in the Business Project group box.

Task

Status

Assignment Type

Assigned To

230

Displays the name of the task selected in the business project tree.

Enter the status of the task. Use this field to record changes to the
status. Not Started indicates that the task has not yet begun. When
the task begins, the system changes the status to In Process. Once a
task is in progress, you can manually change the status to Complete
- Success, Complete - Failed, or Canceled.

If you have automatic transition rulesfor transitions between phases, the system
does not use canceled tasks when applying the automatic transition criteria.

Manual transitions from a phase do not change the status of the phase’s
tasks. Consequently, a phase can have the status Complete even though
some of its tasks are in progress or not started.

If you manually cancel the business project, the system changes the
status of all tasks that are in progress to Canceled.

Select the type of assignment. Options are Person, Provider
(provider group), and Role.

Select a person, provider group, or role to which the task is assigned.
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If you assign the task to a role and notifications are associated with the
assignment, then every person in the assigned role receives the notification.

Additional Element

Save and Update Click to save changes to the page and update the business project tree.
For example, click to complete a manual transition after you select
a phase in the Target Phase drop-down list box.

See Also

Chapter 11, “Setting Up Business Projects,” page 195

Viewing Business Project Details

Access the Business Project Status - Definition page.

Business Project Status

% Refresh | Personalize

Business Project CORE_ORDER_BF Type Main Business Project
Description Order Capture BP

| Definition
Business Project Definition Business Project Details

I I I I I Effective Date 12/26/2001
Start Phase oOrder Ernail Confirmation Phase
[= agreement Creation Phase

[= Publish Order Transition Definition
[= cContract Request Phase

) Phase Description Transition Rule Autornatic Default Phase
(= Installed Product Creation Ph,
[= Installed Product Creation Ph, Contract Request Phase All tasks comnpleted = ¥

[=r Agreement Creation Phase Slemeestiu by

[= order Email Confirmation Phase
[=F Contract Request Phase

= Publish order Task List View All First 1ofl Last
[ shiprment Cormpletion Sequence |Task Task Sub-BP
[= shipment Completion Required
[= 50 Creation 1 ORDER_EMAIL 7 r

[= 50 Creation
= End the Business Project

Return To Order

Business Project Status - Definition page

The left side of the page shows all phases and their possible targets. Click a phase to display the details
(such as the phase’s task list and the transition rules for each target) on the right side of the page.

Managing Tasks

This section discusses how to track task status.
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Page Name Object Name Navigation Usage
Task Status RC_TASK_STATUS Click atask link ina Updatethe status for atask.
notification email or
worklist.

Tracking Task Status
Access the Task Status page.

Task Status

Business Project 20320
Instance
Task Customer Satisfaction SuRFrvey

Status | In Process ;I
Assignment Information

Assignment Person
Type
Assigned To 400001

La\Wigne,Elsa

Comments |Send Request to Fulfillment to send Customer Satisfaction Survey ﬂ@

[

Date Created 05/07/2004 12:24PM PDT YR1

Last Modified

Business Project Status Cancel and Return to Worklist page
Fage

Task Status page

Description Displays data from the business project’s parent object. For example,
if the parent object is a case, the Description field typically displays
the case summary. Use the Business Project - Parent Object page
to define the data that appears.

Status Select the status of the task. Options are Complete - Success

Assignment Type and
Assigned To

and Complete - Failure.

Depending on how the business project is defined, the success or failure of
atask may trigger workflow or control automatic phase transitions.

Indicates whether the task is assigned to a person, a provider group, or arole,
and displays the assignee. These fields are display-only. The business project
owner must reassign tasks on the Business Project Status page.
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See Also

Chapter 11, “Setting Up Business Projects,” Identifying Parent Objects, page 223
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Monitoring Business Projects

To monitor business projects, use the Business Projects Monitor component.

To view and purge business project trace logs, use the Business Project Trace Setting

and Purge Business Project Logs components.
This section discusses how to:

» Start and end business project tracing.

* View summary information about business projects.
» View business project trace logs.

* Purge business project trace logs.

Pages Used to Monitor Business Projects

Page Name Object Name Navigation

Usage

Business Projects Trace RC_BP_TRACE Set Up CRM, Common
Definitions, Business
Projects, Business Project
Trace Setting, Business
Projects Trace

Start and end business
project tracing.

Business Project Monitor RC_BP_MONITOR Set Up CRM, Common
Definitions, Business
Projects, Business Projects

View summary information
about business projects that
meet specified search

Definitions, Business
Projects, Purge Business
Project L ogs, Purge Business
Project Logs

Monitor, Business Project criteria.
Monitor
Business Project Details RC_BP_MTR_DETAILS Click the Detail s button Review thelog that the
on the Business Project system createswhen you
Monitor page. trace abusiness project.
Purge Business Project Logs | RC_BP_LOGS DEL Set Up CRM, Common Purge business project logs.

