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A B O U T  T H I S  P E O P L E B O O K

The book provides you with the information that you need to implement and use PeopleSoft

CRM Support and PeopleSoft CRM HelpDesk. You can order the online version by

requesting SKU CRMB8r0 or the print version by requesting SKU CRMr8CCAL-B 0601.

This section describes information that you should know before you begin working with

PeopleSoft products and documentation, including PeopleSoft-specific documentation

conventions, information specific to the PeopleSoft Customer Relationship Management

product line, how to order additional copies of our documentation, and so on.

Before You Begin

To benefit fully from the information covered in this book, you need to have a basic

understanding of how to use PeopleSoft applications.  We recommend that you complete at

least one PeopleSoft introductory training course.

You should be familiar with navigating through the system and adding, updating, and deleting

information 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.

Because we assume that you already know how to navigate around the PeopleSoft system,

much of the information in this book is not procedural.  That is, it does not typically provide

step-by-step instructions on using tables, pages, and menus.  Instead, we provide you with all

the information that you need to use the system most effectively and to implement your

PeopleSoft application according to your organizational or departmental needs.  This book

expands on the material covered in PeopleSoft training classes.

Related Documentation

To add to your knowledge of PeopleSoft applications and tools, you may want to refer to the

documentation of other PeopleSoft applications.  You can access additional documentation for

this release from PeopleSoft Customer Connection (www.peoplesoft.com).  We post updates

and other items on Customer Connection, as well.  In addition, documentation for this release

is available on CD-ROM and in hard copy.

Important!  Before upgrading, it is imperative that you check PeopleSoft Customer

Connection for updates to the upgrade instructions.  We continually post updates as we refine

the upgrade process.
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Documentation on the Internet

You can order printed, bound versions of the complete PeopleSoft documentation delivered on

your PeopleBooks CD-ROM.  You can order additional copies of the PeopleBooks CDs

through the Documentation section of the PeopleSoft Customer Connection web site:

http://www.peoplesoft.com/.

You’ll also find updates to the documentation for this and previous releases on Customer

Connection.  Through the Documentation section of 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 delivered on your PeopleBooks CD.

Documentation on CD-ROM

Complete documentation for this release is provided on the CD-ROM PeopleSoft 8 Customer

Relationship Management PeopleBooks, SKU CRMB8r0.

Note.  Your access to PeopleSoft PeopleBooks depends on which PeopleSoft applications

you've licensed.  You may not have access to some of the PeopleBooks listed here.

Hardcopy Documentation

To order printed, bound volumes of the complete PeopleSoft documentation delivered on your

PeopleBooks CD-ROM, visit the PeopleSoft Press web site from the Documentation section

of PeopleSoft Customer Connection. The PeopleSoft Press web site is a joint venture between

PeopleSoft and Consolidated Publications Incorporated (CPI), our book print vendor.

We make printed documentation for each major release available shortly after the software is

first shipped.  Customers and partners can order printed PeopleSoft documentation using any

of the following methods:

Internet From the main PeopleSoft internet site, go to the

Documentation section of Customer Connection.  You can

find order information under the Ordering PeopleBooks

topic.  Use a Customer Connection ID, credit card, or

purchase order to place your order.

 PeopleSoft internet site: http://www.peoplesoft.com/.

Telephone Contact Consolidated Publishing Incorporated (CPI) at

800 888 3559.

Email Email CPI at callcenter@conpub.com.
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Typographical Conventions and Visual Cues

To help you locate and interpret information, we use a number of standard conventions in our

online documentation.

Please take a moment to review the following typographical cues:

monospace font
Indicates a code example.

Bold Indicates field names and other page elements, such as

buttons and group box labels, when these elements are

documented below the page on which they appear.  When

we refer to these elements elsewhere in the

documentation, we set them in Normal style (not in bold).

Italics Indicates a PeopleSoft or other book-length publication.

We also use italics for emphasis and to indicate specific

field values.  When we cite a field value under the page on

which it appears, we use this style: field value.

We also use italics when we refer to words as words or

letters as letters, as in the following: Enter the number 0,

not the letter O.

KEY+KEY Indicates a key combination action.  For example, a plus

sign (+) between keys means that you must hold down the

first key while you press the second key.  For ALT+W,

hold down the ALT key while you press W.

Cross-references The phrase "For more information" indicates where you

can find additional documentation on the topic at hand.

• Capitalized titles in italics indicate the title of another

PeopleBook.  For example: For more information

about billing, see PeopleSoft 8 Billing PeopleBook.

• Capitalized titles in italics followed by chapter title in

quotes refer to a chapter in another PeopleBook. For

example: For more information about establishing rate

templates, see PeopleSoft 8 Projects PeopleBook,

“Integrating With PeopleSoft Billing and PeopleSoft

Contracts.”

• Capitalized titles in quotes refer to another chapter of

this PeopleBook. For example: For more information

about contract status security, see “Securing Your

PeopleSoft Contracts System.”

• Capitalized titles refer to sections within this chapter

of this PeopleBook. For example: For more

information about Defining Contract Statuses, see

Defining Your Own Contract Statuses.
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Note.  Text in this bar indicates information that you should pay particular attention to as you

work with your PeopleSoft system. If the note is preceded by Important!, the note is crucial

and includes information that concerns what you need to do for the system to function

properly.

Text in this bar indicates For more information cross-references to related or additional

information.

Warning! Text within this bar indicates a crucial configuration consideration.  Pay very

close attention to these warning messages.

Page and Panel Introductory Table

In the documentation, each page or panel description in the application includes an

introductory table with pertinent information about the page.  Not all of the information will

be available for all pages or panels.

Usage Describes how you would use the page, panel, or process.

Object Name Gives the system name of the page, panel, or process as specified in

PeopleTools Application Designer.  For example, the Object Name of the Detail

Calendar page is DETAIL_CALENDAR1.

Navigation Provides the path for accessing the page, panel, or process.

Prerequisites Specifies which objects must have been defined before you use the page, panel,

or process.

Access

Requirements

Specifies the keys and other information necessary to access the page or panel.

For example, SetID and Calendar ID are required to open the Detail Calendar

page.

Comments and Suggestions

Your comments are important to us.  We encourage you to tell us what you like, or what you

would like changed, about our documentation, 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
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Or send comments by email to the authors of PeopleSoft documentation at:

DOC@PEOPLESOFT.COM

While we cannot guarantee to answer every email message, we will pay careful attention to

your comments and suggestions.  We are always improving our product communications for

you.
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C H A P T E R  1

PeopleSoft CRM Support and

PeopleSoft CRM HelpDesk PeopleBook

PeopleSoft CRM offers two distinct applications to provide complete support management for

your internal and external customers.  PeopleSoft CRM Support manages your customer

support operations; PeopleSoft CRM HelpDesk manages your employee support operations.

To help you take full advantage of the common foundation for the two call center applications,

this PeopleBook documents the applications together.  Common functionality is documented

once, and differences between the two applications are clearly marked.

Note.  Another PeopleBook, PeopleSoft CRM Application Fundamentals PeopleBook,

provides you with the basic information to set up and use the common application elements

for the products that make up the PeopleSoft 8 CRM group of applications.  Be sure to refer to

that book for information about customers, workers, products, agreements, solutions, branch

scripts, and other common PeopleSoft CRM objects.

This section describes the chapters in this book.

Introducing Call Center Applications provides an overview of the features in PeopleSoft CRM

Support and PeopleSoft CRM HelpDesk.  This chapter also provides additional information

about the documentation

PART: Call Center Setup

The chapters in this part explain how to set up your system.  This part includes the following

chapters:

Defining Call Center Business Units explains how to set up call centers by creating business

units and defining the operational business rules for each business unit.

Setting Up Call Center Attributes explains how to set up valid values for case attributes such

as case statuses, case priorities, case relationship types, and so forth.

Setting Up Component Event Processing explains how to automate several types of call center

notifications and processes.

Creating Email Templates explains how to define the notification text used in automated

notifications.
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Defining Business Projects explains how set up structured, workflow-enabled tasks lists

known as business projects.

Setting Up RMA Processing highlights the requirements, recommendations, and detail points

to consider when setting up return material authorization (RMA) functions and integration

between PeopleSoft CRM Support, PeopleSoft Inventory, and PeopleSoft Purchasing. This

chapter is not relevant to PeopleSoft CRM HelpDesk.

Setting Up Credit Card Processing provides information on setting up your PeopleSoft CRM

Support system to support credit card processing. This chapter is not relevant to PeopleSoft

CRM HelpDesk.

Setting Up Case Auditing describes how call center auditing works and explains how to

configure and activate auditing.

PART: Case Management

The chapters in this part how to use the system to manage cases, business projects, and

material returns.  This part includes the following chapters:

Managing Cases provides an overview of case management and documents the pages you use

to access cases and to record caller and problem information.

Resolving Cases describes how to track attempted resolutions and resolve cases.

Using Solution Advisor describes the powerful search tool you use to find solutions to cases.

Working Cases provides information about tracking other aspects of cases, including tracking

notes and attachments, case history, related cases, other related objects, and interested parties.

Using Business Projects explains how to associate a business project with a case and how to

track the progress of the tasks and phases within a business project.

Managing Material Returns describes how to generate return material authorizations (RMAs)

for customers returning stock for replacement or repair or returning stock that was shipped in

error.  This chapter is specific to PeopleSoft CRM Support.

Managing Credit Card Payments describes how to process a credit card transaction in

PeopleSoft CRM Support.  This chapter is not relevant to PeopleSoft CRM HelpDesk.

PART: Self-Service Transactions

The chapters in this part explain the self-service transactions that you can deploy so that

people can report and review their own cases.  This part includes the following chapters:

Understanding Self-Service describes the pages that you can deploy to self-service users to

enable them to report cases, review exiting cases, and research solutions to cases.

Managing Customer Feedback describes the setup necessary if you deploy PeopleSoft

Customer Portal with PeopleSoft CRM as your system of record.  PeopleSoft CRM Call

Center is the only PeopleSoft CRM application with content that is enabled through

PeopleSoft Customer Portal.
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PART: Reporting and Reference

The chapters in this part provide reporting and reference information.  This part includes the

following chapters:

Running Call Center Reports describes the reports that you can generate for PeopleSoft CRM

Support and PeopleSoft CRM HelpDesk.

Delivered Data for Call Centers describes the event processing rules that PeopleSoft delivers.

You can use the delivered event processing, modify it, or create your own.
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Introducing Call Center Applications

This chapter introduces the two PeopleSoft CRM call center applications: PeopleSoft CRM

HelpDesk and PeopleSoft CRM Support.

Understanding PeopleSoft CRM Support and PeopleSoft CRM

HelpDesk

PeopleSoft CRM offers two distinct applications to provide complete support management for

your internal and external customers.  PeopleSoft CRM Support manages your customer

support operations; PeopleSoft CRM HelpDesk manages your employee support operations.

Both applications provide complete solutions for tracking and resolving problems and change

requests.  Together, they provide end-to-end management of all customer and employee

support issues.

Because the two applications use the same technology foundation, an organization that uses

both can leverage information technology resources and implementation processes across both

applications.

At the same time, each application provides functionality tailored to its unique audience.

Cases are tracked based on data that is appropriate to the specific application.  HelpDesk cases

are tracked by employee, department, and other data relevant to internal cases.  Support cases

are tracked by customer, contact, and other data relevant to external customers.

To help you take full advantage of the common foundation for the two call center applications,

this PeopleBook documents the applications together.  Common functionality is documented

once, and differences between the two applications are clearly marked.

Throughout this documentation, references to call center functionality indicate that the

functionality is common to both applications.

Managing Cases

PeopleSoft CRM call center applications provide a complete solution for managing customer

and employee problems and change requests.
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Tracking Case Information

When an agent identifies the person who is reporting a problem, the system automatically

brings in several relevant pieces of data about that person—data that is specific to the type of

person (internal or external) reporting the problem.

Agents can then capture information about the problem, including the product (if applicable),

a problem description, and different problem classifications.  An administrator can easily

maintain lists of valid values for classification fields, such as case type, priority, and severity.

Cases can be assigned to provider groups or to individuals; the system can suggest assignees

based on the case data.

Case notes capture free-form comments about the case and house attachments related to the

case.  The case history captures events that you have specified, providing agents with a handy

mechanism for quickly reviewing the major events in the case lifecycle.  A more detailed audit

trail is also available.

Time tracking enables you to capture valuable information about the time agents spend on a

case.

For more information about tracking case information, see the Managing Cases chapter.  For

more information about setting up case attributes, see the Setting Up Call Center Attributes

chapter.  For more information about case notes and case history, see the Working Cases

chapter.  For more information about automatic case assignment, see Setting Up and

Performing Task Assignment Searches in the PeopleSoft CRM Application Fundamentals

PeopleBook. For more information about tracking time spent on cases, see Tracking Time

Spent on Service Orders and Cases in the PeopleSoft CRM Application Fundamentals

PeopleBook.

Managing Solutions and Resolving Cases

PeopleSoft enables you to track not only the final solution to a case—the one that resolves the

reported problem—but also failed solutions and other solutions considered.  By tracking all

solution usage, you capture valuable information about the efficacy of your solution set.

Solution statuses enable you to distinguish successful solutions, failed solutions, solutions that

have already been suggested to the person reporting the problem, and solutions that are being

held in reserve in case the suggested solutions are not successful.

Solution Advisor is a powerful search tool that agents can use to search for solutions.  In

addition to searching your solution set directly, Solution Advisor also searches for similar

cases and the solutions associated with those cases, as well as for problem solving techniques

and the solutions they suggest.  Agents can browse the Solution Advisor search results and

select one or many solutions to bring back to the case.

For each call center you establish, you can decide whether to require agents to use predefined

solutions or whether to permit agents to resolve cases with freeform text solutions.  If you

permit free-form text solutions, Solution Advisor enables agents to find and reuse the free-

form text solutions.
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Agents have access to other mechanisms besides Solution Advisor for finding solutions.

Every case provides quick access to a list of frequently used solutions for the specified

product.  And agents who know a solution ID can always enter that ID without having to

search for the solution in question.

PeopleSoft CRM call center applications provide tools for creating and managing the solutions

that agents use to resolve problems.  In addition to a text description of the problem symptoms

and the means for addressing the problem, solutions can include attachments, a list of products

to which the solution is relevant, and a list of cases that have been resolved by the solution.

Over time, even a well-managed solution set can end up with similar or duplicate solutions.

PeopleSoft provides mechanisms to deactivate solutions, to help you find and merge similar

solutions, and to convert independent text solutions to standard, officially sanctioned

solutions.

For more information about resolving cases, see the Resolving Cases chapter.  For more

information about managing solutions, see Managing Solutions in the PeopleSoft CRM

Application Fundamentals PeopleBook. For more information about configuring the

PeopleSoft CRM search collection that is used by Solution Advisor, see Managing PeopleSoft

CRM Search in the PeopleSoft CRM Application Fundamentals PeopleBook.

Managing Business Projects

Business projects are structured task lists that you use to coordinate the work involved in

business events such as fulfilling change requests.  Business projects are made up of phases,

which are in turn made up of individual tasks.  Business projects offer several benefits:

• The business project codifies the best practices of your organization into a reusable

template.

• The business project enforces the proper sequence of tasks.

• You can use workflow to automate notifications and processes based on the statuses

of the phases and tasks in a business project.

Both support cases and helpdesk cases can be associated with business projects.  You can

initiate a business project manually, or you can define workflow to automatically initiate a

business project based under specified conditions—for example, when someone saves a case

with a specific value in the Case Type field.

For more information about creating business projects, see the Setting Up Business Projects

chapter.  For more information about using business projects, see the Using Business

Projects chapter.
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Relating Cases to Each Other

PeopleSoft CRM call center applications enable you not only to relate cases to each other, but

also to define the different ways that cases can be related.  For example:

• You can define a global relationship type and use it for problems that are solved by a

single application of a solution (such as rebooting a server).

This is a hierarchical relationship: There is a single parent case used to track the

problem, and there are multiple child cases used to track separate reports of the

problem.

• You can define a common relationship type and use it for cases that are solved by

multiple applications of a solution (such as downloading a new .DLL file).

This is also a hierarchical relationship: There is a single parent case used to track the

problem, and there are multiple child cases used to track separate instances of the

problem.

• You can define other relationship types for similar cases, duplicate cases, cause-and-

effect cases, or any other type of relationship you want to track.

You can configure hierarchical relationships to automatically cascade the case status from a

parent case to all of its children.  For example, if you close a global case, the system can

automatically close all of the child cases that represent separate reports of the problem.

For more information about related cases, see the Working Cases chapter

Relating Cases to Other Objects

You can relate cases not only to other cases, but also to other types of objects.  Both support

cases and helpdesk cases can be associated with business projects—predefined tasks lists used

for managing change requests.  Both applications can also be associated with various types of

scripts: surveys to gather general information, problem solving scripts to help determine the

appropriate solution to a problem, and upsell scripts to determine whether to upgrade the

product.

Support cases can additionally be associated with sales leads (if you use PeopleSoft CRM

Sales) and service orders (if you use PeopleSoft CRM FieldService).

Finally, if PeopleSoft CRM Support is integrated with PeopleSoft Inventory and PeopleSoft

Purchasing or a third-party inventory and purchasing system, you can relate cases to return

material authorizations (RMAs) for customers returning stock for replacement or repair or

returning stock that was shipped in error.  Support agents can also create RMAs directly—that

is, they can create an RMA without associating the RMA to a case.

For more information about related objects, see the Working Cases chapter



J U N E  2 0 0 1 P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K

P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L I N T R O D U C I N G  C A L L  C E N T E R  A P P L I C A T I O N S      2 - 5

Managing Agreements and Warranties

Agreements reflect support contracts issued to your customers.  Warranties define the

coverage you offer for a particular item when an active warranty is in effect for an item

installed at a customer’s site.  Both warranties and agreements define the support the customer

is entitled to and the duration of the contract.  Agreements also define the price of services or

support offerings covered by the agreement, as well as the price of the agreement itself.

You set up agreements only for customers, not for employees.  Therefore, this functionality is

included in PeopleSoft CRM Support only.

PeopleSoft CRM Support also enables you to take credit card payments to pay for support.

This functionality is available regardless of whether a particular case is covered by an

agreement. You can capture credit card information and, if you integrate with CyberSource (a

third-party credit card authorization and payment application), agents can also submit the

transaction to CyberSource for authorization, billing, or credit.

PeopleSoft CRM does not incorporate billing or accounting functionality; you need to

integrate the PeopleSoft CRM system with your financial management software.

For more information about agreements and warranties, see Setting Up and Managing

Agreements and Warranties in the PeopleSoft CRM Application Fundamentals PeopleBook.

Event Processing

Component event processing is a type of workflow specific to call center cases.  Use it to

define sets of case-specific events and the actions those events trigger.  Events are any set of

data conditions that you specify.

You can define different events for different business units.  You can also define event-

handling rules to be used only when people access cases through self-service.

Both call center applications enable you to create events that trigger the following actions:

• Send a notification alerting someone to the event that just occurred.

• Add a description of the event to the case history.

• Initiate a business project for the case.

• Cascade case status and resolution information from a parent case to all of its children.

• Alert the call center agent to the presence of an upsell script.

• Run a process using Process Scheduler.

PeopleSoft CRM Support additionally enables you to create events that trigger two agreement-

related actions:
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• Send notifications related to the guaranteed response time or guaranteed recovery time

to which the customer is entitled.

• If an agreement entitles a customer to receive support for a specific number of cases,

update the entitlement balance.

For more information about event processing, see the Setting Up Component Event

Processing chapter.

Branch Scripts

Scripts are standardized sets of questions that you can ask your customers.  The scripts that

you create in PeopleSoft CRM are branch scripts; that is, you can incorporate logic into the

script so that the answer to a question determines what happens next.

In PeopleSoft CRM, you can create scripts to use as surveys, as problem solving techniques,

and as upsell scripts (to determine when a customer should upgrade to a newer version of a

product).  The process for creating the script is always the same, regardless of the purpose of

the script you're creating.

For more information about branch scripts, see Defining Branch Scripts in the PeopleSoft

CRM Application Fundamentals PeopleBook.

Reporting and Manager Dashboard

The call center Manager's Dashboard, which is licensed separately as part of the PeopleSoft

CRM Portal Pack, displays summary information to help you understand and analyze your call

center activities.  The dashboard enables you to view any four of the seven delivered charts in

your portal homepage.

Call center reports provide additional summary information to help you understand and

analyze your call center activities.

Using This Documentation

As you work with the two call center applications, you will find valuable information in the

following PeopleBooks:

• PeopleSoft CRM Support and PeopleSoft CRM HelpDesk

• PeopleSoft CRM Application Fundamentals

If you've licensed the PeopleSoft CRM Portal Pack, be sure to read the documentation for that

product to learn about the portal pagelets that are enabled by call center applications: the
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Manager's Dashboard pagelets and, for PeopleSoft CRM HelpDesk, the Recent HelpDesk

Cases pagelet.

If you've licensed PeopleSoft Customer Portal, be sure to read the documentation for that book

to learn about the Recent Support Cases pagelet.

PeopleSoft CRM Support and PeopleSoft CRM HelpDesk

This book includes topics relevant to both PeopleSoft CRM Support and PeopleSoft CRM

HelpDesk.  Features that are unique to either product are clearly indicated.

The front matter of this book includes a list of chapters along with a short description of each.

PeopleSoft CRM Application Fundamentals

Additional documentation related to both applications is located in the PeopleSoft CRM

Application Fundamentals PeopleBook, which includes documentation for cross-application

functionality.  In addition to general PeopleSoft topics, such as security, user preferences,

reporting, and currencies, the book contains the following topics that are critically important to

call centers:

• Setting up and managing workers

• Setting up and managing customers

• Setting up and managing products

• Setting up and managing solutions

• Setting up and managing agreements and warranties

• Creating and running branch scripts

• Tracking time spent on cases

The following table lists all of the chapters in the PeopleSoft CRM Application Fundamentals

PeopleBook.  Where necessary, the Notes column provides additional details about topics

covered in the chapter.

Chapter Notes

PART: CRM Applications

Using PeopleSoft CRM Common

Elements

This chapter describes how to change time zone display,

how to track notes and attachments, and how to run

branch scripts.

Using Worklists and Notifications Call center applications enable you to send manual

notifications and to set up automated notifications.  This

chapter provides information about manual notifications

and about worklists.
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Chapter Notes

Tracking Time Spent on Service Orders

and Cases

Managing Solutions  

PART: General Options

Setting General Options This chapter describes the autonumbering mechanisms

used for various call center objects and a page where you

set up user preferences that are specific to call center.

Setting Up Security  

Maintaining Currencies and Market Rates  

PART: Workforce Management

Managing Workers This chapter describes how to enter workers into the

PeopleSoft CRM system.

Establishing Cost Categories for Workers  

Setting Up and Maintaining Provider

Groups and Group Members

For the call center applications, provider groups are

groups of agents to whom cases can be assigned.

Managing Workforce Competencies  

Using Resource Calendars When assigning cases, you can ask the system to suggest

an agent.  The system considers only agents who are

working at the time you request the suggestion.  This

chapter explains how to record agents' work schedules.

Setting Up and Performing Task

Assignment Searches

Although much of this chapter deals with assignment

scheduling issues that are relevant only to PeopleSoft

CRM FieldService, the section describing assignment

criteria and assignment options is also used in the call

center applications.

PART:  Customer and Contact

Management

Managing Customer Information  

Maintaining Contacts Contacts are individual people who represent customers.

When you create a PeopleSoft CRM Support case, you

always identify the contact as well as the customer.

PART: Product and Item Management

Setting Up Products  

Defining Items  

Working With Item Assemblies  



J U N E  2 0 0 1 P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K

P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L I N T R O D U C I N G  C A L L  C E N T E R  A P P L I C A T I O N S      2 - 9

Chapter Notes

Checking Item Balances and Availability  

Tracking Installed Products Installed products are products that are registered to a

specific person—a contact or a worker.

In PeopleSoft CRM Support cases, you can associate

only an installed product with a case.  You do not have to

specify the product for the case, but if you do, it must be

a product that is recorded as an installed product for that

caller.

In PeopleSoft CRM HelpDesk, you can associate any

product with a case.  An indicator on the Case page lets

you know whether the product is an installed product for

that caller.  As with PeopleSoft CRM Support, you do not

have to specify the product for the case.

PART: Agreement and Warranty

Management

Agreements and warranties apply only to PeopleSoft

CRM Support, not to PeopleSoft CRM HelpDesk.

Defining Pricing Information for Services

and Support Offerings

Setting Up and Managing Agreements and

Warranties

Performing Entitlement Searches for

Cases and Service Orders

PART: Process Automation

Defining Workflow PeopleSoft CRM Workflow is one of the building blocks

for call center event processing and business project

automation.

Defining Branch Scripts There are three types of branch scripts that you can

associate with cases: surveys, problem-solving

techniques, and upsell (upgrade) scripts.

Configuring CTI Application Pages CTI (computer/telephony integration) enables the system

to display and prepopulate call center pages based on

information a caller provides to your telephone system.

Managing PeopleSoft CRM Search Verity is the search engine that powers Solution Advisor.

This chapter explains how to set up and maintain the

collection that Solution Advisor searches.

Defining Integration for PeopleSoft CRM  
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Defining Call Center Business Units

A business unit represents an operational entity—an individual call center within your

organization.  All cases are associated with a business unit.

Business units control much of your processing.  Certain business rules are applied at the

business unit level.  Your call center reports and charts filter information by business unit.

And valid values for most prompt fields can be filtered according to the business unit.

The first section in this chapter provides some technical background that explains how to filter

valid values according to the business unit.  Understanding this mechanism helps you create a

solid strategy for setting up business units and for setting up valid values for your business

units.

The second section in this chapter explains the different call center verticals that can share

business units.  This chapter also discusses business rules that you can implement for these

verticals.

The third section in this chapter documents the pages where you define your business units.

You must set up your call center business units before you can create cases.

Using Business Units and TableSet Controls

Consider a scenario where you have one call center business unit that handles computer-

related issues and another call center business unit that handles questions related to human

resources.

Now consider the values you might set up for the Case Type, Product, and Solution ID fields.

Because the call centers handle entirely different types of calls, some values will only be

relevant to the computer call center, others will only be relevant to the HR call center.

PeopleSoft provides a mechanism that enables you to filter valid values based on the business

unit.  This mechanism is known as a tableSet control.

TableSet Control Terminology

In order to understand how to filter valid values based on business unit, you need to

understand the following terms:
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• Setup tables are the tables where you establish valid values for fields in your

transactional pages.  For example, the case page includes a Case Type field.  You

establish valid case statuses in the Case Type setup table.

• SetIDs enable you to group valid values for filtering purposes.  You create logical

groupings of valid values by associating setIDs with each value.  For example, say

you have two call center business units, one for your U.S. operations and one for your

European operations.  If you sell different products in the U.S. and Europe, then you

would use two setIDs with your products.  Doing this establishes the groundwork for

ensuring that call center agents in your U.S. business unit will only see U.S. products

when prompting for valid products.

• Record Groups are groups of similar setup tables.  For example, there are seven

record groups just for call center setup tables.  There's one record group for the tables

that contain problem attributes (case type, problem type, category, and so forth),

another record group for tables that contain impact attributes (priority and severity),

and so on.  All the PeopleSoft delivered setup tables are already organized into record

groups.  You can see these record groups in the Record Group page (PeopleTools,

Utilities, Use, Record Group).

• TableSet controls associate record groups with setIDs.  Each business unit has its own

tableSet control.  This is how you associate business units with setIDs—and thus with

valid values from setup tables.

This architecture enables you to choose whether to segregate data by business unit or share

data across business units.  The limitation, however, is that if you choose to segregate data,

you need to set up separate data for each of the tables in the record group.

TableSet Control Setup

When you create a new business unit, there is a Create BU button on the business unit page.

The system forces you to click this button to create the business unit.  When you click this

button, the system saves the business unit and creates its tableSet control.  The newly created

tableSet control associates all record groups with a default setID you specify.

If the business unit requires different setIDs for different record groups, you need to go to the

TableSet Control page (PeopleTools, Utilities, Use, TableSet Control) to change the setID for

record groups that don't use the default setID.
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Enter the business

unit name and

description.

Choose a default

setID.

Click the

Create BU button

System saves the

business unit

System establishes

tableSet control for the

business unit

(Optional)

Modify tableSet

control: change the

setID for specific

record groups

Manual Processes System Processes

The tableSet control

associates all record groups

with the default setID

TableSet control setup

TableSet Control Scenarios

TableSet controls are a powerful mechanism for filtering valid values, but not every

organization needs to use their more complex capabilities.  Consider the following scenarios

as you decide how your organization will use tableSet controls:

• You have only one business unit.

In this scenario, all of your setup data is valid for that business unit.  Therefore, you

only need one setID.  When you create the business unit, you specify this setID as the

default.  The system creates your tableSet control for you.

• Multiple business units use all the same setup data.

In this scenario, all of your setup data is valid for all business units.  Therefore, you

still only need one setID.  When you create your business units, you specify this setID

as the default for all of the business units, and the system creates your tableSet

controls for you.

• Multiple business units use separate sets of setup data.

In this scenario, you have one set of setup data for each business unit.  Therefore, you

need one setID per business unit.  As you create each business unit, the default setID

is the one that you created specifically for that business unit.  Once again, the system

creates your tableSet controls for you.

• Multiple business units use some shared setup data and some unique setup data.

This is the only scenario where you have to configure the tableSet control for the

business unit.  You need to do this because the business unit uses different setIDs for

different record groups, and therefore the default setID is not valid for all record
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groups.  You still specify a default setID when you create the business unit, but you

will have to override the default later.

Business units are normally specific to individual applications.  For example, you set up field

service business units and sales business units in separate components.  However, PeopleSoft

CRM Support and PeopleSoft CRM HelpDesk can share business units.  You set up all call

center business units in the Call Center Definition component.

SetIDs, on the other and, are always shared across applications.  For example, your call center

business units and all of your other PeopleSoft CRM business units have tableSet controls that

determine which products are valid for the business unit.  Therefore, when you establish

product setIDs, you need to consider not only how you want to display products in your call

center applications, but also in other PeopleSoft CRM applications.

TableSet Control Example

The following diagram illustrates the most complex tableSet control scenario: multiple

business units use some shared setup data and some unique setup data.

The business unit and setID names in this example do not conform to the recommendation that

all business unit and setID names be exactly five alphanumeric characters.  Your business unit

and setID names, however, should follow the recommendation.

The diagram represents the business units and setIDs established by an organization with three

call center business units, one for its U.S. based helpdesk operations, one for its U.S. support

operations, and one for its European support operations.

The organization has the following requirements for sharing setup data:

• There are two sets of case problem attributes (record group RC_03): one for the two

support business units, one for the helpdesk business unit.

• There is one set of case impact attributes (record group RC_04); the values are shared

by all three business units.

• There are two sets of communication channel attributes (record group RC_07): one set

for the U.S. based business units and one for the European business unit.

Note.  For performance reasons, PeopleSoft recommends that business unit names and setID

names be exactly five characters.  The names used in this illustration do not conform to that

recommendation.
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SetIDsRecord Groups Setup Tables

Delivered by PeopleSoft Your SetIDs

SetID

SHARE

Your Business Units

Business Units TableSet Control

Problem

Type

Case Type

Priority

Severity

Source

Contact

Method

RC_03

Case Problem

Attributes

RC_04

Case Impact

Attributes

RC_07

Communication

Channels

Setup Table Values

SetID

EUR

BU

Support EUR Rec Group SetID

RC_03 SUP

RC_04 SHARE

RC_07 EUR

Support EUR

BU

Support US Rec Group SetID

RC_03 SUP

RC_04 SHARE

RC_07 SHARE

Support US

BU

HelpDesk Rec Group SetID

RC_03 HD

RC_04 SHARE

RC_07 SHARE

HelpDesk

Category

SetID Value

SHARE Self-service

Telephone

Email

EUR Telephone

Email

Source

SetID Value

SHARE Low

Standard

High

Critical

Priority

SetID Value

HD Hardw are

Softw are

Telecom

Category

SetID Value

SUP Problem

Service Order

RMA

HD Problem

Change Req

Case Type

SetID

SUP

SetID

HD

Business units, setIDs, and tableSet controls

Notice the following details in the diagram:

• Values that are valid for more than one setID have to be set up more than once.

For example, both the helpdesk business unit and the support business units have a

case type of Problem.  The different business units cannot share this value because

they are associated with different setIDs.  Therefore Problem was set up twice in the

Case Type table—once under the HD setID and once under the SUP setID.

Case Type setup is simple, consisting of just a setID, a unique identifier, and

descriptive information.  But for more complex setup tables (for example, the product

table), duplicate data can be difficult to maintain.  The more complex your setup

tables, the more you have to gain by sharing values across business units.

• The Case Type table is part of the record group for case problem attributes (RC_03).

Therefore the values for all tables in the RC_03 record group are split into helpdesk

values (associated with the setID HD) and support values (associated with the setID

SUP).

In this particular record group, all of the tables except the case type table happen to be

specific to either helpdesk cases or support cases.  For example, the organization will

not have to set up SUP values for the Category field because support cases don't use

that field.

• The diagram illustrates two different ways of handling setIDs for when values are

shared by some, but not all, of your business units:
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� You can have setIDs that correspond to the specific groups of values.  This is

illustrated in the setup for the record group for case problem attributes

(RC_03): there is one setID for the support business unit and another setID for

the helpdesk business unit.

� You can use a general-purpose setID such as SHARE for shared values and

use other setIDs on an exception basis.  This is illustrated in the setup for the

communication channels record group (RC_07).

Call Center Record Groups

Call center applications use some common PeopleSoft CRM record groups and some call

center-specific record groups. This section highlights some record groups of particular interest

to call centers. In order to get a complete understanding of PeopleSoft CRM record groups,

you can query the record group table.

Among the shared record groups, the RB_01 record group merits particular attention from

users of PeopleSoft CRM Support.  This record group includes records that relate to customer

data.  In order to access sales leads (in PeopleSoft CRM Sales) or service orders (in

PeopleSoft CRM FieldService) from cases, the case business unit must prompt against the

same set of customers as the field service or sales business unit.  This means that the tableSet

controls for the call center business unit, the field service business unit, and the sales business

unit must all use the same setID for the RB_01 record group.

Sales

business unit

Field service

business unit

Call center

business unit

Customer

setID

Different business units use the same customer setID

There are several other record groups common to all PeopleSoft CRM applications, including

record groups for products, customers, agreements, and provider groups.

The following table describes some of the call center-specific record groups in the database.

Note.  Views, work records, and related language tables are not included in this list, but they

are included in the record groups.

Record

Group

Description Tables Included

RC_02 Case Relationships RC_RELATION_TBL (Case Relationship Type Def)
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Record

Group

Description Tables Included

RC_03 Case Problem

Attributes

RC_CASETYPE_TBL (Case Type table)

RC_PROBLEM_TYPE (Case Problem Type—support

only)

RC_CATEGORY_TBL (Case Category Definition—

helpdesk only)

RC_TYPE_TBL (Specialty Type Set Up—helpdesk only)

RC_DETAIL_TBL (Case Detail Set Up—helpdesk only)

RC_04 Case Impact Attributes RC_PRIORITY_TBL (Case Priority Definition)

RC_SEVERITY_TBL (Case Severity Definition)

RC_06 Case Status Attributes RC_RSN_INT_TBL (Reason Code Definition)

RC_STATUS_TBL (Set Up Case Status)

RC_07 Case Communication

Channels

RC_CNTCT_METHOD (Contact Method)

RC_NOTETYPE_TBL (Case Note Type)

RC_SOURCE_TBL (Case Source)

RC_08 Case Solutions RC_SOLUTION (Solution)

RC_SOLN_PRODUCT (Solution/Product Link table)

RC_SOLN_ATTACH (Solution Attachments)

RC_09 Workflow/Automation RC_BSCRIPT_DEFN (Branch Script Definition Table)

RC_ES_ACTN (Case History Event Sets)

RC_ES_BP (Business Project Event Sets)

RC_ES_CREL (Case Relationship Event Sets)

RC_ES_ENBL (Entitlement Balances Event Sets)

RC_ES_SLA (Service Level Agreement  Event Sets)

RC_ES_UPSL (Upsell Opportunity Event Sets)

RC_ES_WF (General Workflow Event Sets)

RC_EVENTSET_ITM (Event Set Items)

RC_EVENT_SET (Event Set Definition)

RC_KEYWORD_TBL (Keywords for branch script)

The pages where you set up values for the case attribute tables in record groups RC_02

through RC_07 are documented in the Setting Up Call Center Attributes chapter.



P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K J U N E  2 0 0 1

3 - 8      D E F I N I N G  C A L L  C E N T E R  B U S I N E S S  U N I T S P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L

The pages where you set up data for the solution tables in record group RC_08 are

documented in the Managing Solutions chapter in the PeopleSoft CRM Application

Fundamentals PeopleBook.

The pages where you set up data for the workflow/automations tables in record group RC_09

are documented in the Setting Up Component Event Processing chapter.

Understanding Call Center Verticals

In order to establish a valid call center business unit, you must set up not only the business

unit, but also one or more call center verticals for the business unit—one call center vertical

for each case component that your organization uses.

You establish your call center verticals on the Case Defaults page.  You also use this page to

establish event processing and default case attributes for each call center vertical.

Understanding Call Center Components

PeopleSoft CRM Support and PeopleSoft CRM HelpDesk each have three different case

components:

• The standard agent-facing component.

• The self-service component used to report new problems.

• The self-service component used to view existing cases.

When you create a business unit, you must set up a call center vertical for at least one of the

standard agent-facing components.  If your organization is deploying self-service transactions,

then you additionally set up call center verticals for the corresponding self-service

components.

If you implement PeopleSoft CRM Support and PeopleSoft CRM HelpDesk in the same

database, you have the option of sharing business units between the two applications.  This

means that there can be up to six different components—and therefore six different call center

verticals—governed by a single business unit.

The following table identifies the six components:

Component Description

RC_CASE_SW The support case component used by agents.

RC_CASE_SW_SS The component is the support case component presented to self-service

users to review existing problems.

RC_CASE_SW_SS_RPT The support case component presented to self-service users to report

new problems.

RC_CASE_HD The helpdesk case component used by agents.
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Component Description

RC_CASE_HD_SS The helpdesk case component presented to self-service users to review

existing problems.

RC_CASE_HD_SS_RPT The helpdesk case component presented to self-service users to report

new problems.

Understanding Event Processing Rules

Event processing is a type of workflow specific to call center cases.  You use it to define sets

of case-specific events and the actions they trigger.  By associating a call center vertical with

an event set, you activate the event processing in that event set.

For example, consider an event set that adds information to the case history whenever certain

field values are changed.  In order to start capturing that case history, you must associate this

event set with a specific component in a specific business unit.

You could use the same event set for all of the case components supported by the business

unit.  Or, if you want to capture different levels of detail when an agent makes a change versus

when a self-service user makes a change, you might set up different event sets for the different

case components.

For more information about setting up event sets, see the Setting Up Component Event

Processing chapter.

Setting Up Call Center Defaults

PeopleSoft enables you to set up separate case defaults for separate call center verticals.  The

flexibility inherent in this structure is very powerful.  For example, you can automatically set

the Source field to self-service for cases created through self-service, and you can set up a

different default case status for cases that are reported through self-service than for cases that

are created by call center agents.

Note.  Although most defaults are optional, the New Case Status default is required for the

component used to report new self-service cases.  Without a default value, the system cannot

save the case: Case Status is a required field for a case, but a person reporting a case through

self-service cannot set the case status.

The Case Defaults page is in the same component as the Call Center BU (call center business

unit) page.  If you haven't already set up your default case attributes and event sets at the time

you create the business unit, you won't be able to complete the Case Defaults page at that

time.  Instead, you will need to return to the Case Defaults page after you finish setting up

your default values.
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If you plan to use multiple setIDs with a business unit (for example, you use one setID for the

case problem attributes and another for the case impact attributes), you also need to configure

the business unit's tableSet control between the time you create the business unit and the time

you define the case defaults.  This is because the Case Defaults page follows the same

prompting rules as all business unit-controlled pages: valid values are filtered based on the

business unit and its tableSet control configuration.

For more information about setIDs and tableSet controls, see Using Business Units and

TableSet Controls in this chapter.

Defining Call Center Business Units

Use the Call Center Definition component to create your call center business unit and to define

business rules (including event processing rules) for that business unit.

Call Center BU Page

Usage Use the Call Center BU (call center business unit) page to establish your call

center business units and their business rules.  You can set up the following

rules:

• Default business units for other PeopleSoft applications with which you

integrate.

• Rules to control reopening of closed and canceled cases.

• Permission to create return materials authorizations (RMAs).

• Permission to use independent text solutions in addition to predefined

solutions.

Object Name BUS_UNIT_RC1

Navigation Define Business Rules, Establish Business Units, Use, Call Center

Definition

Prerequisites Before you can specify default business units for PeopleSoft CRM

FieldService, PeopleSoft Inventory, or PeopleSoft CRM Sales, you need to set

up those business units.

Access

Requirements

Enter a business unit.

Note.  For best performance, we recommend that your business unit IDs be

exactly five alphanumeric characters.
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Call Center BU page

Establishing the Business Unit

Business Unit The identifier for the business unit.  To maximize system

performance, always use exactly five characters for your

business unit identifier.

Description A long description of the business unit.  When you add a

business unit, you can enter a long description using up to

30 alphanumeric characters.

Short Description A short description of the business unit.  When you define

a new call center business unit, you can enter a short

description using up to 10 alphanumeric characters.  This

is the description that you will see in the Case page and

other places where the business unit is shown.

Default SetID When you create a business unit, the system sets up a

tableSet control record for the business unit.  In the

tableSet control record, each of the delivered record

groups is associated with the setID you specify here.

 You can prompt against existing setIDs, or, if you haven't

yet created the setID you want to use, you can enter a new

setID in this field.  The system will create the setID for

you when you create the business unit.  To maximize

system performance, always use exactly five characters

for your setIDs.

 The Default SetID field appears only when you open the

Call Center BU page in Add mode.  Once you create the

business unit, the system sets up your default tableSet

control information and you must go to the TableSet

Control page to change the default.
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For more information about setIDs, record groups, and

tableSet sharing, see Using Business Units and TableSet

Controls in this chapter.

Create BU (create business

unit)

Click this button to establish the tableSet controls for the

call center business unit based on the default setID you

specify.

 The Create BU button appears only when you open the

Call Center BU page in Add mode.

 Most of the fields on this page are unavailable until you

click the Create BU button to create the business unit.

Status Indicates whether the call center represented by the

business unit is Open (active) or Closed (inactive).  No

transactions can be processed for a closed business unit.

Specifying Related Business Units

These fields are not available for entry until you click the Create BU button.

Use these fields to specify default business units to use when creating a certain types of

objects from the Related Objects page in a call center case.  These fields are only relevant if

you integrate with the specified product.  Agents can always override defaults that you

establish here.

Field Service Unit The default PeopleSoft CRM FieldService business unit to

use when creating a service order from a call center case.

Return To IBU (return to

inventory business unit)

The default PeopleSoft Inventory business unit to use

when creating a return materials authorization (RMA)

from a call center case.

 This field is only relevant if you select the RMA Creation

check box.

Business Unit SFA The default PeopleSoft CRM Sales business unit to use

when creating a sales lead from the Related Objects page

in a call center case.

Selecting Allowed Options

These fields are not available for entry until you click the Create BU button.

Canceled to Open Case

Status

Select this check box to permit users to reopen cases that

have been canceled.

Closed to Open Case Status Select this check box to permit users to reopen cases that

have been closed.
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RMA Creation (return

material authorization

creation)

Select this check box to permit users to create RMAs.

This field is only relevant if you integrate with PeopleSoft

Inventory for RMA handling.

Independent Text Solution Select this check box to permit users to resolve cases

using independent text solutions.  If you leave this check

box clear, users will only be able to resolve cases using

predefined solutions.

Case Defaults Page

Usage Use the Case Defaults page to identify default case attributes and workflow

processes for cases.  Set up separate sets of defaults for cases accessed through

the standard Support or HelpDesk case components and cases accessed through

the self-service versions of those components.

If you implement PeopleSoft CRM Support and PeopleSoft CRM HelpDesk in

the same database, you have the option of sharing business units between the

two applications.  When you configure a shared business unit, you set up your

support and help desk defaults in separate rows.  This enables you to have

different defaults for the different applications.

Object Name BUS_UNIT_RC_DEF

Navigation Define Business Rules, Establish Business Units, Use, Call Center

Definition

Prerequisites You must create the business unit by clicking the Create BU button on the Call

Center BU page.

To set default case attributes and event sets for this business unit, you must set

up the values that you want to use as the defaults.

For more information about setting up case attributes, see the Setting Up Call

Center Attributes chapter.  For more information about setting up event sets,

see the Setting Up Component Event Processing chapter.

Access

Requirements

Enter a business unit.
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Case Defaults page (1 of 2)

Case Defaults page (2 of 2)

Identifying the Call Center Vertical

The Case Defaults page consists of a scroll area that you use to set up defaults for call center

verticals.  You can create up to six different sets of defaults for the six different case

components. There is no master set of defaults; you set up defaults for each of the components

separately.

Call Center Vertical Each of the six case components corresponds to a single

call center vertical.  You must set up at least one vertical

in order to activate the business unit.  At a minimum, set

up a vertical for the agent-facing case component for

either PeopleSoft CRM Support or PeopleSoft CRM

HelpDesk.  If you are deploying self-service access to

cases, you must also set up verticals for the appropriate

self-service components.

For more information about call center verticals and the

corresponding components, see Understanding Call Center

Verticals in this chapter.
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Setting Case Attribute Defaults

You can enter default case attributes for each call center component.  If you do not want a

field to have a default value, leave the field blank.

Not all of the available defaults are appropriate to all call center verticals.  The following table

explains which components use which defaults. Gray shading indicates invalid combinations;

an x marks each valid combination.
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New Case Status x *R x x *R x

Resolved Case Status x x x x x x

Case Type x x

Case Priority x x

Case Severity x x

Source x x x x x x

Problem Type x

Category x

Specialty Type x

Detail x

Provider Group ID x x x x

Note Type x x x x

*R = Required

Default attributes for call center verticals

Note that there are two possible defaults for the Case Status field.  The New Case Status is

the status that is set when a user opens a new case or reopens a case by changing a successful

resolution to a failed resolution (by clicking the Resolution Failed button on the Case page.)

The Resolved Case Status is the status that is set when a user resolves a case.  Users in the

Support and HelpDesk components resolve cases by setting solution status to Successful

Resolution.  Users in the self-service versions of these components resolve cases by answering

Yes when asked whether a particular solution resolved their problem.

For more information about specific case attributes, see the Setting Up Call Center

Attributes chapter.

Establishing Component Event Processing

There are seven types of event sets that govern case workflow processing.  Specify the event

set that manages each type of workflow.

Not all types of event processing are appropriate to all call center verticals.  The following

table explains which components use which types of event sets.  Gray shading indicates

invalid combinations; an x marks each valid combination.
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General Workflow x x x x x x

Entitlement Workflow x

Case History x x x x x x

Manage Upsell Opportunities x

Manage Case Relationships x x

Manage Entitlement Balances x x x

Initiate Business Project x x x x x x

Field options for component event handlers

For more information about event sets, see the Setting Up Component Event Processing

chapter.

Tracking Modifications

Created The date and time the business unit was created and the

User ID of the person who created it.

Last Modified The date and time the business unit settings were last

updated and the User ID of the person who updated them.
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Setting Up Call Center Attributes

It's important that you be able to describe and classify call center objects—especially cases—

according to many criteria.  Proper classification ensures that each case receives the proper

handling and also facilitates robust reporting and analysis.

This chapter describes the pages where you set up valid attributes for cases and case-related

objects such as Material Returns (RMAs).

Except for quick codes, which are associated with business units, all of the attributes described

in this chapter are associated with setIDs.  This enables you to set up different sets of values to

be used by different call center business units.

For more information about business units, setIDs, and tableSet sharing, see Using Business

Units and TableSet Controls in the "Defining Call Center Business Units" chapter.

Common Fields in the Attribute Pages

The following fields are common to many of the attribute pages:

SetID Each call center in your organization is defined as a

business unit; each business unit is associated with a setID

that determines which values are available for the call

center.

 If you're setting up one set of values to be used by all your

call centers, use the same SetID for all values.

 If you're setting up different sets of values for different

call centers, enter the appropriate SetID for each value you

create.

 This field is enterable when you create a new row of data,

but after you save the data, the field is no longer available

for entry.

[Attribute] A unique identifier for the value.  The name of this field

depends on the specific attribute page.  For example, in

the Case Status page, this field is labeled Case Status.
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 This field is enterable when you create a new row of data,

but after you save the data, the field is no longer available

for entry.

Short Name A short name that describes the value. Users who select

case attributes in the Case page will see the short names of

the valid values.  Although you can enter up to twenty

characters, be aware that names longer than fifteen

characters may be truncated in the drop-down list boxes

on the Case page.

Long Description A long name, up to fifty characters, that describes the

value.

Setting Up Attributes for All Cases

Case attribute fields classify cases according to various criteria.  There are no hierarchical

relationships among the fields.  That is, when you're in the Case page, the system never

restricts your choice in one field based on the value you enter in another field.

If you prefer to use the fields to represent concepts other than those described here, you can do

so; simply establish valid values that are appropriate to the intended use.

This section describes the pages where you set up valid values for case attributes that apply to

Both PeopleSoft CRM Support and PeopleSoft CRM HelpDesk.  Note that two of the

attributes actually describe objects within cases rather than the case itself: note type values

describe case notes, reason interested values describe interested parties.

Case Status Page

Usage Use the Case Status page to set up valid case statuses. All case status values are

associated with a status category—open, closed, or canceled—that forms the

basis for certain case processing.

Object Name RC_STATUS

Navigation Define Business Rules, Structure Call Center, Use, Case Status

Access

Requirements

None
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Case Status page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Case status values drive many of your call center metrics.  Because the actual values vary by

implementation, certain hard-coded status processing is based on the Category field rather

than the actual case status.

All statuses fall into one of the following categories:

• Open statuses indicate that the case needs to be resolved.

• Closed statuses indicate that the case is resolved and no further work is necessary.

• Canceled statuses indicate that that case is not resolved, but there is no longer any

need to resolve the case.

For more information about processing based on case status, see Closing Cases in the

"Managing Cases" chapter.

Some of the event processing objects that PeopleSoft provides reference delivered case

statuses.  If you use this event processing, you must either use the delivered statuses or change

the event processing rules to reference other statuses that your organization creates.

For more information about delivered statuses, see Delivered Attributes in this chapter.  For

more information about delivered event processing rules, see the Delivered Data for Call

Centers chapter.

Case Type Page

Usage Use the Case Type page to set up valid case types. The case type is typically the

broadest case classification, describing in general terms the reason why a

person called for support.
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Object Name RC_CASE_TYPE

Navigation Define Business Rules, Structure Call Center, Use, Case Type

Access

Requirements

None

Case Type page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Priority Page

Usage Use the Priority page to set up valid case priorities. The priority typically

classifies the case according to its impact on the caller's ability to continue

operations.  A problem that stops mission-critical activities is considered a

higher priority than a problem that has a workaround or that just inconveniences

someone.

Object Name RC_PRIORITY

Navigation Define Business Rules, Structure Call Center, Use, Priority

Access

Requirements

None
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Priority page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

All priority values are associated with a priority Category—High, Medium, or Low.  The

association between a priority and a priority category enables the High Priority Problem

Reports chart in the Manager's Dashboard to identify high priority cases.