Starting and Ending Business Project Tracing

Access the Business Projects Trace page.
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Business Projects Trace

Business Projects

Trace Cuztomize | Find | Yiew aAll | D First 1-1¢ of 20 |I| Last
Business Project Description Type Trace
BPCHC Change Cormputer Main BP I
BPOSL Install DSL Main BP I
BULK_QRD_SUBMIT Submit Bull Order Children Main BP r
BULK_OQORDER_GEN Bulk Order Generation Main BP -
CHTRACT_REQ_SUB Contract Request Sub BP Sub BP -
COM BP TESTS COoM BP TESTS Main BP v
COMPLAINT _INVES Complaint Investigation Sub BP I
COMPLAINT_REFPOR Customer Complaint Processing Main BP r
CORE_ORD_CHG_BP Order Capture Maintenance BP Main BP ¥
CORE_ORDER_BP Order Capture BP Main BP v
CORE_QUOTE_BP Order Capture Quote BP Main BP I
DEFECT_CREATE Create Defect Sub BP I
CEFECT_REPORT Report Possible Defect Main BP M
EMRGY_START_SWC Energy Start Serwvice Main BP v
EMRGY_STOP_SNC Energy Stop Service Main BP v
EMRGY_TRSFR_SWC Energy Transfer Service Main BP W

Select all

Deselect All

Business Projects Trace page

Select Trace for each business project to be traced. You can trace a single business project,
selected business projects, or al business projects. Normally, you trace all business projects
only in a development and testing environment.

If you trace a main business project, the system logs data that pertains to the main business project and
all of its sub-business projects, including sub-business projects that the system adds dynamically at
runtime. Tracing a sub-business project logs activity only for that sub-business project.

When you save the page, the selected business projects are traced. The system stores trace information in
database tables rather than external files. This ensures that the information is available to all users.

Viewing Summary Information About Business Projects

Access the Business Project Monitor page.
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Business Project Monitor

¥iew Business Projects For

User ID I VP1

Type I Main BP

From BP Instance #

Status |

Related Dhjectl

Business Project Process Details

;l Last IDa\,rs 'I
;I Business Project Like

To BP Instance #
;I Outcome ;I
| Refresh

i
Customize | Find | Wiew all | First 1ofl Last

Instance |Type Business Project |User ID |Start Datetirne Status Dutcorme | Description
Z0Z296 Main BF CORE_CRDER_BP WP1 0z/27/2004 3:21PM  In Process Capture ID- Details

Business Project Monitor Page

User ID
Type

From BP Instance # (from
business project instance
number) and To BP Instance
# (to business project
instance number)

Status

Related Object

Last

Business Project Like
Outcome

Refresh

Viewing Business

Select to view business projects that were instantiated by the specified user.

Select to view the specified type of business project. Options are Main
BP (main business project) and Sub BP (sub-business project).

Enter business project instance IDs to view business projects
in the specified range.

Select to view business projects with the specified status. Options
are Canceled, Complete, and In Process.

Select to view business objects with a specific parent object,
for example, an order or case.

Enter anumber in the text box and select aunit of timein the drop-down list box
to view business projects that wereinstantiated during the specified time period.

Enter text to view business projects that have business project
IDs that are similar to the text.

Select to view business projects that have the specified outcome.
Options are Failure and Success.

Click to display the business projects that meet the specified criteria.

Project Trace Logs

Access the Business Project Details page.
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Business Project Details

Business Project Details

Instance 20294 Business Project Status Page
Business Project CORE_ORDER_BP Description Order Capture BP
Eff Date 12/26/2001 Status In Process
Type Main BP Outcome
Start Date/Time 02/27/04 3:21:16PM End DatefTime
Business Project Trace Output Custormize | Find | Yiew all | D First 1-9 of 2 Last
Datetirne Added Long Description
02/27/2004 3:21FM Perform_Transitions Function, Exiting the function as Bp_Instance <20296> with Business Process

Id <« CORE_ORDER_BP= and Act_Instance <0 , Activity_Id <= is already in Completed Status |

Business_Process_Create Funchion,Business Project < <= CORE_ORDER_BP=> ,Type <<M== is
Started with Instance of <<20296%>= Using START PHASE <=<=0ORDERCOMFIRM PH= =

Perform_Transitions Function, Going thru Status for doing correct Transitions For Bp Inst
02/27/2004 3:22PM << 20296>>, Bp Id « < CORE_ORDER_BP=>, ActInst <<l>>=, ActId «<QRDERCOMNFIRM PH=> ,
Seq Mum <<1==

Motify_Task_Status Function For Bp Inst =«<20296>=>, Bp Id << CORE_QORDER_BP ==, Act Inst
0z2/27/2004 3:22PM <<lx>=, Act_Id «<QORDERCONFIRM PH==, Tsk_Id «<ORDER_EMAIL= =, With status Of <= C=>
and Qutcome <<S> >