Severity Page

Usage Use the Severity page to set up valid case severity values. The severity typically

classifies the case according to its reproducibility.

Object Name RC_SEVERITY

Navigation Define Business Rules, Structure Call Center, Use, Severity

Access

Requirements

None

Severity page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.
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Source Page

Usage Use the Source page to set up valid methods people can use to report cases.  For

example, you can track cases that are created through self-service or cases that

are initially created by your CTI (computer/telephony integration) system.

Object Name RC_SOURCE

Navigation Define Business Rules, Structure Call Center, Use, Source

Access

Requirements

None

Source page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Contact Method Page

Usage Use the Contact Method page to set up valid methods for making contact with a

case's contact person.  For example, you can use the contact method to record

whether to contact a caller by email or by telephone.

Object Name RC_CONTACT_METHOD

Navigation Define Business Rules, Structure Call Center, Use, Contact Method

Access

Requirements

None

Contact Method page
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For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Note Type Page

Usage Use the Note Type page to set up descriptive categories that can be applied to

case notes in the Notes and Attachments page.

Object Name RC_NOTETYPE

Navigation Define Business Rules, Structure Call Center, Use, Note Type

Access

Requirements

None

Note Type page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Reason Interested Page

Usage Use the Reason Interested page to set up values that describe why a person has

been associated with a case as an interested party.

Object Name RC_REASON_INTEREST

Navigation Define Business Rules, Structure Call Center, Use, Reason Interested

Access

Requirements

None

Reason Interested page
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For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Setting Up Attributes for HelpDesk Cases

This section describes attributes that apply only to PeopleSoft CRM HelpDesk; it is not

applicable to PeopleSoft CRM Support.

Note that one of the attributes is actually a combination of attributes.  Quick codes are data

entry shortcuts that reference other information.  Each code is associated with multiple case

attributes.  When you enter the quick code, the system automatically enters all the related data.

The quick code itself does not get saved to the case.

Quick codes are associated with call center business units.  When you set up the quick code,

you can only enter case attributes that are valid for that business unit.

Unlike most case attributes, quick codes are likely to change over time and are therefore

effective dated.

Category Page

Usage Use the Category page to set up valid categories. The category typically

classifies the case according to the type of problem the caller is having.

Object Name RC_CATEGORY

Navigation Define Business Rules, Structure Call Center, Use, Category

Access

Requirements

None

Category page

You cannot delete values that are referenced in a current quick code.

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.
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Specialty Type Page

Usage Use the Specialty Type page to set up valid problem types.  The specialty type

provides an additional level of classification within a category.

Object Name RC_TYPE

Navigation Define Business Rules, Structure Call Center, Use, Specialty Type

Access

Requirements

None

Specialty Type page

You cannot delete values that are referenced in a current quick code.

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Detail Page

Usage Use the Detail page to set up valid problem detail values. The detail is the most

granular level of classification for helpdesk cases.

Object Name RC_DETAIL

Navigation Define Business Rules, Structure Call Center, Use, Detail

Access

Requirements

None
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Detail page

You cannot delete values that are referenced in a current quick code.

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Quick Code Page

Usage Use the Quick Code page to establish shortcuts that an agent can use to

automatically enter data in various fields on the Case page.

Object Name RC_QUICK_CODE

Navigation Define Business Rules, Structure Call Center, Use, Quick Code

Prerequisites Before you can establish a quick code, you must establish all the values that

will be referenced by the quick code, including a category, a specialty type, and

a detail.  Other values that you can reference through a quick code include the

case priority, a solution, a provider group, and an agent.

Access

Requirements

Enter a business unit and a quick code.

Quick Code page
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General Attributes

Quick Code A unique code that agents can use to automatically

populate multiple fields in the Case page.

Business Unit Enter the business unit of the call center that will use this

quick code.

Effective Date The effective date of the quick code.

Status as of Effect Date The status of the quick code.  Valid values are Active and

Inactive.

Description A short text description of the code, up to twenty

characters long.

Problem Information

When an agent enters a quick code into a case, the system automatically populates the

problem information fields on the case page based on the values you enter here.

Category The category is a broad level of classification typically

describing a general problem area.

Specialty Type The specialty type provides an additional level of

classification within a category.

Detail The detail is the lowest level of classification for cases.

Related Settings

These fields are optional.  When an agent enters a quick code into a case, the system

automatically populates the corresponding fields if you've associated a value with the quick

code.

Case Priority The priority typically classifies the case according to its

impact on the caller's ability to continue operations.  A

problem that stops mission-critical activities is considered

a higher priority than a problem that has a workaround or

that just inconveniences someone.

Solution ID The solution that is expected to solve the problem.  If an

agent uses a quick code that has an associated solution, the

solution is added to the case with the status Under

Consideration.

Provider Group ID A provider group to which the case is to be assigned.

Assigned To An agent to whom the case is to be assigned.  If you've

specified a provider group, you can select only agents who

are part of that group.
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Setting Up Attributes for Support Cases

This section describes attributes that apply only to PeopleSoft CRM Support; it is not

applicable to PeopleSoft CRM HelpDesk.

Problem Type Page

Usage Use the Problem page to set up valid problem types. The problem type typically

classifies the case according to the type of problem the caller is having.

Object Name RC_PROBLEM_TYPE

Navigation Define Business Rules, Structure Call Center, Use, Problem Type

Access

Requirements

None

Problem Type page

For more information and complete details about the fields on this page, see Common Fields

in the Case Attribute Pages.

Setting Up Problem Codes for Material Returns

This topic is specific to PeopleSoft CRM Support; it is not applicable to PeopleSoft CRM

HelpDesk.

You establish problem codes to identify why a customer is returning stock on return material

authorizations (RMAs) created in PeopleSoft CRM Support.  If your PeopleSoft CRM

Support system is integrated with PeopleSoft Inventory, the problem codes you select on

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

reason codes in PeopleSoft Inventory must be defined with a reason type of Return Material

Authorization.  When the RMA is staged in PeopleSoft Inventory, the problem code is used as

the reason code.  If the reason code on the RMA form does not exist in PeopleSoft Inventory,

an error is logged when the RMA EIP application message is processed.
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For more information about creating RMAs in PeopleSoft CRM Support, see Managing

Material Returns. For more information about defining RMA reason code definition in

PeopleSoft Inventory, see the PeopleSoft Application Fundamentals for FSCM PeopleBook.

For more information about considerations and recommendations for implementations of

PeopleSoft FieldService that include PeopleSoft Purchasing and PeopleSoft Inventory, see

Integrating With PeopleSoft Applications in Peoplesoft CRM FieldService PeopleBook.

Problem Codes Page

Usage Use the Problem Codes page to establish the codes used to identify reasons for

material returns on the return material authorization (RMA) form in PeopleSoft

CRM Support.

For more information about RMA processing, see Managing Material

Returns.

Object Name RF_PROBLEM_CD

Navigation Define Business Rules, Define General Options, Use E - Q, Problem Codes

Access

Requirements

Enter a setID.

Problem Codes page

The system displays the SetID that you selected to access the page.

Problem Codes

The Problem Codes grid lists the problem codes that have been established for the setID.

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

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

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

be defined with a reason type of Return Material Authorization. For more information about

reason code definition, see the Peoplesoft Applications Fundamentals for FSCM PeopleBook.



P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K J U N E  2 0 0 1

4 - 1 4      S E T T I N G  U P C A L L  C E N T E R  A T T R I B U T E S P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L

Problem Code Displays the code used to indicate the return reason.

When defining a new problem code, you can enter a code

using up to 10 alphanumeric characters.

Description Displays the long description associated with the problem

code.  When defining a new problem code, you can enter a

long description using up to 30 alphanumeric characters.

Short Description Displays the short description associated with the problem

code.  When defining a new problem code, you can enter a

short description using up to 10 alphanumeric characters.

If you do not enter a short description, the system

populates this field with the first 10 characters of the long

description.

Setting Up Case Relationship Types

Cases can be related to each other for all kinds of reasons.  For example:

• Your web site is down because of a problem with the web server. Many people are

reporting problems.  You only need to fix the problem once—this will resolve

everyone's problem.  So you create a global case for the problematic web server, and

you create child cases (sometimes called tickets) for each person who reports the

problem.  You need to maintain a parent-child relationship between the global case

and all the tickets.  Based on this relationship, you can automatically close all the

child tickets once the global case is closed.

• A software bug is causing problems.  Once again, many people are reporting the

problem, but this time each of them will have to individually apply the software patch

that fixes the problem.  So you create a common case where you track the problem,

and you create child cases for each person who reports the problem.  Based on this

relationship, you can track the impact of the problem across your organization.  This

"common case" parent-child relationship is inherently different from the web server

global case because you do not want to close the child cases when the common case is

closed.

• Two people have reported problems with their desktop computers.  The problems

sound similar, and each assigned agent wants to monitor activity on the other case.

The cases are functionally related, but they do not have a hierarchical relationship.

There are also duplicate cases, cause-and-effect cases, and any other kind of case relationship

you can imagine.

You establish valid case relationship types in the Relationship Type page.  Each relationship is

marked as hierarchical or equivalent (non-hierarchical).  Each case in a relationship has a

relationship label.  If the relationship is hierarchical, there are separate labels for the parent

case and the child case. If the relationship is equivalent, there is only one valid label.
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For more information about relating cases, see Working with Related Cases in the "Working

Cases" chapter.  For more information about setting up the system to automatically change

case statuses for specific relationship types, see the Setting Up Component Event Processing

chapter.

Some of the event processing objects that PeopleSoft provides reference delivered relationship

types.  If you use this event processing, you must either use the delivered relationship types or

change the event processing rules to reference other relationship types that your organization

creates.

For more information about delivered statuses, see Delivered Attributes in this chapter.  For

more information about delivered event processing rules, see the Delivered Data for Call

Centers chapter.

Relationship Type Page

Usage Use the Relationship Type page to define the different ways you can relate

cases and to create relationship labels that will appear on the Related Cases

page.

Object Name RC_RELATION_TYPE

Navigation Define Business Rules, Structure Call Center, Use, Relationship Type

Access

Requirements

Enter a setID and a relationship type.

Relationship Type page

General Relationship Information

Relationship Type The unique identifier for the relationship.
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SetID The setID associated with the business unit that will use

this relationship type.

Short Name A short text description of the relationship type.  This

value appears in the Type (relationship type) field in the

Related Cases page.

Long Description A longer text description of the relationship type.

Relationship Type and Relationship Labels

Hierarchical Select this check box if the relationship is hierarchical (a

parent-child relationship).  Clear this check box if the

relationship is not hierarchical.  Non-hierarchical

relationships are also called equivalent relationships.

Parent Label, Child Label If this is a hierarchical relationship, these fields control

how the relationship is described on the Related Cases

page.  If you look at the child case, the Relationship field

displays the Child Label; if you look at the parent case,

the Relationship field displays the Parent Label.

 These fields are only enterable if the Hierarchical check

box is selected.

Equivalent Label If this is not a hierarchical relationship, this field controls

how the relationship is described on the Related Cases

page.  If you look at either one of the related cases, the

Relationship field displays the Equivalent Label.

 This field is only enterable if the Hierarchical check box

is clear.

For example, you could create a Global relationship type with a Parent Label of Global Case

and a Child Label of Ticket.  When you open the Related Cases page for the child case, the

parent case appears in the Existing Related Cases grid.  In that grid, the value in the

Relationship column is Ticket and the value in the Type column is Global.  When you open

the Related Cases page for the parent case, the Type field is still Global, but the Relationship

field is now Global Case.

For more information and a picture of the Related Cases page, see Working with Related

Cases in the "Working Cases" chapter.

Last Modified Information

Last Modified The date and time the relationship type was last updated

and the user ID of the person who updated it.



J U N E  2 0 0 1 P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K

P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L S E T T I N G  U P C A L L  C E N T E R  A T T R I B U T E S      4 - 1 7

Delivered Attributes

This section provides information about the case statuses and relationship types that

PeopleSoft delivers.  These values are used in the delivered event processing objects.  For

example, PeopleSoft delivers event processing rules to send notifications to owners of related

cases when a case status changes.

If you use the delivered event processing, you must either use the delivered values or change

the event processing rules to reference other values that your organization creates.

For more information about the event processing rules that PeopleSoft delivers, see the

Delivered Data for Call Centers chapter.

Case Statuses

The following table lists the case statuses that PeopleSoft delivers.

Category Status Short Description Long Description

Canceled CANC Canceled Canceled

Closed DUP Closed - Duplicate Closed - Duplicate

Closed FAIL Closed - Failure Closed - Failure

Closed RESOL Closed - Resolved Closed - Resolved

Open CHGR

Q

Open - Chg Request Open - Change Request

Open CUST Open - Pending User Open - Pending User

Open ENG Open - Pending Eng Open - Pending Engineering

Action

Open OPEN Open - New Open - New Case

Open RMA Open - RMA Open - RMA

Open ROPEN Re - Opened Re - Opened

Open RSRCH Open - Researching Open - Researching

Open SRVOD Open - Serv Order Open - Serv Order

Relationship Types

The following table lists the relationship types that PeopleSoft delivers.

SetID Type Hierarchical? Short Name Labels

SHARE COMMO Yes Common Parent, Child
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SetID Type Hierarchical? Short Name Labels

SHARE EQUAL No Equivalent (none)

SHARE GLOBE Yes Global Parent, Child
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Setting Up Component Event

Processing

Component event processing is a type of workflow specific to call center cases.  You use it to

define sets of case-specific events and the actions they trigger.  You can then associate the

event sets with a call center business unit to activate the event processing for that business

unit.  This causes the system to evaluate the events in the event set each time a case is saved

and to trigger the appropriate actions.

PeopleSoft delivers event processing to handle certain types of notifications and actions.  You

can use the delivered event processing, modify it, or create your own.  The event processing is

not effective until you associate the delivered processing rules with your business units.

For more information about delivered event processing, see the Delivered Data for Call

Centers chapter.

This chapter includes the following sections:

• "Event Processing and PeopleSoft CRM Workflow" provides a brief summary of how

component event processing extends the standard PeopleSoft CRM workflow

functionality.

• "Understanding Event Processing Actions" describes the seven built-in actions you

can trigger using component event processing.  This section also provides detailed

information about how two of these actions integrate with PeopleSoft CRM workflow

functionality.

• "Event Processing and Workflow Actions" explains the integration between event

processing and the PeopleSoft CRM Workflow objects call workflow actions.

• "Event Processing Architecture" explains the mechanics of setting up event

processing.

• "Setting up Event Models" and "Setting Up Event Sets" document the two

components where you set up event processing.

• "Troubleshooting Event Processing" explains how to create event processing log files.
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Event Processing and PeopleSoft CRM Workflow

Component event processing extends the standard PeopleSoft CRM workflow functionality in

two important ways.

• Using component event processing, you can define events in a PIA page.

PeopleSoft CRM workflow actions, which are available to all PeopleSoft CRM

components, use PeopleCode to evaluate the conditions associated with an event.

This requires a PeopleCode developer to create the code.  It also means that the event

definition is visible only through Application Designer.

Setting up component event processing is still a somewhat technical process, requiring

familiarity with the data structures underlying the case component, but it does not

require PeopleCode skills.

• Component event processing uses built-in actions to perform common case-specific

processes.

Because PeopleSoft CRM workflow is generic, there are no built-in actions that you

can trigger; you must define actions other than notifications programmatically (for

example, by writing an Application Engine program).  Component event processing

includes seven built-in actions.  Five of those actions are self-contained; the two

others, service level agreement workflow and general workflow, integrate with

PeopleSoft CRM workflow actions to trigger notifications and processes.

For more information about PeopleSoft CRM workflow, see Defining Workflow in the

PeopleSoft CRM Application Fundamentals PeopleBook.

Event Processing Actions

The seven built-in actions fall into two groups.  There are five built-in actions that stand alone

and two built-in actions that integrate with PeopleSoft CRM workflow actions.

The five stand-alone actions are:

• Business project tracking

• Case history

• Case relationship

• Entitlement balances

• Upsell opportunities

The two actions that integrate with PeopleSoft CRM workflow actions are:
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• General workflow

• Service level agreement workflow

Understanding Stand-Alone Actions

This section describes the five stand-alone actions that you can trigger through component

event processing.  These actions do not send notifications.  Except for the Case History action,

the actions are not automatically captured in the case history.  You can, however, set up

additional component event processing if you want to create notifications or case history data

based on these actions.

Each action has specific processing rules.  That is, when you define an event set, you set up

event handlers for each event.  The event handlers provide information specific to the

particular action.

Business Project Tracking

This action initiates a business project that you specify.  It makes sense to use this action if

you've defined case attributes (for example, case types) that are specific to certain business

projects.  That way you can set up an event that evaluates the attribute in order to trigger the

action.

When you configure a business project tracking action, you specify the name of the business

project to initiate.

Only one business project associated with a case. If more than one business project tracking

action is triggered, the system only initiates the first business project.

For more information about business projects, see Defining Business Projects.

Case History

This action creates a row of case history data with details about the event that occurred.  Case

history data is visible on the Case History page.  For example, if the event is a change to the

case priority, the Case History page will display information about the priority change.  There

are any number of events that might reasonably trigger this event.

When you configure a case history action, you specify the page to which the user is transferred

after clicking the Details button for a particular row of case history.  You also specify the

visibility of the case history row that gets created.  The visibility determines whether the event

is visible to self-service users as well as to agents.

For more information about case history, see Tracking Case History in the "Working Cases"

chapter.
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Case Relationship

This action updates certain information in a child case based on changes to the parent case.

For example, if you close a global case, you can close all of the global case's children and add

the global case's successful resolution to all of the children.

 The case relationship action does the following things:

• Cascades the status of a parent case to its child cases.  The child case status is not

updated under the following conditions:

� The child case is related to a service order that is not canceled, complete, or

closed.

� The child case status was already out of sync with the parent case status.  That is,

the child case status does not match the "from" status of the parent case.

• Updates the child case resolution information.

� If the parent case has been closed, this action copies the successful resolution

from the parent case to the children.

� If the parent case has been opened, this action changes the children's successful

resolutions to failed resolutions.

The action is only triggered by changes to parent cases.  You typically associate this action

with events that evaluate the case's status.

When you configure a case relationship action, you specify the relationship type.  Different

case relationship workflow rules may be the main differentiating factor between two types of

relationships.

Note.  Changes that cascade to child cases do not cascade to any children of the child case.

For example, if case A is the parent of case B, and case B is the parent of case C, then a

change to case A will cascade to case B, but not to case C.

For more information about case relationships, see Setting Up Case Relationship Types in

the "Setting Up Call Center Attributes" chapter.

Entitlement Balances

Agreement lines can use a Prepaid pricing option to cover a specified number of prepaid

support calls.  Such agreement lines store a remaining quantity: the number of cases still

available to the customer under that pricing arrangement.  As the customer reports cases, you

need to update that quantity.  To do this, you use the entitlement balance event processing

action.

You typically associate this event with the creation or cancellation of a case.  For example,

you can decrement the entitlement balance each time the customer reports a new case, and you

can increment the number if you cancel a case.
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When you configure an entitlement balance action, you specify whether the event increments

or decrements the customer's entitlement balance.

For more information about entitlement balances, see Setting Up and Managing Agreements

and Warranties in the PeopleSoft CRM Application Fundamentals PeopleBook.

Upsell Opportunities

An upsell script is a series of questions that can help determine if the caller should be advised

to upgrade to a newer product.

This action causes the upsell icon to flash in the case component if there is an upsell script

associated with the case's product.  The flashing icon alerts the agent to the presence of the

script.

For more information about upsell opportunities, see Recognizing Upsell Opportunities in

the "Managing Cases" chapter.

Understanding Actions that Integrate with PeopleSoft CRM Workflow

PeopleSoft CRM workflow actions enable you to send notifications, schedule processes using

PeopleSoft Process Scheduler, and set up time delays for both notifications and processes.

(PeopleSoft CRM workflow actions additionally support repeating actions, but event

processing does not support this feature.)

There are two component event processing actions that integrate with PeopleSoft CRM

workflow actions in order to take advantage of this standard workflow functionality:

Both of these actions send notifications, and both can automatically generate a row of case

history data.  If you choose to capture the action triggered by a particular event, you also select

the visibility of the case history entry that gets created in order to determine whether all users

can see the entry or whether only internal users (and not self-service users) can see the entry.

The two actions that integrate with PeopleSoft CRM workflow are:

• Service level agreement workflow

This action schedules notifications that alert the recipient(s) to impending guaranteed

response and guaranteed recovery deadlines.  The deadlines are based on the

agreement or warranty that governs the case.

You typically associate this action with the creation of a new case.  When the case is

created, the system schedules the notifications for specific future times.  For example,

if an agreement entitles a customer to a one hour guaranteed response time, you can

set up a workflow action that schedules notifications for 20 minutes, 40 minutes, and

50 minutes after the case is created.
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You can associate an evaluation event with the triggering event. The notification will

only be sent if the evaluation event is true at the time that the action is scheduled to

start. For example, you can have the system verify that the case is open before sending

the notification related to guaranteed recovery time.

Although agreements and warranties apply to PeopleSoft CRM FieldService service

orders as well as to cases, service level agreement workflow is available only for

cases.  For more information about service level agreement notifications for service

orders, Understanding Service Order Escalation Notifications in the "Creating and

Managing Service Orders" chapter in PeopleSoft CRM FieldService PeopleBook.

• Workflow (general workflow)

This action enables you to invoke any CRM workflow action in order to send a

notification or run a process. Use general workflow actions to perform any processing

that isn't provided as a built-in action.

General workflow actions can be processed immediately or, like service level

agreement workflow, they can be scheduled for future times and associated with an

evaluation event.

Because this is such a flexible action, it's applicable to just about any type of event

you can imagine.  For example, you can use this action to notify interested parties of

certain case modifications or to run a process that updates the case priority after the

case has been open a certain amount of time.

Event Processing and Workflow Actions

This section provides additional details about using the two component event processing

actions that integrate with PeopleSoft CRM workflow: service level agreement workflow and

general workflow.

In order to understand this information, you must be familiar with PeopleSoft CRM workflow

functionality and, in particular, the Workflow Action component.  For more information

about PeopleSoft CRM workflow and workflow actions, see Defining Workflow in the

PeopleSoft CRM Application Fundamentals PeopleBook.

Referencing Workflow Actions

Both service level agreement workflow and general workflow reference workflow actions that

you set up in the Workflow Action component. Service level agreement workflow and general

workflow have different mechanisms for referencing PeopleSoft CRM workflow actions:

• Service level agreement workflow is intended to send entitlement-related

notifications.  Therefore, service level agreement workflow normally references

workflow actions that include notification schedules.
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Service level agreement workflow references workflow actions indirectly: the

workflow action is associated with the agreement or warranty that governs the case.

• General workflow can reference workflow actions that schedule either notifications or

batch processes.

General workflow actions reference workflow actions directly: the workflow action is

associated with the event handler in the Event Set component.

Determining Notification Recipients

Notifications sent through component event processing use a PeopleSoft CRM workflow

action to determine who will receive the notification.

The system determines the recipient based on the values in the Role Name field and Binds

dialog box on the Workflow Action - Rule page.

Establishing Email Notification Content and Format

The content and format of an email notification sent through component event processing is

determined by the event processing setup, not by the workflow action.

Normally, a workflow action creates notification text based on a message catalog entry that is

associated with the workflow action.  But when component event processing triggers the

notification, any message catalog entry referenced in the Workflow Action - Rule page is

ignored.  Instead, the content and format of the notification comes from an email template.

The component event processing setup also gives you the option of putting a URL in the email

notification so that the recipient can click the link and go to the component where the event

occurred.

For more information about email templates, see the Creating Email Templates chapter.

Scheduling Notifications and Processes

Notifications triggered by component event processing can be asynchronous, or time-delayed.

Service level agreement notifications are always asynchronous.  When you set up a general

workflow event, you can choose whether to use synchronous or asynchronous processing.

When you set up an asynchronous notification, the PeopleSoft CRM workflow action used to

determine the notification recipient also determines when to send the notification.  The system

sends the notification after the number of minutes you specify in the Delay Minutes field on

the Workflow Action - Notification page.

If the workflow action does not include any delay minutes, the delay is trivial—just the

amount of time it takes for Process Scheduler to process the notification.
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If the workflow action does include delay minutes, the system measures the delay time based

on the service level entitlement for the agreement line.  The service level specifies the hours

during which the customer is entitled to service.  For example, if the service level specifies

service between 9:00am and 5:00pm Pacific Standard Time (PST), and the workflow action

specifies a delay of three hours, then the notification for a case that is first saved at 4:00pm

PST is sent the next day at 11:00am PST.

If there is no service level entitlement associated with the agreement line, then the delay time

is strictly chronological.  In this case, if the workflow action specifies a delay of three hours,

then the notification for a case that is first saved at 4:00pm PST is sent the same day at

7:00pm PST.

Evaluating Delayed Notifications and Processes

You can use component event processing to establish an evaluation event for any

asynchronous action.  The action will only take place if the evaluation event is true at the time

that the action is scheduled to start.

For example, service level agreement notifications are used to 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 a new case is created.  The system schedules the notification at

the time that the case is created.  But if the case is closed by the time 30 minutes have passed,

the notification becomes irrelevant.  Therefore, you can set up an evaluation event that verifies

that the case is still open before sending the notification.

You can set up an evaluation event for any asynchronous action.  This includes all service

level agreement workflow (which is always asynchronous), but this includes only those

general workflow actions that you specifically configure to be asynchronous.

Evaluation events typically evaluate field data using variations of the equal to operators (=,

<>, <, <=, >, and >=).  Operators that look for changes to the data (IsNew, IsChanged and

IsDeleted row operations, and Changed, Changed From, Changed To and Changed From …

To… field operations) are meaningless for an asynchronous evaluation event.  This is because

the component is not open in interactive mode at the time the event is evaluated, and therefore

there is no possibility of changed data.

Setting Up Workflow Actions

When you set up workflow actions that send notifications, you need to enter information such

as PeopleTools business process, activity, and event names.  (PeopleTools events are not the

same as event processing events.)  You also need to specify the role that determines who

received the notifications, and if the role is a query role that requires bind variables, you need

to specify the binds.

This section provides information about the appropriate values to use when defining event

processing notifications.
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Workflow Action Field Value to Enter

Business Process Name Enter RC_WF_CALLCENTER_BP for all event processing

notifications.

Activity Name Enter RC_WF_CALLCENTER_ROUTINGS for event

processing notifications for PeopleSoft CRM Support.

Enter RC_WF_CALLCENTER_HD_ROUTINGS for event

processing notifications for PeopleSoft CRM HelpDesk.

Event Name Enter EMAIL for notifications that are to be sent to the recipient's

email address.

Enter WORKLIST for notifications that are to be sent to the

recipient's worklist.  Notifications sent from PeopleSoft CRM

Support cases are included in the Support group of worklist entries;

Notifications sent from PeopleSoft CRM HelpDesk cases are

included in the HelpDesk group of worklist entries.

Role Name You can use a static user list role or you can use a query role that

returns a person ID.

Important! If you use a query role, the role query must return a

person ID (and not a user ID).

PeopleSoft delivers several roles that are referenced by our

delivered event sets and that you may want to use in other event

sets.  These roles are all query roles: Call Center Agent, Call

Center Child Case Owner, Call Center Equivalent

CaseOwn, Contact Person for Case, and Roleuser by

Provider Group.

For more information about delivered event sets, see the

Delivered Event Processing Rules chapter.

Role Binds If you enter a query role that incorporates bind variables, be sure to

enter the appropriate binds.  For example, if you use the Call

Center Agent role, specify a case ID and a business unit.

Event Processing Architecture

This section describes how to set up event processing.

Event Processing Terminology

An event is a set of conditions that, when true, trigger an action.  For example, you could

create an event that is true when a case has been reassigned.  Let's call this event

CaseReassigned.  At runtime, the system evaluates events using the data available in the

component buffer.

An event model is the set of all events associated with a specific component.  For example,

you could create the CaseReassigned event as part of the event model for the support case

component (RC_CASE_SW).
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You create events and event models in the Event Model component.

An event set is a group of events from a single event model.  All events in an event set trigger

the same built-in action.  For example, you could create an event set for all the events that

create case history data for the standard support case component.  If you want to capture case

reassignment in the case history, then you would add the CaseReassigned event to this event

set.

An event handler is the set of rules governing the execution of the built-in action.  For

example, case history event sets require you to specify the visibility of each row of case

history data.  If you want all users (including self-service users) to see the case history rows

that are created when the case is reassigned, select All in the Visibility field for the

CaseReassigned event.

You create event sets and event handlers in the Event Set component.

PeopleSoft delivers events, event models, and event sets processing that automate certain

types of notifications and actions.  You can use the delivered event processing, modify it, or

create your own. The event processing is not effective until you associate the delivered

processing rules with your business units.

For more information about delivered event processing, see the Delivered Data for Call

Centers chapter.

Implementing Component Event Processing in Call Center Business

Units

In order to activate event processing, you need to associate the event set with a call center

business unit.  When you set up your business unit defaults, you associate different event sets

with the different case components:

• The standard Support component.

• The self-service Support component used to report new problems.

• The self-service Support component used to view existing cases.

• The standard HelpDesk component.

• The self-service HelpDesk component used to report new problems.

• The self-service HelpDesk component used to view existing cases.

Having separate event sets for the different components provides you with a great deal of

flexibility.  For example, you can set case history visibility to All for events that occur in the

self-service components so that self-service users can see the changes they've made.  At the

same time, you can restrict the visibility of events that occur in the standard case component

so that self-service users cannot see all the changes that you track internally.
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Not all types of built-in actions are appropriate to all case components.  The following table

explains which components use which built-in actions.  Gray shading indicates invalid

combinations; an x marks each valid combination.

The built-in action names that appear in the Event Set page are slightly different from the

corresponding field names in the Case Defaults page.  This table shows both names.

Built In Action

Case Defaults Field 
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Workflow General Workflow
x x x x x x

Service Level 

Agreement Work.
Entitlement Workflow

x

Case History Case History
x x x x x x

Upsell Opportunities
Manage Upsell 

Opportunities x

Case Relationship
Manage Case 

Relationships x x

Entitlement Balances
Manage Entitlement 

Balances x x x

Business Project 

Tracking
Initiate Business Project

x x x x x x

Valid actions for call center verticals

For more information about associating event sets with business units, see Understanding

Call Center Verticals and Case Defaults Page in the "Defining Call Center Business Units"

chapter.

Understanding Case Components and Component Interfaces

You create events by evaluating records, fields, and field values.  For example, to create an

event that determines if a case has been reassigned, you reference the value in the Assigned To

and Provider Group fields on the case record.  But in order to prompt for the names of the

records and fields that are to be evaluated, you need to provide two pieces of information: the

name of the component, and the name of the component interface that provides access to the

record and field names.

The following table identifies the case components and component interfaces that you can use

when setting up event processing:

Component Component Interface Description

RC_CASE_SW RC_CASE_SW_CI The support case component used by

agents.



P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K J U N E  2 0 0 1

5 - 1 2      S E T T I N G  U P C O M P O N E N T  E V E N T  P R O C E S S I N G P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L

Component Component Interface Description

RC_CASE_SW_SS RC_CASE_SS_WF_CI The component is the support case

component presented to self-service users

to review existing problems.

RC_CASE_SW_SS_RPT RC_CASE_SW_SS_RPT_CI The support case component presented to

self-service users to report new problems.

RC_CASE_HD RC_CASE_HD_CI The helpdesk case component used by

agents.

RC_CASE_HD_SS RC_CASE_HD_SS_ALL_CI The helpdesk case component presented

to self-service users to review existing

problems.

RC_CASE_HD_SS_RPT RC_CASE_HD_SS_RPT_CI The helpdesk case component presented

to self-service users to report new

problems.

Setting Up Component Event Processing

The following procedure provides a high-level overview of how you set up component event

processing:

To define component event processing:

1. Create an event model.

In the Event Model component, you define events associated with a particular case

component.  The event model includes all events related to the case component—without

regard for the action that the event triggers.

2. In the Email Template component, define email templates to be used for notifications.

These templates are used only by service level agreement workflow or general workflow

actions—the two built-in actions that send notifications.

3. Create an Event Set.

In the Event Set component, select a built-in action, identify the events that trigger that

action, and provide any additional information required by the event handler for that

particular action.

4. Associate the event set with a business unit.

On the Call Center Definition - Case Defaults page, enter the event sets where you've

defined the event processing for the business unit in question.
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Setting Up Event Models

Use the event model component to define the events associated with a single component.

Event Model Page

Usage Use the Event Model page to record general information about the event model.

Object Name RC_EVENT_MODEL

Navigation Define Business Rules, Structure Process Automation, Setup, Event Model,

Event Model

Prerequisites None

Access

Requirements

Enter a component name.

Event Model page

Component Name The component for which you're setting up events.  All

events related to a component are defined together,

regardless of the event set with which the event will be

associated.

Component Interface Name The component interface that provides access to the

records and fields in the component.

Description A short text description of the event model.

Comments A long text description of the events you're setting up.

You can use this field to describe the different types of

events included in the event model.

Last Modified The date and time the component was last modified, and

the User ID of the person who made the last modification.
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Event Definitions Page

Usage Use the Event Definitions page to define events that you'll use to trigger

workflow.  Event definitions can consist of one or more conditions.

Object Name RC_EVENT_DFN2, RC_EVENT_DFN_MODAL

Navigation Define Business Rules, Structure Process Automation, Setup, Event Model,

Event Definitions

 You can also view a single-event version of this page

(RC_EVENT_DFN_MODAL) by clicking the Go to Event Definition button

on the Event Handlers page or by selecting Define Business Rules, Structure

Process Automation, Setup, Event Definition.  You cannot create new events

in the single-event version of the page.  However, you can use this version to

view and modify existing events.

Prerequisites To use this page, you need to understand the concept of rowsets and you must

understand the rowset structure for the records and fields you want to evaluate.

Access

Requirements

Enter a component name.

Event Definitions page

The Component Name and description identify the event model.

Event List

Event The left region of the page displays a list of the events that

make up the event model.  Click any event name to that

event on the right side of the page.

Add a New Event Definition Click this button to create a new event.

Event

The event definition consists of general information about the event.
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Event Name A name for the event.  When you add events to an event

set, you reference events by this name.  If the event is used

in an event set, you cannot modify the event name.

Description A short description of the event.

Delete Event Definition Click this button to delete the event.  This button is not

available if the event is used in an event set.

Row Level Conditions

In the Event Conditions region, create the logical statements that constitute the event criteria.

All event conditions start by identifying the record to be evaluated and any record-level

evaluation criteria.

Order A sequence number for the event condition.  When you

create new conditions, the default value is the next

available multiple of ten.  The default sequence numbers

are non-consecutive so that you have room to reorder

conditions.

Logical When an event is made up of multiple conditions, you

must logically relate the conditions by selecting And or

Or.   Leave this field blank for the first of multiple

conditions.

Not Select this check box to change a logical And to And Not

or to change a logical Or to Or Not.

((… (open parentheses) When an event is made up of multiple conditions

connected by and or or logic, you can use parentheses to

nest conditions within conditions.  Use the ((… field to

add open parentheses.  You can choose a single

parenthesis, double parentheses, and so on up to five

parentheses.

 Be sure you have closing parentheses to properly close the

opening parentheses in your event.  Row-level parentheses

and field-level parentheses are independent of each other.

Level Rowsets are hierarchical data objects that represent the

scrolls, rows, records, and fields in the component buffer.

Enter the level of the rowset that contains the record to be

evaluated.

 The level relates to the parent/child relationships among

the records on which the component is based.  To

determine the level of a particular rowset, you can look at

the Structure tab of the component definition in

Application Designer.
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 If you enter level 0, the Rowset field prompts against the

search record for the component.  If you enter a level

between one and three, the Rowset field prompts only

against records that uniquely identify a rowset (that is,

records that are defined as the primary record for a rowset

in the Structure tab of the component definition).

For more information about rowsets and about the

Structure tab of the component definition, see your

PeopleTools documentation.

Rowset The rowset record where the system checks the condition.

The combination of Level and Record values uniquely

identifies the rowset (or scroll) that references the rows to

be evaluated.

Row Operations
To create a condition that evaluates only record-level

actions (and not any field-specific data), select one of the

following values in the Row Operations field. If you select

a row operation, you cannot specify field-level conditions.

Therefore, leave this field blank to set up a condition that

evaluates field data,

Is Changed: This condition is true if any data in the row

of data changes.  It does not matter which field changes or

what the field value changes to or from.

Is Deleted: This condition is true if the row of data is

deleted.

Is New: This condition is true if a new row of data is

added.

))… (close parentheses) Be sure you have closing parentheses to properly close the

open parentheses in your event.  Like the open parentheses

field, you can choose a single parenthesis, double

parentheses, and so on up to five parentheses.

Field-Level Conditions

Use the Record Field Conditions scroll area to set up field-level evaluation criteria for an

event.  This scroll area appears only if the Row Operations field is blank; you cannot check

both field-level conditions and record-level conditions in the same event condition statement.

The Order, Logical, Not, ((… (open parentheses), Record, and ))… (close parentheses) fields

are identical to the record level event conditions.

Field Name The rowset field where the system checks the condition.
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Cache Select this check box to make the system save the field

value for later processing if the condition is true. This is

useful for case history actions, which require access to the

old and new values of the field being evaluated.

Field Operations To create a condition that evaluates field-level actions or

data, select one of the following values in the Record

Operations field: Changed, Changed From, Changed

From… To…, Changed To, Equals, Greater Than,

Greater Than or Equal, Less Than, Less Than or Equal,

or Not Equals.

 You normally use the greater than, less than, and equal to

operations in conjunction with one of the change

operations. For example, to create an event that captures

case assignment changes for open cases, you would have

one condition that checks whether the assignment has

changed and another clause that checks if the status

category equals Open.

From If the field operation is Change From or Changed

From… To…, enter the constant you’re using to evaluate

the previous field value.

 For any other field operation, enter the constant you’re

using to evaluate the field value.  For example, if the field

operation is Greater Than, specify the value which the

field value must exceed.

 If the field operation is Changed (which does not require

any further parameters) or Changed To (which required

only a To parameter), this field does not appear.

To If the field operation is Change To or Changed From…

To…, enter the constant you’re using to evaluate the new

field value.  For example, if the field operation is Greater

Than, specify the value which the field value must

exceed.

The From and To fields support the following variables:

Variable Value or PeopleCode Equivalent

%BLANK " "

%DATETIME %Datetime

%DATE %Date

%TIME %Time

%USERID %UserId

%OPERATORID %UserId

%MODE %Mode
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Variable Value or PeopleCode Equivalent

%ACTION_ADD %Action_Add

%ACTION_UPDATEDISPLAY %Action_UpdateDisplay

%ACTION_UPDATEDISPLAYALL %Action_UpdateDisplayAll

%ACTION_CORRECTION %Action_Correction

%ACTION_DATAENTRY %Action_DataEntry

%ACTION_PROMPT %Action_Prompt

Setting Up Event Sets

Use the event set component to assemble groups of events that trigger similar actions and to

configure those actions.

Event Set Page

Usage Use the Event Set page to describe an event set—a group of events that trigger

similar actions.

Object Name RC_EVENT_SET

Navigation Define Business Rules, Structure Process Automation, Setup, Event Set,

Event Set

Prerequisites You must create the event model and the events referenced by the event set.

Access

Requirements

Enter a setID and an event set ID.

Event Set page
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Event Set ID The unique identifier for the event set.

SetID The setID determines which business units have access to

this event set.

Description A text description of the event set.

Event Model The event model that contains the events that will be used

in this event set.

Event Set Type The built-in action that all the events in this event set will

perform.  Select one of the following values: Case

History, Service Level Agreement Workflow, Workflow,

Business Project Tracking, Case Relationship,

Entitlement Balances, or Upsell Opportunities

For more information and a description of each built-in

action, see Event Processing Actions in this chapter.

System Data The organization that created or modified the event set.  If

PeopleSoft delivered the event set and you have not

modified it, the value is PeopleSoft.  If PeopleSoft

delivered the event set and you have modified it, the value

is PeopleSoft / Customer Modified.  If you created the

event set, the value is Customer. This information helps

you manage upgrades.

Modify System Data Event sets that PeopleSoft delivers are initially read-only.

Click this button if you want to modify an event set

delivered by PeopleSoft.  Clicking this button sets the

System Data field to PeopleSoft / Customer Modified

and opens up the event set fields for data entry.

Comment A long text description of the event set.

Last Modified The date and time the component was last modified, and

the User ID of the person who made the last modification.

Event Handlers Page

Usage Use the Event Handlers page to match events to the actions they trigger and to

set up parameters for the action.

Object Name RC_EVENT_SET_ITEMS

Navigation Define Business Rules, Structure Process Automation, Setup, Event Set,

Event Handlers

Prerequisites You must create the event model and the events referenced by the event set.

Access

Requirements

Enter a setID and an event set ID.
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Event Handlers page

If PeopleSoft delivered the event set and you have not clicked the Modify System Data button

on the Event Set page, then the fields on the Event Handlers page are not modifiable.  If your

organization created the event set, or if you clicked the Modify System Data button for a

delivered event set, then you can modify the fields on the Event Handlers page.

The Event Set ID and description identify the event set.

The fields in the Component Workflow Rules region vary depending on the event set type

you selected in the Event Set page.  The following table shows which fields are used with each

event type:
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Sequence x x x x x x x

Enabled x x x x x x x

Trigger Event x x x x x x x

Business Project x

Page Name x

Visibility x

Child Reaction to Parent x

Relationship Type x

Prepaid Consumption Action x

Track History x x

Visibility x x

Workflow Schedule x

Email Template x x

URL x x

Evaluation Trigger x x

Run Mode x

Event Handler fields
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Fields for All Event Set Types

Sequence A sequence number for the event handler.  When you

create new rows of data, the default value is the next

available multiple of ten.  The default sequence numbers

are non-consecutive so that you have intervening unused

numbers if you later need to reorder the conditions.

Enabled Select this check box to activate the event handler.  Clear

this check box to disable the event handler.

Event Name The event that triggers the specified action.

 (go to event definition) Click this button to view the event conditions

Business Project Field

Business Project Enter the name of the business project to initiate.

Case History Fields

These fields determine the behavior of the row of case history data that the event creates.

Page Name Select the page to which the user is transferred after

clicking the Details button on the Case History page.  The

drop-down list box includes the pages in the component

associated with this event set.

Visibility Specify the visibility of the case history row that gets

created.  Select All to permit all users to see the data.

Select Internal to prevent self-service users from seeing

the data.

Case Relationship Fields

Child Reaction to Parent Select Cascade to cascade data from a parent case to its

children.  Select No Change to deactivate the action.

 Note that case relationship actions are only valid for

hierarchical case relationships: data can only cascade from

parent to child, not from child to parent and not from one

case to another equivalent case.

Relationship Type Select the relationship type governed by the actions you've

specified.

Manage Entitlement Balances Field

Prepaid Consumption

Action

Select Add to increment the number of prepaid support

calls available to the customer.  Select Subtract to

decrement that number.

Service Level Agreement Workflow and General Workflow Fields

You use these fields for both service level agreement workflow and general workflow.
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Track History Select this check box if you want the system to create a

row of case history data for the action.

Visibility

Email Template Select the email template that controls the content and

formatting of the notification to be sent.

 If there are multiple notifications (for example, if the

agreement or warranty associated with the case uses a

workflow schedule that sends notifications at defined

intervals), all of the notifications are based on the same

email template.

URL Select this check box if you want the notification to

include a link to the component where the event occurred.

Evaluation Trigger If the action is asynchronous (meaning the action is

delayed), you can enter an evaluation event.  When it's

time to send the notification, the system evaluates the

event you specify to determine whether it's still

appropriate to send the notification.  If the event you enter

in this field is true at the time the notification is scheduled,

then the system sends the notification.  If the event is

false, the system cancels the notification.

 Service level agreement workflow is always

asynchronous.  For general workflow, you use the Run

Mode field to indicate whether the action is synchronous

or asynchronous.

General Workflow Fields

General workflow actions use the following fields in addition to all of the service level

agreement workflow fields.

Run Mode Select Synchronous to perform the action as soon as the

event occurs.  Select Asynchronous to submit the action

to a process server.  If the workflow action referenced by

the event handler includes a delay time for the action, the

action is scheduled accordingly.  If the workflow action

does not include a delay time, asynchronous processing

does not have a noticeable impact on the timing of the

action.

For more information about synchronous and

asynchronous processing, see Scheduling Notifications

and Processes in this chapter.
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Workflow Schedule Enter a workflow action to perform.  The workflow action

determines what the event triggers (either a notification or

a process), who receives any notifications, and whether

the action is performed immediately or after a specified

delay.

Troubleshooting Event Processing

PeopleSoft enables you to create trace files that can help you troubleshoot event processing

errors.

Component Event Trace Settings Page

Usage Use the Component Event Trace Setting page to configure and start a trace of

event processing activity.

Object Name RC_WF_TRC_OPTNS

Navigation Define Business Rules, Structure Process Automation, Setup, Trace

Settings

Prerequisites None

Access

Requirements

None

Component Event Trace Settings page

If you call the PeopleSoft Global Support Center to report a problem with event processing,

the support representative will instruct you how to use this page to create a trace file that

PeopleSoft can use to troubleshoot the problem.
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Trace Results Page

Usage If you save trace information to the database, use the Trace Results Page to

view the trace results.

Object Name RC_WF_TRACE

Navigation Define Business Rules, Structure Process Automation, Setup, Trace Results

Prerequisites You must have saved trace information to the database.

Access

Requirements

Enter a user ID or the date and time the trace began.

Trace Results page

This page displays information captured by the component event trace mechanism. If you call

the PeopleSoft Global Support Center to report a problem with event processing, the support

representative may ask you about the information displayed on this page.
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Creating Email Templates

When you use a workflow action to send a notification, there are two ways of defining the

notification content: using the message catalog or using an email template.  Email templates

are used for both email notifications and worklist notifications that are sent through several

call center processes.  Email templates are not used for notifications sent by other PeopleSoft

CRM applications.

This chapter describes when you use an email template and explains how to set one up.

This chapter does not discuss the use of the message catalog to define notification text.  For

more information about that method of defining notification text, see Defining Workflow in

the PeopleSoft CRM Application Fundamentals PeopleBook.

Understanding When Email Templates Are Used

You explicitly choose an email template to use for the following call center notifications:

• Notifications sent by General Workflow event processing for cases.

These notifications are based on case record or field changes that you configure.

You specify the email template on the Event Handler page in the Event Set

component.

• Notifications sent by Service Level Agreement Workflow event processing for cases.

These notifications are based on a schedule that you create and that you associate with

the entitlements (which are then associated to a case through an agreement or

warranty).

You specify the email template on the Event Handler page in the Event Set

component.

These notifications are used only by PeopleSoft CRM call center applications.

PeopleSoft CRM FieldService uses a different workflow mechanism for sending

entitlement-related notifications

• Notifications sent by a business project event.

These notifications are based on events related to the tasks and phases within a

business project or on events related to the business project itself.
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You specify the email template in page where you set up the notification rule: either

the Task - Assign and Notify page or the Business Project - Events page.

• Notifications sent when a customer submits a question or comment through the

PeopleSoft Customer Portal Contact Us transaction.

You specify the email template in the Contact Us Subject page.

For more information about setting up event processing notifications, see Setting Up

Component Event Processing.  For more information about setting up business project

notifications, see Defining Business Projects.  For more information about setting up

Contact Us notifications, see Managing Customer Feedback.

There are other notifications that are hard-coded to use a specific template.  PeopleSoft

delivers these templates, but you can modify them if you like.

• When you click the Email Selected Resolutions button on the Case page, the default

text in the Send Notification page comes from the email template

EMAIL_RESOLUTION.

• When you click the Email Selected Notes button in the Notes Summary on the Case -

Notes and Attachments page, the default text in the Send Notification page comes

from the email template SEND_SELECTED_NOTES.  (Other applications that

enable you to email selected notes do not use email templates; they use a hard-coded

message as the default notification text).

• When a customer submits a Contact Us message and requests confirmation that the

message was sent, the system sends a confirmation email based on the CONTACT

CONFIRMATION email template.

Constructing Notification Text

This section describes how to incorporate variables into your email template and how to

format notification text.

Working with Variables

An email template provides standard text to be included in a notification.  That text can

include variables to provide the recipient with useful contextual information.

For example, if you have a general workflow event that notifies the call center manager

whenever a case is given a higher priority, the notification should, at a minimum, include

identifying information about the case—perhaps the Case ID and the Summary.  You might

also want to include information about the old and new priority.  You could even include a

summary of each note associated with the case so that the call center manager can see what's

been happening with this case that required the priority change.
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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.

For example, you could define the token %1 to reference the case ID, another token, %2, to

reference the former case priority, and a third token, %3, to reference the new case priority.

Then you could use the following message text to inform the call center manager of the

priority change: The priority of case %1 is changed from %2 to %3.  When the notification is

sent, actual values are inserted into the message in place of the tokens.

Tokens can reference data from any field that is part of the originating object:

• Case fields are available when you send either type of event set notification (general

workflow or service level agreement) and when you send business project

notifications.

• Business project information is available when you send business project

notifications.

• Customer information is available when you send Contact Us notifications.

Email templates can access derived data as well as stored data.  In particular, the

DERIVED_RC_WF record includes several derived fields that you may want to use in email

templates.

For more information about the DERIVED_RC_WF record, see Using the

DERIVED_RC_WF Record at the end of this chapter.

Understanding Data Display Options

Tokens represent field data.  The Display Options field in the Email Template page offers four

options for formatting this data:

• Value displays the current field value.  If the value changes, this is the value after you

save the change.

• Original Value displays the previous value of a field that has changed.

• Formatted Value displays a formatted value for a date.

• Name displays the object name of the field.

Working with Multiple Rows of Data

If you reference data in a child record, you can format the email template to include

information for each row in that child record.  You do this by enclosing the text in {curly

brackets}.
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For example, case notes are stored in RC_CASE_NOTE, 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 you want to include and then put curly brackets around the text to

be repeated for each note as in the following example:

{Note Created Date: %2

Note Summary: %3

Full text of note:

%4

***************************************************************

}

Because the notification will include multiple rows of information, the row of asterisks and the

extra blank rows shown in the previous example will provide useful visual separation between

consecutive notes.

Understanding Component Interfaces

When you create email templates, you need to identify the component where the triggering

event happens.  You also reference the object names of the records and fields in this

component in order to create tokens.

Email templates use component interfaces to expose these record and field names to you—that

is, you must enter a component interface name so that the Record and Field Name fields can

prompt against values that are valid for the component you specify.

When you create email templates to use with event sets (either general workflow or service

level agreement workflow), make sure that the email template references the same component

and component interface that you used when defining the events.

For more information about component interfaces for case components, see Understanding

Case Components and Component Interfaces in the "Setting Up Component Event

Processing" chapter.

When you create email templates to use with business projects or Contact Us, use the

following components and component interfaces:

Component Component Interface Description

RC_BP_STATUS RC_BP_STATUS The component where business

projects are tracked.  You can

use this component and

component interface for task-

related notifications as well as

for notifications related to

business projects and phases.
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Component Component Interface Description

WC_CONTACT_US WC_CONTACT_US The component where self-

service users submit questions

or comments.

Email Template Page

Usage Use the Email Template page to define the content of a notification.

Object Name RC_EMAIL_FORMAT

Navigation Define Business Rules, Structure Process Automation, Setup, Email

Template

Prerequisites If you want to include variables in the notification, you need to know the object

names of the records and fields that store the data you want to reference.

Access

Requirements

Enter a component name and an email template name.

Email Template page

Template Information

Component Name The component where the triggering event occurs and

whose fields you want to reference in the notification text.