Get_Transition_Rules Function For Bp Inst ==20296=>, Bp Id << CORE_ORDER_BP ==, Act Inst
<<l==, Act Id << ORDERCOMFIRM PH= =

Determine_Mext_Activity Function, Picked up Target_Phase =<CMNTRACT _REQ _PH== For Bp Id
0z/27/2004 3:22PM << CORE_ORDER_BP=>> , Source_Phase ««<ORDERCOMFIRM PH== Rule Id
<<RC_COMPLETE_SUCCES=> From Transition Rules Table

02/27/2004 3:Z1FPM

02/27/2004 3:22PM

Business Project Details page

If tracing is enabled for the business project, the page displays the content of the trace log. The log records data
related to the business project, beginning at the time the business project isinstantiated. The initial entriesin
the log provide the business project instance ID and the start phase. Additional entries show information such
astransition details. Click the link on top of the Description field to return to the Business Project Status page.

Purging Business Project Trace Logs

Access the Purge Business Project Logs page.

Purge Business Project Logs

Purge Business Project Logs

Business Project BFCHC Q
Filter ¥alue 7 Filter Unit|Days -]
From Date B To Date R
Purge Logs

Purge Business Project Logs page
Business Project Enter the business project whose log is to be purged. Leave thisfield blank

to purge al business project logs for the specified date range, or the period
of time specified in the Filter Value and Filter Unit fields.
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Filter Value

From Date and To Date

Purge L ogs

PeopleSoft Proprietary and Confidential

Using Business Projects

To specify the time period for the purge, enter a number in the text box
and select the unit of time in the drop-down list box. Options are Days,
Hours, and Minutes. For example, if you enter 5 and select Days, then
all log entries for the preceding five days are purged.

Enter a specific date range for entries to be purged from the log. These fields
are not available for entry if you select atime period in the Filter Value field.

Click to purge the business project’s log for the specified time period.
If no time period is specified, the entire log is purged.

You can purge logs to improve performance and eliminate
unwanted business project history.

237



Using Business Projects Chapter 12

238 PeopleSoft Proprietary and Confidential



CHAPTER 13

Defining Scripts

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

» Define PeopleCode functions for scripts.
» Define variables.

» Define actions and action sets.

» Define tokens.

* Define rules and rule sets.

» Define answer sets.

» Define questions and question groups.
» Define rate sets.

* Create scripts.

» Define script trees.

* Vdidate scripts.

See Also

Chapter 14, “Running Scripts,” page 277

Understanding Scripts

A script is a predefined set of questions or statements that are joined together in a specific order and used to
gather information from respondents. At runtime, a questioner follows the script and records the respondent’s

answers. Actions associated with the script can be performed at specific points during the script. Certain
applications, such as PeopleSoft CRM for Financial Services, enable self-service users to follow scripts.

This section lists common elements and discusses:

Script building blocks.
» Branch scripts and linear scripts.
* Questions and question groups.

Script trees.
e Answer sets, rules, and rule sets.

Variables and tokens.

Actions and action sets.
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» PeopleCode functions.
» Rate sets and script scoring.

Common Elements Used in this Chapter

<ID> Displays a unique identifier for the object. Thisfield is not visible on
definition pages; it appears only on search pages. It provides a unique
identifier when the object name is not unique.

=h Click to view or modify the referenced object on the page where it is
= defined. The page appearsin a new browser window.
Sequence Enter a number to order rows of data within a grid.

Script Building Blocks

To set up ascript, defineits building blocksin the proper sequence. The following table shows the relationships
between script building blocks. The order in which the objects appear provides a possible setup sequence to
ensure that al prerequisites are met for each object. You do not necessarily use all objectsin every script;

you use only the building blocks that support the features that you want to include in the script.

Objects in angle brackets are PeopleTools objects. You define them in PeopleTools
rather than on the script pages.

Object Can Reference Can Be Referenced By
PeopleCaode function <PeopleCode> » Token.
» Action.

» Answer set (dynamic).

Variable None * Question (the answer is used to set
thevariable).
» Token (thevariableisused asa
token).
* Rule(theruleisused to evaluate
thevariable).
* Action (the variable can be passed
asaparameter).
Action » Variable. Action set.
* PeopleCode function.
» <Component interface>.
Action set Action Script (Script and Script Tree pages).
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Object Can Reference Can Be Referenced By
Token * PeopleCodefunction. * Question.
* Variable. * Script (Script page).

» <Component interface>.

Rule Variable * Answer set (dynamic).
* Ruleset.
Script (Script Tree page).

Rule set Rule Script (Script Tree page).

Answer set

 PeopleCode function.
* Rule.

* Question.
* Script (Script Tree page).