Component Interface Name The component interface associated with the component.

The component interface populates the list of valid values

for the Record (Table) Name and Field Name fields.
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Email Template A unique name for the email template.

Description A description of the email template.

Notification Fields

Subject The text to be used as the subject of a notification based

on this template.

Message Text The text to be used as the message of a notification based

on this template.

Token Definition

Tokens are variables that represent data from a record and field you specify.

Token The variable used to represent data to be included in the

notification.  Tokens must follow the format %n where n

is an integer.

Occurs level The occurs level of the record referenced by the token.

Primary Record Enter 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, you can look at the

Structure tab of the component definition in Application

Designer.

For more information about rowsets and about the

Structure tab of the component definition, see your

PeopleTools documentation.

Record (Table) Name The record referenced by the token.

Field Name The field referenced by the token.

Display Type Select one of the following options to determine how the

system will format the field value when it appears in a

notification:

Value: the current field value.

Original Value: the previous value of a field that has

changed.

Formatted Value: the formatted value for a date.

Name: the object name of the field.
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Using the DERIVED_RC_WF Record

Email templates can reference derived values as well as stored values.  The

DERIVED_RC_WF record contains several derived values that you might want to reference

as you set up email templates or event sets.

This section does not describe every field in the DERIVED_RC_WF record, but it does

provide information about some of the fields that you may want to use.

Fields Related to Business Projects

Field Description

BP_STATUS_URL URL to Business Project Status page

TASK_STATUS_URL URL to Task Status page

RC_BUS_PROCESS_ID Business Project ID

BUS_PROC_INSTANCE Business Project Instance ID

RC_ACTIVITY_ID Phase ID

RC_TASK_ID Task ID

DESCR_BUS_PROCESS Business project description

DESCR_ACTIVITY Phase description

DESCR_TASK Task description

RC_TASK_STATUS Task status

TRANS_FROM_NODE Start phase in a transition

DESCR_PARENT_OBJ Description of business project parent object (that is, the description

of the case from which the business project was initiated)

Fields Related to Contact Us

Field Description

INTERACTION_ID The interaction ID for the interaction that contains the questions or

comments submitted through the Contact Us transaction.

INTERACTION_URL A URL to the Interaction page.  Include this in Contact Us

notifications if you want to give the recipient quick access to the

interaction that contains the questions or comments submitted through

the Contact Us transaction.
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Setting Up Business Projects

Business projects are structured, workflow-enabled task lists.  When you associate a business

project with a case, you start a new instance of the project.  You can then track progress for

this instance of the project.

This chapter describes how to define business project.  This chapter does not describe how to

manage a business project that's been associated with a case.

For more information about using business projects, see the Using Business Projects chapter.

Overview of Business Projects

Business projects are structured task lists that you use to coordinate the work involved in

performing all the tasks. Business projects are made up of phases, which are in turn made up

of individual tasks.

Business projects offer several benefits:

• The business project codifies the best practices of your organization into a reusable

template.

• The business project enforces the proper sequence of tasks.

• You can use workflow to automate notifications and processes based on the statuses

of the phases and tasks in a business project.

Invoking Business Projects

There can be only one business project per case.  Business projects can be invoked in two

ways:

• An agent select a business project and initiate it in the Related Objects page

• Your organization can set up workflow to automatically invoke a specific business

project under specified conditions—for example, when someone saves a case with a

specific value in the Case Type field.
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For more information about setting up workflow to invoke business projects, see the Setting

Up Component Event Processing chapter.

Understanding 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 the task normally takes.  Phases represent groups of tasks.

At runtime, the overall progress of the business project is tracked on the Business Project

Status page.  This page shows the status of every phase and task in the business project.  The

status of an individual task within the business project can be tracked on the Task Status page.

This section describes the flow of tasks and phases within business projects.

Task Sequencing

Tasks are grouped into phases.  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 your human resources system, the first task is to enter the

employee into the system.  After this task is complete, however, you can enter other

information—for example, tax withholding elections and benefits elections—in parallel.

A task begins when all preceding tasks in a phase are complete.  For example, consider a

phase that starts with three tasks that can be done in parallel.  These tasks are followed by two

other tasks that can be done in parallel with each other, but which 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 done.

When you set up a phase, you indicate which tasks are required.  Task sequencing, however, is

not affected by this setting.   So in the example just given, the fourth and fifth task do not start

until all three of the previous tasks are complete, even if only one of those three preceding

tasks is required.

Phase Sequencing and Phase Transitions

Phases are always performed sequentially.  (Because phases are always performed

sequentially, tasks to be performed in parallel must all be part of the same phase.)

You set up the sequence of phases in a business project tree.  Each phase is a node on the tree.

Sibling phases represent mutually exclusive paths through the business project tree

Transition rules determine the conditions under which you exit one phase and start the next.

You define transition rules for specific pairs of phases: a start phase and a target phase.

When a start phase has multiple target phases, the transition rules determine which of the

target phases to start.
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There are two ways to transition from one phase to the next: automatic and manual.  The

system makes automatic transitions based on criteria you specify.  A user can make manual

transitions whether or not automatic transitions have been defined.

Automatic transition criteria is based on the statuses of required tasks in the start phase (users

track task status and outcome on the Task Status page and the Business Project Status page).

If the start phase definition includes tasks that are not marked required, the system does not

consider those tasks when evaluating transition criteria.

A business project is complete when you transition out of the last phase to the system-defined

End the Business Project phase.  This final phase is not part of the business project definition;

it is the implied target of the last phase in every branch in the business project tree.  You

cannot modify this phase except to change the descriptive text.

The system evaluates transition rules at two times:

• When a task completes.

Because all transition rules are based upon the success or failure of tasks within

phases, transition rules are evaluated upon the completion of any task.

• When a phase has exceeded its maximum time.

You case configure an automatic transition that happens when the tasks do not

complete in time.  If you've set up this type of transition, then when the phase starts,

the system schedules a process for the time when the phase will have exceeded its

maximum time.  If the phase is still in progress when that process runs, the transition

occurs.

Transition Rule Validation

Before the system permits you to invoke a business project from a case, the system must

validate your phase transition rules.  The following conditions cause the validation process to

fail:

• There is no default target phase.

Every start phase with at least one 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 enables the system to choose one of multiple target

phases.  If multiple targets have the same automatic transition criteria, the system

cannot perform the transition.

If the validation process encounters either condition, it displays an error message.  If this

happens, correct the condition and start the validation process again.  When the validation
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process completes successfully, the system marks the business project as valid and makes it

available from cases.

If you make changes to the business project definition, the business project is no longer

considered valid until you successfully revalidate it.

Tracking Business Project Time and Cost

The tasks that make up a business project all take time. 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.

You can roll up that information to calculate the standard and maximum durations of phases

and business projects, or you can specify phase durations and business projects durations that

are separate from the calculated durations.  The calculated duration of a business project is

based on the assumption that every transition goes to the default target.

You can set up workflow notifications based on business project, phase, and task times—both

calculated and manually entered.  These time-out notifications enable your organization to

monitor delays in the completion of a business project.

As you define tasks, phases, and business projects, you can also specify costs associated with

each. PeopleSoft does not roll up costs from tasks to phases or from phases to business

projects, nor does PeopleSoft not use cost information in any of its processing.  The costing

information you specify is informational only.

Understanding Task Assignments

A task represents a unit of work that is assigned to and performed by one person.  Assignment

defaults determine how the system initially assigns a task when the business project is started.

The business project owner can use the Business Project Status page to change the assignment

information before or after the task is started.

When you establish assignment defaults, you can specify a default assignment type and a

default assignee.  The following assignment types are available:

• Provider

Select this option to assign the task to a provider group.  Depending on how you've set

up your notification workflow, notifications may be sent to group members or to a

group worklist or email address.

• Role

Select this option if you want to assign the task to a role. Any notifications sent to the

assignee will be sent to every person in the selected role.

• Person

Select this option if you want to assign the task to an individual. Any notifications

sent to the assignee will be sent to that individual only.
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If you set up workflow that sends notifications for newly assigned tasks, you can trigger the

notification based on a Beginning of Task event or a Reassignment of Task event (or both).

If you send a notification at the beginning of a task, the current assignee will receive the

notification.  Thus, for the first tasks in a business project (which start 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 haven't changed the assignee before the

task starts.  Reassignment notifications are sent only for tasks that are in progress, so no

notification is sent if you change the assignee before the task starts.

Note.  You must establish any notifications associated with task assignment.  Task assignment

does not trigger notifications unless you explicitly set up notification rules based on task

assignment.

Setting Up Workflow for Business Projects

Business project definitions use workflow to automate certain types of processing.  Typically,

organizations use workflow to send notifications.  You can only send notifications to people

who have been set up as users, workers, or contacts in your PeopleSoft CRM system.

When you set up business project workflow, you specify three things:

• A business project event.

Business project events are predefined conditions related to tasks, phases, and

business projects.  For example, there are events that occur at the start or completion

of a task.

• A workflow action.

Workflow actions are common to all PeopleSoft CRM applications.  To set up a

workflow action that sends a notification, you need to reference the following objects:

� A role (either a query role or a static user list role).

� Predefined PeopleTools Workflow objects: a business process, activity, and

event.

You can also use workflow actions to run processes.  For example, PeopleSoft

delivers the RC_BP_CASE the Application Engine 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

completed, you ensure that cases are automatically closed as soon as their associated

business projects are done.

• An email template.

When sending a notification to an email address, you must create an email template to

define the message text.  Email templates are not used in worklist notifications.
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Note the difference between business project events and PeopleTools Workflow events.

Business project events are predefined conditions that are specific to business project

processing.  PeopleTools workflow events are PeopleCode programs associated with

workflow routings.

The following sections provide more detailed information about each of these objects.

Understanding Notification Options

You can configure notifications to be sent to worklists or to email addresses.

The content of a worklist notification is limited, consisting mainly of a link to the Business

Project Status page or the Task Status page.  Email notifications can include message text in

addition to a link.  When you set up an email notification, you must select an email template to

provide the notification text.

There are two factors that determine where a notification is sent:

• The type of value provided by the role associated with the workflow action.

If you use a query role that returns a list of person IDs or a list of email addresses, the

system sends the notification to an email address.

If you use a query role that returns a list of user IDs, the system sends the notification

to a worklist.

If you use a static user list role, the role always provides a list of user IDs and the

system sends the notification to a worklist.

• The PeopleTools Workflow event associated with the workflow action.

The Email Event event directs the notification to an email address.

The Task Worklist Event and the Business Project Worklist Evnt events direct the

notification to a worklist.

Important!  When you set up business project workflow, it is critical that your query role and

your PeopleTools Workflow event are configured for the same type of notification.

The following diagrams summarize the different workflow configurations for worklist

notifications and email notifications.  Note that you can send both email and worklist

notifications when you use query roles to identify the recipients, but you can send only

worklist notifications when you use a status user list role.  If you want to send email

notifications to a static list of people, you can create a query role with a role query that selects

the intended recipients.
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Understanding Business Project Events

You establish business project workflow by associating a business project event with a

workflow action.  You can create this association in either of two places: the Task -

Assign/Events page and the Business Project - Events page.

Notice that two of the events on the Task - Assign/Events page and the Business Project -

Event page are the same.  Having access to the event in both places gives you more flexibility.

When you have tasks that are used in multiple business projects, you can choose whether to

set up workflow at the task level (in which case it gets used in all business projects that use the

task) or at the business project level.  Additionally, if you want to specify notifications for

every task in a business project without having to specify the same thing for every task, you

can set that up in a Business Project-level event.

The following table describes the task-level events available on the Task - Assign/Events

page.

Event Name Event Occurs When

Beginning of Task A task begins.  Initiating a business project starts at least

one task in the first phase of the business project.  The

sequence of tasks within the phase determines when the

other tasks begin.

For more information about when tasks begin, see Task

Sequencing in this chapter.

Failure of Task The task status is set to Complete - Failed.

Success of Task The task status is set to Complete - Success.

Completion of Task The task status is set to either Complete - Success or

Complete - Failed.

Maximum time Exceeded The maximum time for the task has elapsed since the task

started.

Standard Time Exceeded The standard time for the task has elapsed since the task

started.

Reassignment of Task The assignee of a task currently in progress changes from a

blank value to a non-blank value.  Tasks are reassigned in

the Assigned To field on the Business Project Status page.

The following table describes the business project-level events available on the Business

Project - Events page.

Event Name Event Occurs When

BP - Begins

(business project begins)

A business project begins.
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Event Name Event Occurs When

BP - Completes

(business project complete)

A business project is completed.  Business projects

are complete when you transition out of the last

phase.

BP - Exceeds Max Calc Time

(business project exceeds maximum calculated

time)

The maximum calculated time for the business

project has elapsed since the business project

started.

BP - Exceeds Max Time

(business project exceeds maximum time)

The manually entered maximum time for the

business project has elapsed since the business

project started.

BP - Exceeds Stan Calc Time

(business project exceeds standard calculated

time)

The standard calculated time for the business

project has elapsed since the business project

started.

BP - Exceeds Stan Time

(business project exceeds standard time)

The manually entered standard time for the business

project has elapsed since the business project

started.

Phs - All Complete

(phase - all tasks complete)

All tasks in a phase are complete.  This event does

not distinguish between tasks that succeeded and

tasks that failed.

Phs - All Complete/All Success

(phase - all tasks complete/all tasks successful)

All tasks in a phase are complete and successful.

Phs - All Complete/Any Fail

(phase - all tasks complete/any task failed)

All tasks in a phase are complete and at least one

task failed.

Phs - Begins

(phase begins)

A 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.

Phs - Completes

(phase complete)

A phase is completed.  Phases are complete when

you manually transition out of the phase or when

the criteria for an automatic transition is met.

Phs - Exceeds Max Calc Time

(phase exceeds maximum calculated time)

The maximum calculated time for the phase has

elapsed since the phase started.

Phs - Exceeds Stan Calc Time

(phase exceeds standard calculated time)

The standard calculated time for the phase has

elapsed since the phase started.

Phs - Exceeds Max Time

(phase exceeds maximum time)

The manually entered maximum time for the phase

has elapsed since the phase started.

Phs - Exceeds Stan Time

(phase exceeds standard time)

The manually entered standard time for the phase

has elapsed since the phase started.

Task - Exceeds Max Time

(task exceeds maximum time)

The manually entered maximum time for the task

has elapsed since the task started.

Task - Exceeds Stan Time

(task exceeds standard calculated time)

The manually entered standard time for the task has

elapsed since the task started.

Transition – Any There is a transition from one phase to another.
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Event Name Event Occurs When

Transition - Non-Default There is a transition from one phase to a phase other

than the default target phase.

Understanding Query Roles

When you send notifications, you use a role to determine the recipient.  You reference the role

in the workflow action associated with the business project event.  You can use either user list

roles (also called static roles) or you can use query roles—roles that are dynamically resolved

based on a query (a role query) that you specify.

This section describes special considerations for query roles used in business project

workflow.

For more information about setting up role queries and query roles, see Advanced Query

Options in the PeopleSoft Query PeopleBook. For more information about delivered role

queries and query roles, see Understanding Delivered Workflow Objects in this chapter.

Deciding What Type of Data to Return

When writing role queries, you need to decide what type of data the query returns.

To send notifications to a worklist, the query must return a list of one or many user IDs.

To send notifications to an email address, the query can return one of two things:

• A list of one or many person IDs.

The system programmatically resolves the person IDs into email addresses based on

the primary email address associated with that person ID.

Warning!  If there is no email address associated with a person, no notification is

sent.

• A list of one or many email addresses.

If the query returns data in the format address@service.domain, the system assumes

the values are email addresses.

This type of query is useful for sending email notifications to email addresses that are

associated with provider groups rather than with person IDs.

There are some special considerations when sending notifications to provider groups. Because

provider groups have user IDs, you can send worklist notifications to a provider group's

worklist the same way you would send a worklist notification to an individual user's worklist.

The members of that provider group are responsible for monitoring the group worklist and

completing any tasks assigned to the group
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However, provider groups do not have person IDs.  Therefore, notifications sent to a provider

group are not automatically routed to the group's email addresses.  If you want to send an

email notification to a provider group, you have two options.  You can set up a query role that

returns the person IDs of all members of the group.  This sends a broadcast email to all group

members.  Alternatively, if there is an email address on record for the provider group, you can

set up a query role that returns the email address itself.

Using Bind Variables in a Query Role

Role queries accept bind variables that reference data from the page where the workflow

notification is triggered—in this case, the Business Project Status page or the Task Status

page.  When you set up the workflow action, you specify the record and field used to resolve

the bind variable.

When writing role queries, keep in mind which data is available to be bound into the query:

• If 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 a task-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 in order to return a user IDs person ID, or email address for

anyone associated with a case.  This strategy enables you to send notifications 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.

Understanding Workflow Actions

To set up business project workflow, you associate a business project event with a workflow

action.  Workflow actions are defined in the Workflow Actions component.

You can set up any kind of workflow process in a workflow action—not just notifications. For

example, you can trigger a process if the task is performed by an external process rather than

by a person.  By attaching processes to workflow rules and attaching those rules to business

project events, you can significantly extend the your business project functionality.

For example, PeopleSoft delivers the RC_BP_CASE the Application Engine 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 completed, you

ensure that cases are automatically closed as soon as their associated business projects are

done.
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Workflow actions that send notifications must conform to a strict set of requirements; be sure

you follow these requirements if you create your own workflow actions.  The following

procedure outlines the requirements.

For more information about creating workflow actions, see Defining Workflow in the

PeopleSoft CRM Application Fundamentals PeopleBook.

To configure a workflow action rule for a business project notification:

1. Create a role query that identifies the notification recipient.

a. Create a role query that returns user IDs if the notification is to be sent to a worklist.

b. Create a role query that returns person IDs or email addresses if the notification is to

be sent to an email address.

For more information about setting up role queries, see Advanced Query Options in the

PeopleSoft Query PeopleBook.

2. Create a query role based on the role query.

For more information about setting up query roles, see Roles in the Security

PeopleBook.

3. Select Define Business Rules, Define General Options, Use R-Z, Workflow Actions

The Workflow Action - Rule page appears.

4. Complete the Workflow Action - Rule page.

Enter a name for the workflow action.  Do not specify a message catalog entry; the system

derives the text of any email notifications from an email template instead.

For more information about email templates, see the Creating Email Templates chapter.

5. Go to the Workflow Action - Notifications page.

6. Enter a role name.

You can enter a user list role or a query role.  Be sure to use a query role that is

appropriate to the assignment type and the notification method.

7. Enter the appropriate bind variables for the query role associated with the role you

entered.

Be sure that the binds used will be available for the event that will trigger the workflow

action.  For example, a task ID is not available as a bind variable for a rule that will be tied
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to a Business Project Begins event because there is no specific task ID related to that

event.

8. Select RC_BUS_PROJECT in the Business Process Name field.

9. Select RC_BUS_PROJECT_ROUTING in the Activity Name field.

10. Enter the Event Name

a. Select Email Event if the notification is to be sent to a person's email address.

b. Select Task Worklist Event if the notification is to be sent to the Task Status worklist.

Notifications sent to this worklist include a link to the Task Status page.

Only task-related business project events should be associated with notifications sent

to the Task Status worklist.  For example, it doesn't make sense to use a Task Status

worklist notification with the BP - Begins (business project begins) event because this

event is not associated with any specific task.

c. Select Business Project Worklist Evnt if the notification is to be sent to the Business

Project Status worklist.  Notifications sent to this worklist include a link to the

Business Project Status page.

Any type of business project event can send a notification to the Business Project

Status worklist

Note.  Be sure that the event you enter and the role you enter are both configured for the

same type of notification—either a worklist notification or an email notification.

11. (Optional)  Enter scheduling information.

The Workflow Action - Notifications page include field for specifying Delay Mins (delay

minutes) and Repeat Times.

Delay Mins specified in the workflow action are not recognized if the triggering event is

time-specific. For example, a workflow action associated with a Maximum Time Exceeded

event ignores any delay in the workflow action because the maximum time for the task

takes precedence in determining when the workflow occurs.

Repeat Times specified in the workflow action are not used at all in business project

workflow.

12. Repeat steps 6-11 for each notification associated with the workflow action.

Remember that users can assign tasks to provider groups, to roles, or to people.  If the

notification is to be sent to the assignee set up a notification rule for each possible type of

assignee.  For any given assignment, one rule will be valid and the other two will return

zero users and will therefore be ignored.

This configuration ensures that there will be a valid rule even if the user changes the

assignment type for a particular instance of the task.
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Understanding Email Templates

When you set up business project notifications, you define the notification text for email

notification by selecting an email template.  Email templates are used for email notifications

only; worklist notifications do not include notification text.

You define email templates in the Email Template page.  Email templates are keyed by

component.  Templates used for business project notifications must be associated with the

RC_ BP_STATUS component and the RC_BP_STATUS component interface.

When you create an email template, you 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.

The DERIVED_RC_WF record contains several fields specific to business projects, phases,

and tasks.  One useful field is the DERIVED_RC_WF record is DESCR_PARENT_OBJ,

which stores the case summary.

Two other important fields in the DERIVED_RC_WF record are BP_STATUS_URL and

TASK_STATUS_URL.  These fields contain URLs that the notification recipient can use to

access the Business Process Status page and the Task Status page.  The

TASK_STATUS_URL field is particularly important, because the only way to access that

page is from a link in a notification—the page is not available through the menu structure.

When you add a URL to an email template, it's important that you understand which event

will use the email template.  Email templates that include the TASK_STATUS_URL field

should be associated only with task-specific events.  For example, it doesn't make sense to

include the TASK_STATUS_URL field in a notification associated with the event BP -

Begins (business project begins) because this event is not associated with a specific task.  In

this case, it makes sense to use the BP_STATUS_URL field, which is valid for any business

project event.

The DERIVED_RC_WF fields related to business projects are populated for all business

project events.  The fields related 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 you were to include this field in an 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, is will result in a blank value in the notification.

For more information about creating email templates and about the DERIVED_RC_WF

record, see Using the DERIVED_RC_WF Record in the "Creating Email Templates" chapter.

Understanding Delivered Workflow Objects

PeopleSoft delivers the following objects for you to use when setting up business project

workflow:
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Business Project Events

Business project events are all predefined; you select events from drop-down list boxes in the

Task - Assign/Events page or the Business Project - Events page.

Query Roles and Role Queries

The following tables list the query roles that PeopleSoft delivers.  Notice that you use different

query roles depending on the assignment type and the notification method.

The following query roles identify the person, provider group, or role associated with a task.

Query Role Name Description

Call Center BP Person Email Use this query role to send notifications to an email

address associated with a person to whom a task is

assigned.

Call Center BP Provider Email Use this query role to send notifications to an email

address associated with a provider group to which a

task is assigned.

Call Center BP Role Email Use this query role to send notifications to the

email addresses of all people associated with a role

to which a task is assigned.

Call Center BP Person Worklist Use this query role to send notifications to the

worklist associated with a person to whom a task is

assigned.

Call Center BP Provider Wlist Use this query role to send notifications to the

worklist associated with a provider group to which

a task is assigned.

Call Center BP Role Worklist Use this query role to send notifications to the

worklists of all people associated with a role to

which a task is assigned.

The following query roles identify the person or provider group associated with a case—the

case that the business project is associated with.

Query Role Name Description

Call Center BP Case Email Use this query role to send notifications to the

email address of the agent assigned to the case that

the business project is associated with.

Call Center BP Case Prov Email Use this query role to send notifications to the

email address of the provider group assigned to the

case that the business project is associated with.

Call Center BP Case Worklist Use this query role to send notifications to the

worklist of the person assigned to the case that the

business project is associated with.
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Query Role Name Description

Call Center BP Case Prov WL Use this query role to send notifications to the

worklist of the provider group assigned to the case

that the business project is associated with.

The delivered query roles require three bind variables.  The following table lists the variables

used with the query roles that identify a task assignee.  The table shows which record and field

provide the data to resolve the variable.

Variable Name Record Name Field Name

BUS_PROC_INSTANCE RC_TASK_STATUS BUS_PROC_INSTAN

CE

TRANS_FROM_NODE RC_TASK_STATUS TRANS_FROM_NOD

E

RC_TASK_ID RC_TASK_STATUS RC_TASK_ID

The query roles that identify a case assignee require only one bind:

Variable Name Record Name Field Name

BUS_PROC_INSTANCE RC_BP_STATUS BUS_PROC_INSTAN

CE.

PeopleTools Workflow Objects

Use the following PeopleTools Workflow objects when setting up business project workflow:

Workflow Object Name Object Type Description

RC_BUS_PROJECT Business

Process

Use this value for all notifications.

RC_BUS_PROJECT_ROUTING Activity Use this value for all notifications.

Email Event Event Use this value if the notification is to be sent to a

person's email address.

Task Worklist Event Event Use this event if the notification is to be sent to

the Task Status worklist.

Business Project Worklist Evnt Event Use this event if the notification is to be sent to

the Business Project Status worklist.

Workflow Actions

PeopleSoft provides the following workflow actions that you can use with your business

project workflow.
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Workflow Action Name Description

BP_CC_Assigned_To_Email Use this workflow action to send email

notifications to the person to whom a task is

assigned.

BP_CC_Assigned_To_Worklist Use this workflow action to send worklist

notifications to the person to whom a task is

assigned.  The worklist notification is sent to the

Task Status worklist and includes a link to the Task

Status page.

BP_CC_Case_Assigned_To_Email Use this workflow action to send email

notifications to the person assigned to the case with

which the business project is associated.

BP_CC_Case_Assigned_To_Worklis Use this workflow action to send worklist

notifications to 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 a link to the Task Status page.

BP_CC_Case_Close Use this workflow action with a Business Project

Ends event to close the associated case.  This

workflow action runs the RC_BP_CASE

Application Engine process, which closes the

associated case.

Workflow actions associated with task assignees include three routing rules: one to use if the

assignment type is Provider, one if the assignment type is Role, and one if the assignment type

is Person.  This configuration ensures that there will be a valid rule even if the user change the

assignment type for a particular instance of the task.

Workflow actions associated with case assignees include two routing rules: one to use if the

case is assigned to an agent, and one to use if the case is assigned to a 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.

You can use other workflow actions that you create.  For example, you can create worklist

actions that send notifications to the Business Project Status worklist.

Email Templates

PeopleSoft provides the following email templates for business project notifications.  You can

always modify the templates or create others.

Email Template Name Description

BP_TRANS_NO_DEFAULT BP Non-Default Transition

BP_TASK_BEGINS BP Task Begins

BP_TASK_ENDS BP Task Ends
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Email Template Name Description

BP_TASK_EXCEEDS_TIME BP Task Exceeds Time

BP_TASK_FAILS BP Task Fails

BP_TASK_REASSIGNED BP Task Reassigned

BP_TASK_SUCCEEDS BP Task Succeeds

BP_TRANSITION BP Transition

BP_BEGINS Business Project Begins

BP_COMPLETES Business Project Completes

BP_EXCEEDS_TIME Business Project Exceeds Time

PHS_TASKS_COMPLETE Phase Completes

PHS_EXCEEDS_TIME Phase Exceeds Time

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

PHS_TASKS_COMP_FAIL Tasks in Phase Fail

PHS_TASKS_COMP_SUCC Tasks in Phase are Successful

Creating Business Projects

To create a business project:

1. Design the business project.

The most effective design documents show the entire hierarchical structure of the business

project tree and its constituent phases and tasks.  This is most easily documented in a

flowchart diagram or in an outline format.

2. Create Workflow objects for your business project

a. Create query roles.

b. Create workflow actions.

c. Create email templates.
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PeopleSoft delivers query roles, workflow actions, and email templates that you can use,

or you can create your own.

For more information about the Workflow Action component, see Defining Workflow in the

PeopleSoft CRM Application Fundamentals PeopleBook. For more information about the

Email Template page, see the Creating Email Templates chapter.

3. Define tasks in the Task component

a. Describe the task on the Task page.

b. Define task assignment rules and task-related notifications on the Assign/Events page.

4. Define phases in the Phase component.

a. Describe the phase on the Phase page.

b. Still on the Phase page, specify the tasks that make up the phase.

5. Define the basic business project information on the Business Project page.

a. Describe the business project on the Business Project page.

b. Define the flow of phases on the Transitions page.

c. Define phase-related workflow on the Events page

d. On the Parent Object page, enter information about the object from which the business

project can be invoked.

6. (Optional)

Defining Tasks

You define tasks using the pages in the Task component.

You cannot modify existing tasks that are part of a business project that has an instance

currently in progress.  After all instances of the business project are marked complete, the

tasks become editable again.

Task Page

Usage Use the Task page to describe the work to be performed and the amount of time

it normally takes to complete.

You can also add costing information to the task definition, but this is strictly

informational—it does not drive any billing processes.

Object Name RC_TASK
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Navigation Define Business Rules, Structure Process Automation, Setup, Task

Prerequisites None

Access

Requirements

Enter a task ID.

Task page

General Information

Task The unique identifier for this task.

Description A summary of the task.

Short Description A brief summary of the task.

Time to Complete

Time Units The units to use when defining how long the task takes to

complete.  Valid values are Minute(s), Hour(s), and

Day(s).

Standard Time The amount of time this task normally takes, measured

according to the units of time that you selected.

Maximum Time The maximum amount of time this task should take,

measured according to the units of time that you selected.

Additional Page Controls

Billable Indicator Select this check box if the caller is to be billed for this

task.  Your external billing system can then query this

field for information.

External Select this check box if the task is performed and closed

by an external process rather than by a person.  This check

box is informational only
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Currency Code If the task is billable, enter the currency in which you

define the cost of the task.

Cost If the task is billable, enter the cost of the task, expressed

in the currency that you specify.

Comments Additional information and detailed comments about the

task.

Assign/Events Page

Usage Use the Assign/Events page to set up the rules for assigning tasks and to

establish workflow processing for the task.  Workflow that you set up for a task

is used by every business project that includes that task.

Object Name RC_TASK_EVENTS

Navigation Define Business Rules, Structure Process Automation, Setup, Task

Prerequisites Define the workflow action to be triggered.  If the action is a notification,

define the email template with the text of the notification.

Access

Requirements

Enter a task ID.

Assign/Events page

Assignment

Use the fields in the Assignment region to specify default assignment information.  If you do

not enter assignment information, the business project owner must assign the tasks.  Even if

you do enter assignment information, the business project owner can change the assignments.

Assignment Options Indicates whether the default task assignment is to a

Person, a Provider (provider group), or a Role.
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Assigned To Depending on the assignment option that you select,

specify the person, the provider group, or the role to which

the task will be assigned by default.

 If you set up workflow that sends a notification to the

assignee, the presence or absence of a default assignee

may influence your decision to associate the notification

with the Beginning of Task event or the Reassignment of

Task event.

Task Event Setup

Use the fields in the Task Event Setup region to configure workflow associated with a task.

You can create multiple events for each task.

For more information about using workflow in business projects, see Setting Up Workflow

for Business Projects in this chapter.

Task Event Select an event in order to associate a workflow

notification with that event.  You can send notifications

for any of the following events: Beginning of Task,

Failure of Task, Success of Task, Completion of Task,

Maximum Time Exceeded, Standard Time Exceeded,

and Reassignment of Task.

Rule Name Select the workflow action to use when the event occurs.

The workflow action parameters control who receives the

notification and whether the notification is sent to an

email address or a worklist.

Email Template If the notification is to be sent to an email address, select

the email template to use for the notification.  The

template definition determines what text the system puts

into the notification.  You use email templates to define

the notification text for email notifications only.  Worklist

notifications do not include message text.

 If you want the notification to include a link to the Task

Status page (so that the assignee can access the page to

update the task status), be sure to include that link in the

email template.

Task - References Page

Usage Use the Task - References page to see which phases and business projects

include this task.

Object Name RC_TASK_REFERENCES

Navigation Define Business Rules, Structure Process Automation, Setup, Task
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Prerequisites None.

Access

Requirements

Enter a task ID.

Task - References page

Phase The ID of the phase that references this task.

Business Project The ID of the business project that references this task.

Description The description of the phase or business project.

Defining Phases

You define phases using the pages in the Phase component.

You cannot modify the delivered End the Business Project phase except to modify the

descriptive text.  This phase is the implied target of the last phase in every branch in the

business project tree.

You cannot modify existing phases that are part of a business project that has an instance

currently in progress.  After all instances of the business project are marked complete, the

phases become editable again.

Phase Page

Usage Use the Phase page to describe a phase, to identify the tasks that make up the

phase, and optionally to override the automatically calculated information about

the time needed to complete the tasks.

You can also add costing information to the phase definition, but this is strictly

informational—it does not drive any billing processes.

Object Name RC_ACTIVITY

Navigation Define Business Rules, Structure Process Automation, Setup, Phase
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Prerequisites Create the tasks that make up the phase.

Access

Requirements

Enter a phase ID.

Phase page

General Phase Information

Phase The unique identifier for this phase.

Description A summary of the phase.

Short Description A brief summary of the phase.

Comments Additional information and detailed comments about the

phase.

Time to Complete

Time Units The units to use when defining how long the phase takes

to complete.  Valid values are Minute(s), Hour(s), and

Day(s).

Standard Time The amount of time this phase normally takes, measured

according to the units of time that you selected.  If you

enter a value in this field, the system ignores the standard

calculated time for this phase.

Maximum Time The maximum amount of time this phase should take,

measured according to the units of time that you selected.

If you enter a value in this field, the system ignores the

maximum calculated time for this phase.

Recalculate Times Click this button to update the values in the Standard

Calculated Time and Maximum Calculated Time fields

based on the times entered for all tasks that make up this

phase.
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 Be sure to recalculate times whenever you modify the task

list or the times associated with the tasks in the task list.  If

you do not recalculate the time, the system will use the

times that were calculated the last time you clicked this

button.

 Depending on your time units, it's possible for a calculated

time to be rounded down to zero.  For example, if a phase

is measured in hours and it is made up of tasks that are

measured in minutes, then the phase time is calculated as

zero hours if the total of all the task times is less than

thirty minutes.

Standard Calculated Time The sum of the standard times for all tasks in the phase.

Clicking the Recalculate Times button updates this field

based on the most current task list and task definitions.

The system ignores this value if you've manually entered a

standard time for this phase.

Maximum Calculated Time The sum of the maximum times for all tasks in the phase.

Clicking the Recalculate Times button updates this field

based on the most current task list and task definitions.

The system ignores this value if you've manually entered a

maximum time for this phase.

Billing Information

The billing information fields are strictly informational; they do not drive any billing

processes.

Currency Code The currency in which you define the cost of the phase.

Total Cost The cost of the phase, expressed in the currency that you

specify.

Task List

Sequence Use sequence numbers to establish the order in which the

tasks are to be performed. Tasks cannot be started until all

tasks with a lower sequence number are complete.   Tasks

with the same sequence number can be performed in

parallel.

 For example, if you set up tasks with sequence numbers of

1, 2, 2, and 3, then the task with sequence number one

must be completed first, then the two tasks with sequence

number two can be performed in any order.  The task with

sequence number three cannot be started until both tasks

with sequence number two are complete.

Required Select this check box if the task is required. A phase must

have at least one required task.
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 The system uses this information when determining when

to move from one phase to another—only required tasks

are evaluated when the system checks if all tasks in a

phase are complete.

Task The task ID for the task to be performed.

Description The task description as established on the Task page.

Phase - References Page

Usage Use the Phase - References page to see which business projects reference this

phase.

Object Name RC_ACTIV_REFERENCE

Navigation Define Business Rules, Structure Process Automation, Setup, Phase

Prerequisites None

Access

Requirements

Enter a phase ID.

Phase - References page

Business Project The ID of the business project that references this phase.

Description The description of the business project that references this

phase.

Defining Business Projects

You define business projects using the pages in the Business Project component.

Business projects are effective dated.  You cannot modify the effective-dated row of data if an

instance of the business project for that effective date is currently in progress.  After all

instances of the business project are marked complete, the business project becomes editable

again.
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Business Project Page

Usage Use the Business Project page to describe the process and optionally to override

the automatically calculated information about the time needed to complete the

tasks.

You can also add costing information to the business project definition, but this

is strictly informational—it does not drive any billing processes.

Object Name RC_BUS_PROCESS

Navigation Define Business Rules, Structure Process Automation, Setup, Business

Project

Prerequisites Create the phases that make up the business project

Access

Requirements

Enter a business project ID.

Business Project page

General Business Project Information

Use the fields at the top of the page to describe the business project and to make it available

for use: business projects must be current, active, and validated in order to be used.

For more information about validation, see Transition Rule Validation in this chapter.

Business Project The unique identifier for this business project.

Effective Date The effective date of the business project definition.
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Status The status of the business project definition as of the

effective date.  Valid values are Active and Inactive. The

default value is Inactive; be sure to change the status to

Active when the business project is ready for use.

Description A summary of the business project.

Short Description A brief summary of the business project.

Comments Additional information and detailed comments about the

business project.

Validate Business Project Click this button to check for conditions that make the

business project invalid.  If there are no such conditions,

the project is valid and the system selects the Validated

check box.

Validated The validation process selects this check box when there

are no validation errors. You cannot use a business project

until it has been successfully validated.

Time to Complete

Time Units The units to use when defining how long the business

project takes to complete.  Valid values are Minute(s),

Hour(s), and Day(s)

Standard Time The amount of time this business project normally takes,

measured according to the units of time that you selected.

If you enter a value in this field, the system ignores the

standard calculated time for this business project.

Maximum Time The maximum amount of time this business project should

take, measured according to the units of time that you

selected.  If you enter a value in this field, the system

ignores the maximum calculated time for this business

project.

Standard Calculated Time The sum of the standard times for all phases in the

business project.  The system ignores this value if you've

manually entered a standard time for this business project.

The system calculates this time when you validate the

business project.

 Depending on your time units, it's possible for a calculated

time to be rounded down to zero.  For example, if a

business project is measured in hours and it is made up of

phases that are measured in minutes, then the business

project time is calculated as zero hours if the total of all

the phase times is less than thirty minutes.
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Maximum Calculated Time The sum of the maximum times for all phases in the

business project.  The system ignores this value if you've

manually entered a maximum time for this business

project. The system calculates this time when you validate

the business project.

Billing Information

Currency Code The currency in which you define the cost of the business

project.

Total Cost The cost of the business project, expressed in the currency

that you specify.

Transitions Page

Usage Use the Transitions page to define the flow of phases within the business

project.  In this page, you create the hierarchical structure for the phases in the

business project, and you define the transition rules that determine which phase

to start if there are multiple paths available.

Object Name RC_BP_TRANSITIONS

Navigation Define Business Rules, Structure Process Automation, Setup, Business

Project

Prerequisites  

Access

Requirements

Enter a business project ID.
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Transitions page

General Business Project Information

Business Project The unique identifier for this business project.

Effective Date The effective date of the business project definition.

Business Project Tree

The left side of the Transitions page displays the business project tree—the hierarchical

representation of the phases in the business project.  In the tree, each phase is a child of the

phase that precedes it.  Phases that are siblings in the tree represent mutually exclusive paths

through the business project. Tasks do not appear in the tree.

When you click a phase in the tree, the phase name becomes bold black to indicate that this is

the currently selected phase.  At the same time, the right side of the page displays the

transition definition fields for that phase.

The following fields help you view the tree.

First, Previous, Next, Last,

Left, Right

These links help you move around the tree when the tree

is too large to be displayed in its entirety.

Update Tree Click this button to refresh the business project tree after

you've added or deleted a phase.
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Business Project Validation

Validate Business Project Click this button to validate the business project.  The

system then checks for various conditions that make the

business project invalid.  If the business project is valid,

the system selects the Validated check box.

Validated If this check box is selected, the system has successfully

validated the business project.  If you make any changes

to the business project, the system clears this check box,

and you must revalidate the business project before you

can use it.

Transition Definition

The Transition Definition region shows information about the phase currently selected from

the business project tree.

Start Phase The currently selected phase.

Automatic Select this option when you want to set up automatic

transition rules to determine when to transition to one of

the start phase's targets.

Manual Select this option when you want users to manually

transition from the start phase to one of its targets.

Delete Phase Click this button to delete the start phase from the

business project tree.  Delete a phase removes all

subsequent phases from the tree as well.

Target Phase

The Target Phase region displays information about all of the start phase's possible targets,

including information about when to automatically transition to each target.

Target Phase A target of the currently selected phase.  If the start phase

has no targets, the target phase is End the Business

Process You cannot delete the End the Business Process

phase except by adding an alternative target.

Add Phase Click this button to add a new target phase with no value

in the Target Phase field.  To finish adding the target and

to see the new target reflected in the business project tree,

select a phase in the Target Phase field and click the

Update Tree button.

Default Target Phase Select this check box to make the current target phase the

default target.  If all required tasks within a phase are

complete and none of the automatic transition criteria for

the phase have been satisfied, then the system transitions

to the default target phase.  The default is not used for

phases that use manual transitions.
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 You can only set one default target phase for each source

phase.

Automatic Transition When

Use the fields under the Automatic transition when text to set the criteria that the system

uses to automatically transition 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

Select this check box if you want to transition to the

current target phase only after all required tasks in the

source phase have the status Complete - Success.

All tasks completed, but one

failed

Select this check box if you want to transition to the

current target phase after all required tasks are completed,

but one or more has the status Complete - Failed.

Any task fails
Select this check box if you want to transition to the

current target phase immediately after any required task

has a status of Complete - Failed, without waiting for the

completion (successful or failed) of the other tasks in the

phase.

If you select this check box for any of a source phase's

targets, the check box All tasks completed, but one

failed becomes invalid for all other targets.  This is

because the system will transition as soon as a task fails,

so there's no possibility of meeting the "all tasks

completed" portion of the criteria.

The tasks do not complete

in time

Select this check box if you want to transition to the

current target phase when the required tasks are not

completed in time.  The allowable time is determined

based on the Maximum Time field on the Business Project

phase.  If you did not enter a maximum time, the

allowable time is based on the Maximum Calculated Time

on the Business Project page. If the maximum time or

maximum calculated time is zero, the transition happens

immediately.

Creating Business Project Trees

To add the first phase to the business project:

1. Open the Transitions page.

When you haven't yet added any phases to a tree, the business project tree includes an

Enter a Start Phase link, and the Transition Definition region has a Start Phase field,

but no Target Phase field.

2. Select a start phase from the drop-down list box.
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The Start Phase drop-down list box shows all existing phases.

3. Click the Update Tree button.

The system adds the specified start phase to the business project tree.

If you want to change the start phase, simply select it and then choose a new value from

the Start Phase drop-down list box.

To add additional phases to a business project:

1. Open the Transitions page.

2. In the business project tree, select the phase that should be performed before the new

phase.

You must add a new phase as a target of an existing phase.

3. Click the Add button.

The Transition Definition region displays the name of the currently selected phase in the

Start Phase field; the Target Phase field is clear.

4. Select the new target phase by selecting a value from the Target Phase drop-down list

box.

5. Click the Update Tree button.

The system adds the new phase to the business project tree.

Business Project - Events Page

Usage Use the Business Project - Events page to establish workflow processing for the

business project.

For more information about using workflow in business projects, see Setting

Up Workflow for Business Projects in this chapter.

Object Name RC_BP_EVENTS

Navigation Define Business Rules, Structure Process Automation, Setup, Business

Project

Prerequisites Define the workflow action to be triggered.  If the action is a notification,

define the email template with the text of the notification.

Access

Requirements

Enter a business project ID.



P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K J U N E  2 0 0 1

7 - 3 4      S E T T I N G  U P B U S I N E S S  P R O J E C T S P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L

Business Project - Events page

Notification Type Select an event in order to associate a workflow

notification with that event.  You can send notifications

for any of the following events: BP - Begins, BP -

Completes, BP - Exceeds Max Calc Time, BP - Exceeds

Max Time, BP - Exceeds Stan Calc Time, BP - Exceeds

Stan Time, Phs - Begins, Phs - Completes, Phs - Exceeds

Max Cal Time, Phs - Exceeds Stan Calc Time, Phs -

Exceeds Stan Tim, Phs - Exceeds Max Time, Task -

Exceeds Max Time, Task - Exceeds Stan Time,

Transition - Any, or Transition - Non-Default

For more information about these events, see

Understanding Business Project Events in this chapter.

Rule Name Select the workflow action to use when the event occurs.

The workflow action parameters control who receives the

notification and whether the notification is sent to an

email address or a worklist.

Email Template If the notification is to be sent to an email address, select

the email template to use for the notification.  The

template definition determines what text the system puts

into the notification.  You use email templates to define

the notification text for email notifications only.  Worklist

notifications do not include message text.

 If you want the notification to include a link to the Task

Status page (so that the assignee can access the page to

update the task status), be sure to include that link in the

email template.
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Parent Object Page

Usage Use the Parent Object page to record information related to the page from

which the business project can be initiated.  In PeopleSoft 8 CRM, the only

valid parent object is a case.

Object Name RC_BUS_PROC_PARENT

Navigation Define Business Rules, Structure Process Automation, Setup, Business

Project

Prerequisites None

Access

Requirements

Enter a business project ID.

Parent Object page

BP Information Location

The BP Information Location fields establish the relationship between the business project

and the parent object—an object such as a case that can invoke the business project.

Record that Stores the

Business Project Instance

Business project instances are always associated with a

parent object.  Use this field to identify that parent object.

In PeopleSoft 8 CRM, cases are the only type of object

that can be associated with business project instances, so

you always enter RC_CASE in this field.

Field that Stores the

Business Project Instance

Identify the field on the parent object record where the

business project instance ID is stored.  Enter

BUS_PROC_INSTANCE in this field.

Record that Stores the

Parent Object Information

The business project references information from the

parent object that provides contextual information about a

particular instance of the business project.
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 For example, if you have a business project you use to

issue a new computer, you can reference data from the

parent object to identify the person for whom the

computer is being built.

 Because business projects are always associated with

cases, enter RC_CASE in this field.

Field that Stores the Parent

Object Information

Select the field that contains the contextual information

that you want to display on the Business Project Status

page and the Task Status page.  If you do not select a

field, then those pages will not have any contextual

information and they will look the same for every instance

of the business project.

 You can reference any case field, but the most useful field

is probably the case summary. To use the case summary,

enter RC_SUMMARY.
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Setting Up RMA Processing

Return material authorization (RMA) functions and real-time item balance and availability

checks in PeopleSoft CRM Support require integration with inventory and purchasing

systems.  This chapter highlights requirements, recommendations, and detail points to

consider when implementing PeopleSoft CRM Support with PeopleSoft Inventory and

PeopleSoft Purchasing in the PeopleSoft Supply Chain Management product line.

This chapter is relevant only to PeopleSoft CRM Support; PeopleSoft CRM HelpDesk does

not incorporate RMA functionality.

For more information about RMA transactions in PeopleSoft CRM Support, see the

Managing Material Returns chapter.  For more information about the real-time item balance

and availability checks, see Checking Item Balances and Availability in the PeopleSoft CRM

Application Fundamentals PeopleBook.

Activating the Required Application Message EIPs

Implementation of RMA functionality in PeopleSoft CRM Support requires activation of the

following EIPs: the Business Unit EIP, the Item Master EIP, the Customer EIP, the Product

EIP, the RMA Form EIP, and the Purchase Order Requisition EIP.  As delivered, PeopleSoft

EIP application messages are inactive.  In both your PeopleSoft CRM and PeopleSoft Supply

Chain Management systems, you must activate the required application messages, set the

associated message channel to run mode, define the publication or subscription routing rules,

and configure an existing message node or define a new message node.

For more information about application messaging technology, see PeopleSoft Application

Messaging in the PeopleTools PeopleBook. For more information about the application

message EIPs that support material management transactions, see Using the EIP Catalog in the

PeopleSoft Enterprise Integration PeopleBook.

Setting Up Business Interlinks

The Item Balance EIP is a business interlink EIP.  When you implement this EIP, you must

modify the business interlink definition, RF_IN_ITEM_BALANCES, to reference the correct

merchant URL, user ID, and password for Peoplesoft Inventory.
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For more information about implementing business interlinks, see PeopleSoft Integration

Tools and Utilities in the PeopleTools PeopleBook. For more information about setup

requirements specific to the RF_IN_ITEM_BALANCES EIP, see Using the EIP Catalog in

the PeopleSoft Enterprise Integration PeopleBook.

Defining Call Center Business Units

On the Call Center BU page, select the RMA Creation option for each call center business unit

in your enterprise that can create RMAs for customers and define a Return To IBU (inventory

business unit).  The Return To IBU is the default value the system uses when RMAs are

initiated from a case created for the call center business unit.

Note that business units defined in PeopleSoft Supply Chain Management are available for

selection on the Call Center BU page in PeopleSoft CRM Support only if the Business Unit

EIP has been implemented.

For more information about call center business unit definition, see the Defining Call Center

Business Units chapter.

Defining Items

Item information in PeopleSoft CRM must be synchronized with item information in

PeopleSoft Supply Chain Management.  Although PeopleSoft CRM pages enable you to

manually enter item information in PeopleSoft CRM, we recommend that you use the Item

Master - CRM EIP to populate item tables in PeopleSoft CRM with the master item data in

PeopleSoft Supply Chain Management.  Once the Item Master - CRM EIP has been activated,

however, the pages of the Item Definition component in PeopleSoft CRM can only be used to

view item information.  You will be unable to add or update item definitions in PeopleSoft

CRM.

As delivered, PeopleSoft EIP application messages are inactive.  In both your PeopleSoft

CRM and PeopleSoft Supply Chain Management systems, you must activate the required

application messages of the Item Master - CRM EIP, set the associated message channel to

run mode, define the publication or subscription routing rules, and configure an existing

message node or define a new message node.

PeopleSoft CRM stores only a subset of the item attributes defined in PeopleSoft Supply

Chain Management—only the item attributes that are used in PeopleSoft CRM are

synchronized. To view the complete item definition, use the item definition components in

PeopleSoft Supply Chain Management.

Item definitions in PeopleSoft CRM are stored only at the setID level.  Therefore, it is possible

that a particular item may have a status of Active at the setID level but a status of Inactive in

any of the business units in which it is defined.
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For more information about item definition in PeopleSoft Supply Chain Management, see

the PeopleSoft CRM Application Fundamentals PeopleBook.

Defining Defaults and Procurement Options for Requisition

Processing

Call center business units in PeopleSoft CRM that can create RMAs must be defined as a valid

source of requisitions in PeopleSoft Supply Chain Management. Using the Requisition Loader

Defaults component in PeopleSoft Supply Chain Management, you define each call center

business unit as a Loader BU and establish processing defaults for requisitions staged by the

call center business unit, including the purchasing business unit in PeopleSoft Purchasing that

will process the requisitions.

When defining procurement options in PeopleSoft Supply Chain Management, you can

associate the call center business unit with an appropriate distribution network on the Ship To

Locations page.  Sourcing processes in PeopleSoft Purchasing can be configured to check

available quantity first in the distribution network before creating a purchase order with an

external vendor.  If quantity exists in one of the inventory business units in the defined

distribution network, a material stock request is created to fulfill the requisition.  Inventory

business units representing field service trucks should not be included in distribution

networks.

Note that business units defined in PeopleSoft CRM Support are available for selection on

pages in PeopleSoft Supply Chain Management only if the Business Unit EIP has been

implemented.

For more information about requisitions, sourcing processes, distribution networks, and

purchase orders in PeopleSoft Purchasing, see the PeopleSoft Purchasing PeopleBook and the

PeopleSoft Applications Fundamentals for FSCM PeopleBook. For more information about

interunit transfers in PeopleSoft Inventory, see the PeopleSoft Inventory PeopleBook.

Understanding Requisition IDs

For requisitions initiated for advanced return RMAs in PeopleSoft CRM Support, the system

sets the requisition ID equal to the RMA ID.  RMA IDs are limited to 10 digits.