Question

« Token.
* Variable.
e Answer set.

* Question group.

* Script (Script Tree page).

Question group

Question

Script (Script Tree page)

Rate set

None

Script (Script page)

Script

* Question group.

None

* Question.
* Answer set.
* Ruleset.

» Token.

» Action set.
* Rate set.

Branch Scripts and Linear Scripts

Scripts can be either branch scripts, which use conditional logic to determine a sequence of questions,
or linear scripts, which contain a fixed set of questions in afixed order.

In abranch script, a script tree shows hierarchical relationships among questions. Questions are parents of
answers, which are in turn parents of follow-up questions. Sibling nodes on the tree represent mutually
exclusive paths through the script, so questions that are asked depend on the answers provided.

In alinear script, the script tree hierarchy is flat. Questions are parents of answers, but answers have no
children. Instead, all questions appear at the same hierarchical level. All questions are asked, and no branching
logic is used. The following diagram illustrates the difference between a branch script and a linear script:
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Branch Script Linear Script
Root Root
Question 1 Question 1
Answer 1 Answer 1
Question 2 Answer 2
Answer 2 Question 2
Question 3 Answer 1
Answer 2
Question 3

Branch script tree and linear script tree

Questions and Question Groups

Scripts congist of questions that a questioner asks a respondent.
Question Types

Four types of questions exist:

» Single selection

The respondent must choose a single answer from a predefined answer set.

When you set up a branch script, you can create branches for each possible answer.
Multiple selection

The respondent can choose multiple answers from a predefined answer set.

When you set up a branch script, you can create branches under each answer, but the questioner
follows the branches only when the respondent selects a single answer.

Value input

No predefined answers exist. The questioner enters the respondent’s answer as free-form
text. The answer is normally assigned to a variable.

You cannot create branching logic after a value input question.
Guide information

Instead of asking a question, the questioner makes a statement. You typically use guides at the end of a
script; for example, to thank the respondent, summarize the conversation, or describe the next steps.

You cannot create branching logic after a guide information question.

Question Groups

At runtime, the Script Execution page normally displays one question at atime. Thisrestriction is
necessary when you incorporate branching logic based on the answers to the questions.
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Sometimes, however, it makes sense to present severa questions together. For example, on one page,
you might group a series of value input questions for gathering demographic information.

Question groups are sets of questions that appear together at runtime. To define a question
group, you identify the questions to include.

You cannot use branching logic with a question group.

Script Trees

You define the flow of the script in a script tree, which provides a hierarchical representation of the
guestions, gquestion groups, and answers that are used when the script runs.

This section discusses the relationships among the types of nodes in the script tree.

Single Selection Questions
Three types of nodes can follow a single selection question:

* Answer nodes

Answer nodes are required for questions that are associated with static answer sets. Each valid
answer is a separate node. You do not have to create nodes for al answers in the answer set, but
an answer that does not appear as a node cannot be a valid answer.

* Rule nodes

Rule nodes follow questions that are associated with dynamic answer sets, but rule
nodes are not required for these questions.

Rules are conditions that are expressed aslogical statements; if the condition is met, then the statement istrue.

In a branch script, rule nodes that follow a question create the branching logic that determines
the next question. In alinear script, no branching logic is used. Nevertheless, you can use rule
nodes to set up actions that are performed after a question is answered.

* Any nodes

In abranch script, you use an Any node for atransition to the next question when no other branch isavailable.
If no rules follow a question with a dynamic answer set, then an Any node must follow the question.

An Any node can coexist with answer nodes and rule nodes; the questioner uses the Any branch when
none of the answers or rules for the same question have branches of their own.

In alinear script, which does not use branching logic, an Any node is unnecessary
for a single selection question.

Multiple Selection Questions
Two types of nodes can follow a multiple selection question:
* Answer nodes
These are the same for multiple selection questions as for single selection questions.

In a branch script, you can include branches for the individual answer nodes. However, if the respondent
selects more than one answer, the script follows the Any branch rather than the other branches.

* Any nodes
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In a branch script, an Any node should appear after a multiple selection answer. The Any node is
necessary in case the respondent selects more than one answer. The questioner also follows the Any
branch when the respondent selects a single answer if that answer does not have a branch.

In alinear script, which does not use branching logic, an Any node is unnecessary
for a multiple selection question.

Value Input Questions
In a branch script, you use an Any node to transition from a value input question to the next question.

In alinear script, a value input question has no child nodes.

Question Groups

Both branch scripts and linear scripts require an Any node for a question group. Without the Any
node, the question group displays the questions, but not the possible answers.

Guide Information Questions

Guide information questions are typically the final nodes of branches. They provide afinal statement that
the questioner uses to end the conversation. Consequently, they have no child nodes. The script does not
continue past the guide information question at runtime, even if the question has a child node.

To create a transition from a subscript to a parent script,