Defining Valid Requisition Requester IDs

Every requisition generated in PeopleSoft CRM includes a requester ID, representing the

person or entity that initiates a requisition request.  For requisitions initiated from the Manage

Material page, the system populates the Requester field with the default requester ID defined

on the User Preferences - Overall Preferences page.  You can select an alternate requester ID

as necessary; however, the requester ID on requisitions staged in PeopleSoft Purchasing must

be defined as a valid requester ID in PeopleSoft Supply Chain Management.  Requesters are
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established on the Requester Setup page in PeopleSoft Supply Chain Management under the

Structure Procurement Options menu.

You can setup requester IDs that are associated with multiple user IDs.  In this case, a

requester ID represents a specific group or region.  Setting up requester IDs in this manner

enables you to monitor requisitions staged by the associated group or region rather than by a

specific person in the Requisition Workbench in PeopleSoft Purchasing.

For more information about establishing valid requisition requesters in PeopleSoft Supply

Chain Management, see the PeopleSoft Applications Fundamentals for FSCM PeopleBook.

For more information about the Requisition Workbench, see the PeopleSoft Purchasing

PeopleBook.

Setting Up Links to PeopleSoft Purchasing and PeopleSoft

Inventory

When using the RMA Form component within the portal, users can link to the Requisition

Workbench component in PeopleSoft Purchasing and the Item/Product Availability inquiry

component in PeopleSoft Inventory.  Implementation of these links depends on where the

portal is installed in your system.  If the portal is installed on the CRM database, no further

setup is required.  However, if the portal is not installed on the CRM database, you must

change the URL for the RF_FDM_LINKS entry in the URL Catalog to point to the database

on the portal for PeopleSoft Supply Chain Management.  Change the URL for the

RF_FDM_LINKS entry on the URL Maintenance page under the Utilities menu in

PeopleTools.

For more information about implementing portal functionality, see Portal Technology in the

PeopleTools PeopleBook. For more information about the URL Maintenance page, see

PeopleTools Utilities in the PeopleTools PeopleBook.

Synchronizing Problem Codes and Reason Codes

When creating an RMA in PeopleSoft CRM Support, you must specify a problem code.  You

set up problem codes for RMAs on the Problem Code page under the Define General Options

menu.  If you are integrating with PeopleSoft Inventory, the problem codes you select for

RMAs in PeopleSoft CRM Support must match the reason codes established on the Reason

Code page in PeopleSoft Inventory.  In addition, the matching reason codes in PeopleSoft

Inventory must be defined with a reason type of Return Material Authorization.  When the

RMA form is created in PeopleSoft Inventory, the problem code is used as the reason code.  If

the reason code on the RMA form does not exist in PeopleSoft Inventory, an error is logged

when the RMA EIP application message is processed.
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For more information about defining problem codes in PeopleSoft CRM Support, see

Setting Up Call Center Attributes in the PeopleSoft CRM Support and PeopleSoft CRM

HelpDesk PeopleBook. For more information about defining reason codes in PeopleSoft

Inventory, see the PeopleSoft Application Fundamentals for FSCM PeopleBook.

Viewing RMA Status

The RMA status field is included on the RMA record in PeopleSoft CRM Support.  However,

the RMA status field is not displayed on the pages on the RMA Form component because the

RMA status in PeopleSoft CRM Support is not updated by PeopleSoft Inventory.

If your implementation includes PeopleSoft Inventory and you have logged on to the portal

using the single sign-on feature, you can click the View Status link on the RMA Form

component in PeopleSoft CRM Support to access PeopleSoft Inventory’s RMA Form page.

On the RMA Form page in PeopleSoft Inventory, you can check the status of the RMA.  The

View Status link is disabled in Add mode.

For more information about RMA status in PeopleSoft Inventory, see the PeopleSoft

Inventory PeopleBook. For more information about using the Requisition Workbench, see

the PeopleSoft Purchasing PeopleBook. For more information about PeopleSoft’s portal

technology, see Portal Technology in the PeopleTools PeopleBook.

Processing Return-and-Replace RMAs in PeopleSoft Supply Chain

Management

Orders for return-and-replace RMAs are not created until the returned material has been

physically received at the specified return to inventory business unit.  When a person records

receipt of material on a return-and-replace RMA in PeopleSoft Inventory, the system displays

a message indicating that a replacement order is required.  Depending on your business

process rules, the person manually enters a material stock request in PeopleSoft Inventory or a

requisition in PeopleSoft Purchasing to replace the customer’s returned material.  The person

receiving the returned material uses the information on the RMA, such as the customer’s

address and information about the item and quantity returned to create the replacement order.

To facilitate tracking of the replacement order in PeopleSoft Inventory or PeopleSoft

Purchasing, the replacement requisitions or material stock requests should be created using the

same ID as the RMA.
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Setting Up Credit Card Processing

PeopleSoft CRM Support facilitates credit card processing through integration with

CyberSource, a third-party credit card authorization and payment application.  If you use

CyberSource, agents can use the Authorize Credit Card page to submit the transaction to

CyberSource for authorization, billing, or credits (depending on which types of transactions

you permit.)

If you choose not use CyberSource, then the Authorize Credit Card page merely captures the

information for use with your own solution for processing credit card payments.

This chapter, which explains how to set up credit card processing, is relevant only to

PeopleSoft CRM Support; PeopleSoft CRM HelpDesk does not incorporate credit card

functionality.

For more information about submitting credit card transactions, see the Managing Credit

Card Payments chapter.

Overview of Credit Card Processing

This section explains your options for handling credit card processing.

Understanding Manual Processing

If you choose not use CyberSource, then the Authorize Credit Card page merely captures the

information for use with your own solution for processing credit card payments.

In order to support manual processing, you need to build or supply your own process to read

credit card data from the PeopleSoft tables and process the credit card transaction.

Understanding CyberSource Integration

The Credit Card Authorize, Bill, and Credit EIP (enterprise integration point) enables

integration between PeopleSoft CRM Support and CyberSource.  The EIP includes a business

interlink, CREDITCARD_TRANSACTION.  You activate the business interlink by entering

your CyberSource Merchant ID in the CyberSource Setup page.
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For more information about the Credit Card Authorize, Bill, and Credit EIP, see Using the

EIP Catalog in the PeopleSoft Enterprise Integration PeopleBook.

Important!  PeopleSoft does not ship any CyberSource code or programs.  You must contact

CyberSource (http://www.cybersource.com) to contract for their services and to obtain your

CyberSource Merchant ID and supporting files. When you contact CyberSource, be sure to

identify yourself as a PeopleSoft customer.

For more information about setting up CyberSource integration, see your PeopleSoft CRM

installation documentation.

CyberSource Transaction Types

You can submit four types of transactions to CyberSource; you choose which ones are

available to your agents:

Transaction Option CyberSource Processing

Authorize Only CyberSource verifies that the card is valid for the charge (the customer

has enough credit to pay for the order, the card is not stolen, and so on).

CyberSource does not bill the credit card.

Bill Only CyberSource bills the card without first verifying that the card is valid

for the charge.  Select this option if you have preauthorized the

transaction and you want to submit the transaction for billing only.

Authorize and Bill CyberSource performs both authorization and billing.  CyberSource

charge the customer's credit card upon receiving Authorization.

Credit Only CyberSource credits the customer's credit card.

Even if CyberSource charges or credits the customer's credit card, you still need a separate

mechanism to handle your internal billing and accounting.  And if your call center agents are

responsible for submitting authorization transactions without corresponding billing

transactions, you need to implement a process to submit the CyberSource-approved

transactions for billing.

PeopleSoft CRM Support records all transactions—authorizations, charges, and credits—in a

transaction history table (the PS_RC_CRDT_CRD_HST table).  You can then query this table

for data to feed into your billing and accounting system.

CyberSource Log Files

In the CyberSource Setup page, you can configure the system to log your CyberSource

transaction activity.  If you choose to log your activity, the system creates a log file,

CreditCardTrace.txt, in your PeopleTools APPSERV directory in the subdirectory with the

same name as your database (X:\PT820\APPSERV\mydatabase\CreditCardTrace.txt).
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The log file contains a list of the parameters passed for each credit card transaction. If the file

already exists, new transactions are added to the end of the file, thereby providing a running

log.

You can reconfigure the Credit Card Processing EIP to give the trace file a different name or

location.  To do this, you must use modify the CREDITCARD_TRANSACTION business

interlink using PeopleSoft Application Designer.

Setting Up Credit Card Processing

There are two pages you need to complete in order to set up credit card processing:

• Credit Card Setup page

• CyberSource Setup page

Credit Card Setup Page

Usage Use the Credit Card Setup page to define the types of credit cards you accept

for credit card processing.  This setup is required for both manual credit card

processing and CyberSource credit card processing.

PeopleSoft delivers data for most of the popular credit card types; you can

modify the existing definitions or add to them, but you do not have to create

new definitions if your organization uses what is supplied.

Object Name RC_CRDT_CRD_TYP

Navigation Define Business Roles, Structure Call Center, Setup, Credit Card Setup

Prerequisites None

Access

Requirements

Select a credit card type and a credit card name
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Credit Card Setup page

Credit Card Type In the Credit Card Setup page, each credit card type is

represented by a number: 01 for Visa, 02 for MasterCard,

03 for Diners Club/Carte Blanche, 04 for American

Express, and 05 for Discover.  The search dialog box for

this page displays the full name of the credit card type.

Credit Card Name A credit card name such as Visa or MasterCard.  This

normally matches the credit card type.  The name helps

you identify the card without having to remember the

credit card type codes.

Credit Card Number

Length

The number of digits in the credit card number.  Each type

of credit card has a standard credit card number length.

Before transmitting a request to CyberSource, the system

validates the credit card number length.

Credit Card Status Select Active if you accept this type of credit card.  Select

Inactive if you don't accept this type of credit card.

Inactive credit card types do not appear as valid values in

the Authorize Credit Card page.

Credit Card Valid Prefixes Enter all valid prefixes for this type of credit card.  Enter

multiple prefixes in comma-separated format with no

spaces in between.  (The system removes any characters

other than numbers and commas when you tab out of the

field.)  Before transmitting a request to CyberSource, the

system validates that the credit card number starts with a

valid prefix.

Use Check Digit Algorithm
Choose whether to use the MOD 10 Digit Check

algorithm to validate credit card numbers before

transmitting requests to CyberSource.  The MOD 10 Digit

Check is an algorithm that verifies whether card numbers

you enter into the system are legitimate credit card

numbers.

Select Y (yes) to use digit checking; select N (no) if you

don't want the system to perform a validation check.
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CyberSource Setup Page

Usage Use the CyberSource Setup page to set up the connection parameters for credit

card processing calls to CyberSource, a third-party credit card authorization and

payment vendor.

Object Name RC_INSTALLATION_CR

Navigation Define Business Roles, Structure Call Center, Setup, CyberSource Setup

Prerequisites Before you set up credit card processing options, you need to establish your

merchant account with CyberSource.

Access

Requirements

None

CyberSource Setup page

General Credit Card Processing Information

Credit Card Merchant ID
Enter the merchant ID supplied by CyberSource.  You

must have a merchant ID in order for the Submit button to

appear on the Credit Card Authorization page.

Credit Card Hist Backup

Days (credit card history

backup days)

This field does not currently affect retention of credit card

authorization history. If you create a process that archives

history records, you can use this field to specify the

number of days that you retain credit card authorization

history records.

Credit Card Tracing
In the Credit Card Tracing field, you can choose how to

track the CyberSource transactions.  Select from the

following options:

Connect with Trace: Connect to CyberSource and create

a trace file.
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No Connect with Trace: Create a trace file only. Do not

attempt to connect to CyberSource. Use this option to test

or troubleshoot your credit card transaction data. The

parameters that would have been sent are still written to

the trace file, but no transmission attempt is made.

Production: Send data directly to CyberSource without

creating a trace file. This is the most efficient method of

transmitting your data; however, you have no record of

the passed parameters if you need to review the data.

Vendor Trace: Invoke a troubleshooting utility provided

by CyberSource to aid in diagnosing connection problems.

See your CyberSource documentation for more

information about the troubleshooting file,

ICSAPILOG.TXT, created by this utility.

Online Transmission Retrys
Enter a value between 0 and 9 to specify how many times

the system should reattempt transmissions in the event of

transmission failure.

Address Verification Flag
Credit card transmissions can potentially fail authorization

if the address you send doesn't exactly match the billing

address for the credit card. Set the Address Verification

Flag to Add Ver ON (address verification on) to specify

that you want the transaction to fail if the address you

send does not match the credit card billing address. Select

Add Vr OFF (address verification off) to specify that you

don't want transactions to fail if the address you send does

not match the billing address on the credit card. Add Ver

On is the default.

Allow Agents to Process

Credit Card Transaction

Types

Choose which types of transactions your agents are

allowed to submit.  Disallowed transaction types are not

available on the Authorize Credit Card page.  Select from

the following options:

Authorize and Bill: Agents can submit both charge

transactions and authorization-only transactions.

Authorize Only: Agents can submit authorization-only

transactions, but cannot submit charge transactions.

Bill Only: Agents can submit charge transactions, but

cannot submit authorization-only transactions.

Credit Only: Agents can submit only credit transactions.
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Process Credits Select this check box to permit agents to submit credit

transactions as well as billing transactions.  This option is

available only if you select either Authorize and Bill or

Bill Only in the Credit Card Transaction Types field.

Connection Parameters

CyberSource provides you with information you need in order to connect to their system.

Enter that information here so that PeopleSoft can make the connection when you submit a

transaction for authorization.

Credit Card Processing

Server

Enter the credit card processing server supplied by

CyberSource.

Credit Card IP Override Enter the credit card IP override if supplied by

CyberSource.

For more information about connections, consult your CyberSource documentation.  We

recommend that you verify all connection requirements with CyberSource.
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Setting Up Case Auditing

There are two pages in the case component where you can review the history of the case.  The

Case History page displays an event-driven history of the case; the Audit Trail page displays a

database-level view of the changes that have been made to the case.

This chapter explains how to configure the case auditing to capture the fields and changes

you're interested in.

Important!  PeopleSoft delivers the system with auditing features turned off.  Turning on

auditing can severely impact application performance.  Analyze your audit needs carefully to

ensure that you turn on auditing only when there is a strong business reason to do so.

Overview of Auditing

This section describes the differences between the Case History page and the Audit Trail page

and provides a high-level summary of how to set up auditing.

Comparing the Case History and Audit Trail

The Case History page displays information about major events in the life of the case.  The

information includes a description of the event and details of any field changes associated with

the event.  You can define case history events using complex conditional statements.  For

example, you can configure the case history to show changes to a field only when it changes

to or from a particular value.

You set up case history processing using component event models and event sets.

The Audit Trail page displays record-level changes to case data.  You can choose which fields

in the record to audit and which types of changes to capture (adding, updating, displaying, or

deleting data).  You cannot incorporate logic based on the value of the fields; the system

captures changes without regard to the data being changed.

You set up audit processing using Application Designer and using the Audit Setup page.

Case history is geared toward the user who needs a convenient summary of the major events

in the life of a case.  The audit trail complements the case history by providing a mechanism

for keeping a detailed change history without cluttering up the Case History page.
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For more information about setting up case history processing, see the Setting Up

Component Event Processing chapter.

Setting Up Auditing

To set up case auditing:

1. Review the audit record RC_CASE_AUDIT to understand which fields are audited.

RC_CASE_AUDIT is the audit record for the case component—the record that stores the

audit trail data.  The structure of this record determines which fields get audited.

To change which fields get audited, you can modify the record definition using PeopleSoft

Application Designer.  However, this is an unsupported customization.

For more information about the structure of RC_CASE_AUDIT see Modifying the

Audit Record in this chapter.

2. Use the Audit Setup page to choose the actions to capture.

You can capture any of the following actions: adding data, changing data, selecting

(viewing) data, and deleting data.  This is determined by the settings in the Audit Setup

page.

As delivered, the system does not capture any actions.  This means that auditing is

effectively turned off.  To activate auditing, go to the Audit Setup page and select the

actions that you want the system to capture.

It's important to understand that when you activate auditing in the Audit Setup page, you

are turning on auditing only for those fields included in the audit record.  The Audit Setup

page does not provide the ability to choose which fields are audited; to change the fields

that are audited, you must redefine the audit record using Application Designer.

Audit - Setup Page

Usage Use the Audit - Setup page to choose which types of field changes to capture.

This page does not provide options for choosing which fields to audit—only

which actions to capture for the fields included in the audit record.

Object Name RC_COMP_AUDIT

Navigation Define Business Rules, Structure Call Center, Use, Audit – Setup

Prerequisites Establish the audit record in Application Designer.

Access

Requirements

Enter the component name.
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Audit - Setup page

Source and Target Records

Component Name The object name of the case component.  PeopleSoft

delivers entries for RC_ CASE_SW (the support case

component) and RC_ CASE_HD (the helpdesk case

component).

 Although you configure this at the component level, the

processing all occurs at the record level.  Therefore, when

multiple components are based on the same record, the

system captures data changes regardless of which

component the user was in when making the change. For

example, the auditing you establish for the

RC_CASE_SW component is also valid for the self-

service case components, which are based on the same

records.

 To the extent that RC_CASE_SW and RC_CASE_HD are

based on the same records, the auditing you establish for

one of these components will also apply to the other.

Description A description for the auditing rules.

Audit Record Name The record where the system stores information about data

changes.  The structure of this record determines which

fields get audited.

Record (Table) Name The records associated with the component being audited.

The Case component includes data from several records.

Events to Capture

You use the Audit - Setup page to determine which events are captured.  For each record

being audited, you can select up to four events to capture: Add, Update, Select, and Delete.

It's important to understand that these options apply to all audited fields in the specified

record.  You cannot set any field-level options in this page; all fields in a record must use the

same auditing rules.
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All auditing is based on differences between the field values at the time the component is

opened and the values at the time the component is saved.  If a user saves several times while

working in a component, each save triggers auditing activity.

Add Select this check box if you want the system to capture the

change every time a value is added to any of the fields

being audited.  A value is considered to have been added

in two situations:

• When there is data in the field the first time you save a

new row of data.  For example, if you create a new

case, the values in all non-blank fields are considered

"added" the first time you save that case.

• When you save data in a field that was previously

null.

Update Select this check box if you want the system to capture the

change every time the value of any of the audited fields is

updated.  A value is considered updated when a new non-

null value is different from the previous non-null value.

Select Select this check box if you want the system to capture the

change every time the value of any of the audited fields is

selected.  A value is considered selected any time

someone displays the page where the field appears.

Delete Select this check box if you want the system to capture the

change every time the value of any of the audited fields is

deleted.  A value is considered deleted any time a null

value replaces a non-null value.

Display Options

Show Field Label Select this check box if you want the Audit Trail page to

show the field labels rather than the field's object name.

For example, if you're auditing the RC_PRIORITY field,

selecting this check box will cause the Audit Trail page to

refer to this field as "Priority" rather than

"RC_PRIORITY."

 If this check box is clear, the Audit Trail page displays

field values.  If the audited field has translate (xlat) values,

the xlat long value appears.

Modifying the Audit Record

This topic describes the structure of the RC_CASE_AUDIT record—the record where the

audit trail is stored.  The structure of this record determines which fields get audited when you

turn on auditing in the Audit - Setup page.  The RC_CASE_AUDIT record stores information

from both support cases and help desk cases.
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To change which fields get audited, you can modify the record definition using PeopleSoft

Application Designer.

Note.  Modifications to the audit record are considered unsupported customizations.

Understanding the Audit Record Architecture

The audit record consists of the following elements:

1. Audit record key fields.  These all hold information specific to the audit action.

2. The key fields for the records being audited.  In the audit record, these are alternate key

fields.  Cases are based on several records; the audit record includes the key fields for

every record being audited.

Note.  Although BUSINESS_UNIT is a key to the main case record, RC_CASE, and

therefore to each of its child records as well, this field is not on the audit record.  This is

because case numbers are unique across all business units and thus the value in the

CASE_ID field can always uniquely identify a case.

3. The fields that are to be audited.

If a field appears in more than one record, changes to the field in either record are audited.

For example, the RC_DECSRLONG field appears in both the RC_CASE and

RC_CASE_NOTE records.  By including this field in the audit record, you ensure that

changes to both the case description and the note description are audited.  You can't suppress

auditing of the summary field in either record except by suppressing auditing of the entire

record.

The following diagram illustrates the audit record architecture.  The left and right columns

show three of the source records—the records being audited. The middle column shows the

audit record.

Note.  This diagram shows only part of the case audit record and the records it audits. Refer to

the next section for a complete description of the audit record.
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Source Record Source RecordsAudit Record

RE_CASE_AUDIT

AUDIT_OPRID       

AUDIT_STAMP       

AUDIT_ACTN        

AUDIT_RECNAME     

CASE_ID           

NOTE_SEQ_NBR      

RSLN_SEQ_NBR      

PERSON_PIN

SIN

CUST_ID

SITE_ID

CASE_CONTACT

CONTACT_ID

RC_DESCRLONG      

RC_VISIBILITY     

SOLUTION_ID       

RSLN_SUMMARY      

RSLN_STATE

RC_CASE_NOTE

CASE_ID           

BUSINESS_UNIT     

NOTE_SEQ_NBR      

RC_SUMMARY        

RC_NOTE_TYPE      

RSLN_SEQ_NBR      

RC_VISIBILITY     

RB_AUDIT_SBR      

RC_DESCRLONG      

RC_RESOLUTION

CASE_ID           

BUSINESS_UNIT     

RSLN_SEQ_NBR      

SOLUTION_ID       

RSLN_SUMMARY      

RSLN_STATE

SOURCE_CASE_ID    

…

Audit record key f ields

Source record key fields

RC_CASE f ields

RC_CASE_NOTE fields

RC_RESOLUTION fields

Key:

RC_CASE

CASE_ID           

BUSINESS_UNIT     

RC_VERTICAL       

CASE_TYPE         

PERSON_PIN        

SIN               

SETID_CUSTOMER    

CUST_ID           

SITE_ID           

CASE_CONTACT      

CONTACT_ID

SETID_ENTL

…

RC_DESCRLONG

Partial case audit record

Understanding the Delivered Audit Record

This section describes each of the fields in the delivered RC_CASE_AUDIT record.

Audit Record Key Fields

Warning!  Do not alter the key structure of the audit record.  If you decide to modify the

audit record, change only the non-key fields.

Field Description

AUDIT_OPRID The user who made the change.

AUDIT_STAMP The date and time the change was made.

AUDIT_ACTN The type of change made:  add, update, select, or delete

AUDIT_RECNAME The record that changed.

Source Record Key Fields

These fields are alternate keys on the audit record.  Add or delete fields on the audit record

only if you're changing which records get audited.

Field Description

CASE_ID A key to all case records, including RC_CASE (for all cases),

RC_CASE_SW (for support cases), and RC_CASE_HD (for help desk

cases).  These three records hold all of the level 0 case fields.

NOTE_SEQ_NBR A key to RC_CASE_NOTE, the child record that holds all of the notes

associated with a case.  This is also a key to RC_CASE_ATTACH, a

child record of RC_CASE_NOTE.
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Field Description

ATTACH_SEQ_NBR A key to RC_CASE_ATTACH, the child record that holds all of the

attachments associated with a note.

RSLN_SEQ_NBR A key to RC_RESOLUTION, the child record that holds all of the

resolutions associated with a case.

INT_SEQ_NBR A key to RB_INT_PRTY_SBR, the child record that holds all of the

interested parties associated with a case.

SEQNUM A key to RC_ASSOC_TABLE, the child record that holds all of the

related objects (such as RMAs and sales leads) associated with a case.

Fields That Are Audited

These fields will be audited when you turn on auditing on the Audit - Setup page.  Modify the

audit record only if you're changing which fields get audited.

Field Source

Record

Source

Page

Field label

on source page

PERSON_PIN RC_CASE Case PIN (personal identification

number)

SIN RC_CASE Case SIN (site identification

number)

CUST_ID RC_CASE Case

(Support

cases only)

Not displayed.  Represents the

unique identifier for a

customer.  The customer name

is displayed in the Customer

field.

SITE_ID RC_CASE Case

(Support

cases only)

Not displayed.  Represents the

unique identifier for a

customer site.  The customer

name is displayed in the Site

field.

CASE_CONTACT RC_CASE Case Not displayed.  Represents the

unique identifier for the

person associated with the

case.

The name is displayed in the

Contact Name field in support

cases; it is displayed in the

employee name in help desk

cases.

CONTACT_ID RC_CASE Case Not displayed.  Represents the

unique identifier for an

alternate contact.  The

contact's name is displayed in

the Alt Contact field.
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Field Source

Record

Source

Page

Field label

on source page

AGREEMENT_CODE RC_CASE Case Not displayed.  Represents the

agreement code of the

agreement line associated with

the case.

AGR_RENEWAL_NUM RC_CASE Case Not displayed.  Represents the

agreement renewal number of

the agreement line associated

with the case.

AGREEMENT_LINE RC_CASE Case Not displayed.  Represents the

agreement line identifier for

the agreement line associated

with the case.

WARRANTY_NAME RC_CASE Case Not displayed.  Represents the

name of the warranty

associated with the case.

RC_PAY_FOR_SVS_FLG RC_CASE Case Not displayed.  Indicates

whether the agreement line

associated with the case

requires the customer to pay

for service at the time of the

call.

INST_PROD_ID RC_CASE Case Not displayed.  Represents the

unique identifier for an

installed product.

Products associated with

support cases are always

installed products.  Helpdesk

cases can be associated with

products that are not installed

products.

PRODUCT_ID RC_CASE Case Not displayed.  Represents the

unique identifier for a product.

The product name is displayed

in the Product field.

SERIAL_ID RC_CASE Case

(Support

cases only)

Serial Number

ASSETTAG RC_CASE Case

(HelpDesk

cases only)

Asset Tag

PHONE_TYPE RC_CASE Case Phone Type

E_ADDR_TYPE RC_CASE Case Email Type

RC_SOURCE RC_CASE Case Source
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Field Source

Record

Source

Page

Field label

on source page

RC_CONTACT_METHOD RC_CASE Case Contact Method

RC_CONTACT_INFO RC_CASE Case Contact Details

PROVIDER_GRP_ID RC_CASE Case Provider Group

ASSIGNED_TO RC_CASE Case Assigned To

RC_STATUS RC_CASE Case Case Status

RC_PRIORITY RC_CASE Case Priority

RC_SEVERITY RC_CASE Case Severity

RC_CATEGORY RC_CASE_HD Case Category

RC_TYPE RC_CASE_HD Case Type

RES_FIRST_CNTCT RC_CASE Case Resolved by First Contact

CLOSED_DATE RC_CASE Case Closed

RC_SUMMARY RC_CASE Case Summary

(problem summary)

RC_DESCRLONG RC_CASE

RC_CASE_NOTE

Case Description

RC_VISIBILITY RC_CASE_NOTE

Also on the record

RC_CASE_ATTAC

H, but never

populated there.

Notes and

Attachments

Visibility

SOLUTION_ID RC_RESOLUTION Case Solution

RSLN_SUMMARY RC_RESOLUTION Case Summary (resolution

summary)

RSLN_STATE RC_RESOLUTION Case Status (resolution status)

ATTACHSYSFILENAME RC_CASE_ATTACH Notes and

Attachments

Not displayed.  Represents the

unique attachment identifier

assigned by the system.

ATTACHUSERFILE RC_CASE_ATTACH Notes and

Attachments

File name.

PERSON_ID RB_INT_PRTY_SBR Interested

Parties

Name (name of the interested

party)

RC_REASON_CODE RB_INT_PRTY_SBR Interested

Parties

Reason

LEAD_ID RC_ASSOC_TABLE Related

Objects

Not displayed.  Represents the

unique identifier for a related

lead.
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Field Source

Record

Source

Page

Field label

on source page

SO_ID RC_ASSOC_TABLE Related

Objects

Not displayed.  Represents the

unique identifier for a related

service order.

RMA_ID RC_ASSOC_TABLE Related

Objects

Not displayed.  Represents the

unique identifier for a related

RMA (return material

authorization).

TYPE RC_ASSOC_TABLE Related

Objects

Type (type of related object)
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Managing Cases

Although call center cases can vary tremendously in complexity, an agent uses the same basic

process to manage all cases.  You manage this process in the Case component.

Fields essential to all cases are located on the Case page.  When managing simple cases, you

never need to leave this page.  Other pages in the component enable you to record additional

information and to manage more complex cases.

This chapter describes the Case page and the Case Search page used to access the Case page.

The next several chapters in this PeopleBook describe other pages in and accessed from the

Case component.  In particular, the Resolving Cases chapter provides a closer look at the case

resolution process and the region of the Case page used to manage that process, and the

Working Cases chapter describes additional aspects of case management performed on other

pages in the Case component.

Overview of Case Management

The following diagram illustrates the case management process and shows which pages in the

component you use for each step in the process.
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Verify

entitlement to

support

Work the case

Resolve the

case

Search page

Case page:

Resolution

Information

Additional case processingSimple case lifecycle

Identify the

caller

Record

problem

information

Interested Parties

page

Identify interested

parties

Assign the

case

Notes and

Attachments page

Record case notes and

attach external files

Case History page
Review highlights of

case lifecycle

Related Cases

page

Track relationships

among cases

Related Objects

page

Associate external

objects

Case page -

Toolbar

� Track time

� Send notifications

� Recognize upsell

opportunities

Case page -

Problem

Information

Close the

case

Case page:

Case Status field

Case management process flow

Accessing Cases and Identifying Callers

You access cases through the Case Search page.  The page works differently depending on

whether you're creating a new case or accessing an existing case.

To access an existing case, you use the Case Search page to identify the case.  You can search

for a particular Case ID or other case data, or you can search on caller information for the

case.

To create a new case, you must identify the caller—the person who is reporting the problem:

• In PeopleSoft CRM Support, you must identify the customer and the contact (the

individual who is reporting the case) before you can access the Case page.

• In PeopleSoft CRM HelpDesk, you must identify the employee before you can access

the Case page.

Once you've identified the caller, the system displays the Case page—and all of the caller

information is already entered into the appropriate fields.

The Case Search page differs from standard PeopleSoft search pages in the following ways:

• You can save and retrieve search criteria.

• In add mode, you don't enter the high-level keys for the new case.  Instead, you search

against caller records and select the caller associated with a case.
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• If the caller you're searching for doesn't exist, you can transfer to the appropriate

component to create a new caller record—without closing the search page.

Note.  If you use CTI (computer/telephony integration) to access the case screen, the system

normally bypasses the Case Search page because the CTI system provides the data that would

otherwise be found through the search mechanism.  However, if a caller provides an invalid

case number, the system cannot go directly to the Case page.  Instead, it displays the Case

Search page and enters the data provided by CTI into the search fields.  Because the

appearance of the Case Search page indicates that the case number is invalid, you need to

delete the invalid case number before performing the search.

Recording Problem Information

The Case page—the first page in the Case component—has a Problem Information region

where you record information about the nature of the problem.

The problem information region includes:

• Identification of the product.

� In PeopleSoft CRM Support, you select from products that are registered to the

customer on the Installed Products page.  You identify the product either by

product name or by serial number.

� In PeopleSoft CRM HelpDesk, you can select any product. You identify the

product either by product name or by asset tag.  The system selects the Installed

check box if the product you selected is registered to the employee.

• Categorization of the case based on valid values you establish for your business unit.

� Both call center applications categorize the case using the Case Type, Severity,

and Priority fields (which all relate to the problem itself) and the Source field

(which classifies cases according to how the person reporting the problem

originally contacted you).

� PeopleSoft CRM Support provides one additional case classification field:

Problem Type

� PeopleSoft CRM HelpDesk provides three additional case classification fields:

Category, Specialty Type, and Detail.  This application also provides quick codes

to facilitate data entry for these and other case attributes.

• A text description of the problem.

Verifying Entitlement

PeopleSoft CRM Support enables you to set up agreements and warranties that govern

customers' entitlement to support.  If your organization uses agreements and warranties, you
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can verify that customers are entitled to support for any given case.  This functionality is not

applicable to PeopleSoft CRM HelpDesk.

For more information about setting up agreements and warranties, see Setting Up and

Managing Agreements and Warranties in the PeopleSoft CRM Application Fundamentals

PeopleBook.

Understanding Entitlement Contracts

Agreements are made up of multiple agreement lines.  Agreement lines that do not specifically

reference a named service (such as your field service organization would provide) are

considered to cover call center support. A customer can have multiple support-related

agreement lines—either within an agreement or across several agreements.

When you create agreements, the system generates PINs (personal identification numbers) and

SINs (site identification numbers) that customers can use to identify themselves and their

agreement.  You can use the PIN or SIN, but not both, to identify the caller when you create

the case.

A button on the Case page enables you to search for agreement lines or warranties that might

cover the case.  This button is only available for open cases.

If there is a PIN or SIN associated with the case, the entitlement search retrieves the associated

agreement line or warranty.   If there is no PIN or SIN associated with the case, the search is

based on information about the customer, the site (if specified), the contact, and the product.

If the case does not have product information, the entitlement search can still find agreement

lines, but not warranties.

If the entitlement search finds multiple agreements lines or warranties, you can review the

details and select one agreement or warranty line to associate with the case.  Associating an

agreement line or warranty with a case places a link on the Case page; the link text is the

agreement line or warranty name, and clicking the link displays the details.

Once you select an agreement line and save the case, you cannot alter your choice.  And,

because agreement lines and warranties are specific to the a particular set of case information,

associating an agreement line or warranty with a case makes the following case fields

unavailable for editing: Customer, PIN, SIN, Name or Site (depending on the scope of the

agreement), Product, Serial Number, Summary and Description.

For more information about searching for agreements and warranties, see Performing

Entitlement Searches for Cases and Service Orders in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Understanding Agreement Pricing

Agreement lines incorporate pricing information that determines how customers pay for

support.  Depending on the pricing arrangement, different things may happen:
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• If the agreement line covers unlimited support, no further processing is necessary.

• If the agreement line covers a specific number of cases, the system needs to update the

number of cases remaining. You, the call center agent, don't need to do anything to

track consumption; the system updates the information based on workflow that your

organization establishes.

• If the agreement line specifies that the customer pays at the time the problem is

reported, you need to take the customer's credit card information and submit it for

authorization.

If there is no agreement or warranty covering a case, your organization's rules determine the

appropriate course of action: provide support without an agreement, sell support or a support

agreement, or deny support.

Understanding Credit Card Transactions

The Case page in PeopleSoft CRM Support provides access to credit card processing so that

you can charge customers for support that is not already covered by an agreement line or

warranty.  The availability of credit card functionality depends on the entitlement contract

associated with the case.

Credit card functionality is not available under the following conditions:

• There is a warranty associated with the case.

• There is an agreement line associated with the case and the agreement line pricing

does not include a price per transaction.

In this situation, there is no need to charge the customer because there is no transaction

cost.

• There is an agreement line associated with the case, the agreement line pricing

includes a price per transaction (instead of or in addition to a price for the agreement

line), and the agreement line entitles the customer to 100% of time, materials, and

expenses.

In this situation, there is no need to charge the customer because the transaction cost is

100% covered by the entitlements

Credit card functionality is available under the following conditions:

• There is no entitlement contract associated with the case.

• There is an agreement line associated with the case and all of the following conditions

are met:

� The agreement line pricing includes a price per transaction (instead of or in

addition to a price for the agreement line).
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� The agreement line does not entitle the customer to 100% of time, materials, and

expenses—either because the agreement line entitles the customer to a lower

percentage of any of these three coverages, or because the agreement line does not

include an entitlement for one or more of these three coverages.

For example, if the agreement line does not specify materials coverage, the credit card

functionality remains available.  This is true even if you omitted materials coverage

because it does not apply (rather than because you expect the customer to pay for

materials).

In this situation, there is a transaction cost that is not 100% covered by the entitlements,

therefore there may be a need to charge the customer.

For more information about credit card processing, see the Managing Credit Card Payments

chapter.

Search for

related

agreements

Specify the

product

Warranties or

agreements lines

found

No warranties or

agreement lines

found

Provide

support

without valid

agreement?

Is the problem

covered?

Work the case

with a valid

agreement

Agreement

requires credit

card payment?

Charge

customer's

credit card

No

No

Yes

No

Yes

Yes

Associate the

case with an

agreement line

or warranty

Charge customer's

credit card, sell

customer an

agreement, or

deny support

Work the case

without a valid

agreement

Verifying entitlement

Agreement lines also incorporate service level guarantees—guaranteed response time and

guaranteed recovery time.  Your organization's ability to meet these guarantees is an important

measure of your call center's success.  To help you meet these guarantees, your organization

can set up notifications to be sent at predetermined intervals until the case is closed (or until

other criteria that you specify is met).

These notifications are fully automated; as long as your organization has set up workflow to

support this process, you, the call center agent, don't need to do anything.  However, if you

want to manually check the service level deadlines, you can click the link that displays the

agreement line terms and then compare the guaranteed service levels to the date and time the

case was opened.

For more information about establishing workflow to send service level-based notifications,

see the Setting Up Component Event Processing chapter.
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Assigning Cases

You can assign a case to any worker. The worker to whom the case is assigned is considered

the case owner; that person is responsible for closing the case, even if there are other agents or

specialists who are helping the assignee.

It's also possible for you to assign cases directly to provider groups rather than to individual

agents.  Provider groups are pools of agents with something in common—perhaps agents who

support a certain product, or agents who work at a particular call center.

For more information about provider groups, see Setting Up and Maintaining Provider

Groups and Group Members.

Assignment Methods

There are several ways to assign cases:

• Accept the default assignee

The system initially assigns new cases to the agent who creates the case.

• Define workflow that assigns cases

You can define event processing to automatically assign the case to either a provider

group or an agent.  When you save the page, the system evaluates the workflow

criteria and makes the assignment only if the criteria is met.

For more information about event processing, see the Setting Up Component Event

Processing chapter.

• Manually assign the case to an individual agent.

To do this, select an agent in the Assign To field on the Case page. If you've specified

a provider group, the field prompts against agents in that group.  If you haven't

entered a provider group, this field prompts against all workers.

• Manually assign the case to a provider group.

You can assign a case to a provider group without assigning the case to a member of

that group.

• Ask the system to suggest an agent from a provider group that you specify.

Enter a provider group and then click the Suggest Agent button to have the system

suggest an agent.  The system only suggests agents who are scheduled for work at the

time of the search.  Default worker schedules are based on your organization's default

work schedule and can be adjusted in the Adjust Schedule component.
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� For PeopleSoft CRM Support, the system suggests an agent based on the

customer, the region associated with the customer site or the contact, the

product, and the site.

� For PeopleSoft CRM Support, the system suggests an agent based on the

product and the employee's location.

• Ask the system to suggest a provider group (PeopleSoft CRM Support only)

Click the Suggest Provider Group button to have the system suggest a provider group

based on the region associated with the customer site or the contact.

For more information about how the system determines which provider group or

agent to suggest, see Setting Up and Performing Task Assignment Searches in the

PeopleSoft CRM Application Fundamentals PeopleBook.

• Enter a quick code (PeopleSoft CRM HelpDesk only)

In PeopleSoft CRM HelpDesk, you can enter a quick code that is associated with a

default assignee (either a provider group or an agent).

For more information about quick codes, see the Setting Up Call Center Attributes

chapter.

Assignment Notifications

You can use PeopleSoft call center event processing to send notifications when a case is

assigned or reassigned.  PeopleSoft delivers event processing that you can use to do this.

If you assign cases to provider groups (without specifying an agent within the group), you

may want to configure event processing to send an assignment notification to the provider

group's worklist.  The person or people responsible for monitoring the group worklist are then

be responsible for making sure the work gets done.  Normally, the worklist monitor reassigns

the case to an individual group member.

Keep in mind that reassigning the worklist item does not reassign the case.  Unless someone

updates the Assigned To field on the Case page, the case is still assigned to the group rather

than to an individual.

For more information about the delivered event processing that sends assignment-related

notifications, see the Setting Up Component Event Processing chapter.

Closing Cases

The Case Status field shows where the case is in its lifecycle.  You close a case by choosing

the appropriate status in the Case Status field.
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The actual case status values vary by implementation, but all case status values established by

your organization fall into one of the following three categories:

• Open statuses indicate that the case needs to be resolved.

• Closed statuses indicate that the case is resolved and no further work is necessary.

• Cancelled statuses indicate that that case is not resolved, but there is no longer any

need to resolve the case.

The following processing rules are all related to case statuses:

• Your business unit settings determine whether you can reopen canceled and closed

cases.

• You can never cancel a closed case.

• When you close a case, the current date and time are entered in the Closed field.  If

you reopen a case, the Closed field is cleared.

• If a case is associated with a business project, the business project must be closed or

canceled before you can close the case.

• If a case is not associated with a business project, you must have a successful

resolution associated with the case before you can close the case. You cannot reopen

the resolution unless you also reopen the case.

For more information about resolving cases, see the Resolving Cases chapter.

• In order to close or cancel a case, all related service orders must be closed, canceled,

or completed.

• You can set up event processing to cascade statuses through related cases.  If you do

this then the following rules apply:

� Changing the parent case's status automatically changes the status of all child

cases (unless a child case is associated with an open service order).

� Closing a parent case also cascades the successful solution associated with the

parent case

� Reopening a parent case resets changes the successful solutions in the child cases

to failed solutions.

For more information about setting up cascading statuses for related cases, see the

Setting Up Component Event Processing chapter.
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Using the Case Toolbar

This section provides an overview of case management activities that are available from the

toolbar at the top of all pages in the Case component.

Tracking Time Worked on a Case

As a call center agent, you spend most of your time working on cases.  By tracking the time

spent on specific cases, your organization can gain valuable insights into its operations.

When you create a new case, the system automatically creates a time record for the case.  In

order for the system to do this, you must first set up autonumbering for time records.

Important!  Because the system creates a time record for every case, you must set up

autonumbering for time records even if you don't track time spent working on cases.

To track time spent working on the case, click the Track Time button in the case toolbar to

access the Manage Time page.  (You can also access the page from the menu Manage Call

Center, Manage Cases, Use, Manage Time).

Use the Manage Time page to record the start and end times for each block of time that you

work on the case.  Unless the case is resolved during the first call, there will be separate time

records for the different blocks of time spent working on the case.  Every person who works

on a case needs to record time separately.

When you add a new time record, the system enters the name of currently assigned agent into

the new record. If you're not the currently assigned agent, you should change this to your own

name.

The system also enters the current date and time as the start time.  These default values are

helpful for agents who create the time record when they start working on a case, then return to

the time record later to enter the end time.  If you create the record at the end of a block of

time when you've worked on the case, you need to override the default start time.

For more information about tracking time, see Tracking Time Spent on Service Orders and

Cases in the PeopleSoft CRM Application Fundamentals PeopleBook. For more information

about setting up autonumbering, see Using Automatic Numbering in the "Setting General

Options" chapter in the PeopleSoft CRM Application Fundamentals PeopleBook.

Sending Notifications

To help you handle case-related communication efficiently, the case toolbar includes two

buttons that provide convenient access to the Send Notification page, where you can send an

email or worklist notification with a text message and a link to the current case.

• The Send Notification button opens a blank notification.
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• The Set Reminder button opens a notification configured as a reminder: the

notification is addressed to you, and it's set to be sent to your email address at a later

time.

For more information about using the Send Notification page, see Understanding

Notifications in the "Using Worklists" chapter in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Recognizing Upsell Opportunities

If a caller reports a problem with an old or superseded product, you may want to recommend

that the caller upgrade to a newer product.  An upsell script is a series of questions that can

help you determine if the caller should be advised to upgrade.  The scripts are always

associated with specific products.  Your organization can create upsell scripts using the

PeopleSoft CRM branch script tools.

A flashing icon on the Case page alerts you to the existence of a relevant script.  Clicking the

icon launches the script and adds the script to the list of related objects on the Related Objects

page. The flashing icon appears when both of the following conditions are true at the time you

enter the Case page or click the Entitlement button:

• The product referenced by the case is associated with an upsell script.

You create upsell scripts using the branch scripting tools, and you associate the script with

the product on the Product Branch Scripting page.

For more information about branch scripts, see Creating Branch Scripts in the

PeopleSoft CRM Application Fundamentals PeopleBook.   For more information about

associating branch scripts with products, see Associating Products With Upsell Scripts in

the "Setting Up Products" chapter in the PeopleSoft CRM Application Fundamentals

PeopleBook.

• Any upsell criteria specified for the call center business unit is met.

You define upsell criteria using event models and event sets, and you associate the criteria

with the business unit on the Case Defaults page in the Call Center Definition component.

For more information about defining upsell criteria, see the Setting Up Component

Event Processing chapter.  For more information about associating the criteria with a

business unit, see the Setting Up Call Center Attributes chapter.

Understanding Case Workflow

Your organization can set up workflow actions that are triggered by specific case events.

Because workflow is a background process, you may never be aware of it.  This section

briefly describes some of the workflow events that your organization can set up.
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For more information about setting up workflow events, see Setting Up Component Event

Processing chapter.  For more information about delivered workflow, see the Delivered Data

for Call Centers chapter.

Understanding Entitlement-Related Workflow

Agreement lines give your customers specific entitlements such as guaranteed response times

and recovery times.  Each entitlement can be associated with a workflow rule that sends

notifications at predetermined intervals until the case is closed (or until other criteria that you

specify is met).  As you work on cases, you may receive notifications generated by this

process.  Typically, such notifications inform you of the impending deadline.

If an agreement line covers a specific number of prepaid cases, there are workflow definitions

that track consumption of this prepaid amount.  The workflow definitions specify the

conditions under which the system increments or decrements this number.

For more information about agreements, see Setting Up and Managing Agreements and

Warranties in the PeopleSoft CRM Application Fundamentals PeopleBook.

Understanding Case History Events

Workflow is the engine that populates the Case History page.  Workflow adds rows of data to

the Case History page when the conditions your organization has specified are met.  For

example, your organization might set up a workflow rule that adds a row of data to the case

history whenever a new note is added to a case.

Case history workflow is triggered when you save a component.  Therefore, if you go to the

Case History page after saving, you can see the latest entries, including any entries that

describe changes you just made to the case.

For more information about the Case History page, see Tracking Case History in the

"Working Cases" chapter.

Capturing Interactions

Interactions are records of communication between you and your customers or, for PeopleSoft

CRM HelpDesk, between you and your employees.  There are different types of interactions

for communications about cases, service orders, return material authorizations (RMAs) and

other topics. You don't need to set up workflow to capture interactions; the system

automatically captures them based on certain actions you perform.  The system automatically

records case interactions in the following circumstances:

• If you access the case from the Interactions page.

• If a caller uses self-service pages to access the case.
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• If your CTI system brings up the Case component.  The system records the interaction

when you save the case.  If you leave the Case component without saving, no

interaction is recorded.

For more information about interactions, see PeopleSoft CRM Interaction Management.

Case Search Page

Usage When you are accessing existing cases, use the Case Search page to identify the

case.

When you are adding a new case, use the Case Search page to identify the caller

reporting the case.  You cannot create new cases without fist identifying the

caller.  For PeopleSoft CRM Support, you identify the customer and contact.

For PeopleSoft CRM HelpDesk, you identify the employee.

When relating cases to each other, you use the Case Search page to identify an

existing case to relate or to identify a customer to be associated with a new

related case.

Object Name RC_CASE_SRCH, RC_CASE_SRCH_SEC

Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:

• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

You can also add new cases or search for existing cases when you establish

case relationships on the Related Cases page.  For more information about

when this page appears as you establish case relationships, see Working with

Related Cases in the "Working Cases" chapter.

Prerequisites Before you can create new cases, the caller must already exist in the system;

you cannot bypass the caller search or bring up a completely empty Case page.

• For PeopleSoft CRM Support, valid callers are people who have been set up

as customer contacts.

• For PeopleSoft CRM HelpDesk, valid callers are workers.

Access

Requirements

None
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Case Search page: HelpDesk - Update Case (1 of 2)

Case Search page: HelpDesk - Update Case (2 of 2)

Choosing Whether to Add a Case or Update a Case

To successfully access a case, you need to know whether you're adding a new case or updating

an existing case.

• If you want to add a new case, verify that the page title is Add a New Case and the

search criteria region is labeled Identify Customer (for PeopleSoft CRM Support) or

Identify Employee (for PeopleSoft CRM HelpDesk).

• If you want to update an existing case, verify that the page title is Find an Existing

Case and the search criteria region is labeled Identify Case.

If you're in the wrong mode, you can click the following links to switch between the two

modes:
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• Click the Find an Existing Case link to shift the page into Find an Existing Case

mode.

• Click the Add a New Case link to shift the page into Add a New Case mode.

Using Saved Searches

Saved searches enable you to reuse search criteria.  Searches are saved under your User ID;

the system maintains separate lists of saved searches for each user. The system also maintains

separate lists of searches for PeopleSoft CRM Support and PeopleSoft CRM HelpDesk.

Because the search fields are different when you add a case and when you update an existing

case, the system maintains two separate lists of saved searches, one for each search mode.

The behavior of the saved search depends on your user preferences.  If you select the Auto

Execute Saved Search check box in the User Preferences page, then selecting a saved search

performs the search immediately.

For more information about user preferences, see Setting General Options in the PeopleSoft

CRM Application Fundamentals PeopleBook.

If you do not automatically execute saved searches, then selecting a saved search enters search

criteria on the Case Search page.  You can modify the criteria if you like.  You then click the

Search button to perform the search.

Search criteria that uniquely identifies a row of data takes you directly to the Case page.

Therefore, you can only view, modify, or delete a saved search that uniquely identifies a row

of data if you do not use automatic search execution.

This Recent Searches drop-down list box provides quick access to the five saved searches

you've most recently used.  The Saved Search field provides access to all saved searches,

including those that are not available in the Recent Searches drop-down list box.

To save the current search criteria as saved search (either as a new saved search or as a

modification to an existing saved search), enter the name for the saved search in the Save

Search As field, and then click the Save Search button.

To delete a saved search, enter the name of the saved search in the Save Search As field, and

then click the Delete Search button.

Specifying a Business Unit

Call center business units are the basic organizational unit for call center applications.  All

cases are associated with business units.  Business Unit is a required field on the Case Search

page.  Your user preferences determine the default business unit that appears when you open

the Case Search page.

When you create a new case, the business unit specified on the Search page becomes the

business unit for the case; you cannot edit this value once you're on the Case page.  The

business unit of a case controls the default values and valid values for several case fields.
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For more information about business units and default case attributes, see the Setting Up

Call Center Attributes chapter.

When you create a new case in PeopleSoft CRM Support, the business unit you specify on the

Case Search page limits your search domain.  When you create a new PeopleSoft CRM

Support case, the business unit controls which customers are included in the search domain.

Customers are associated with setIDs, and you can access only customers from the setID

associated with your business unit.

When you create a new case in PeopleSoft CRM HelpDesk, the business unit you specify on

the Case Search page does not limit which employees are included in the search domain.

Entering Search Criteria for a New Case

To add a new case, you must uniquely identify the caller. To do this, enter search criteria in

one or more of the search fields, and then search based on this criteria.

You can create cases only for callers who are already in the system. To define a new person (a

customer contact or an employee) click the transfer button next to the Name field to quickly

access the component where you set up new people.

All of the search fields correspond to fields on the Case page.  However, the Case page

enforces the entry of valid values, whereas the Case Search page allows you to enter partial

values for additional flexibility.

The following list of fields provides search-specific considerations. For complete definitions

of these fields, refer to the Case page documentation.

Criteria Search Considerations

Fields specific to PeopleSoft CRM Support

PIN A PIN uniquely identifies both a customer and a contact.  A PIN

additionally identifies an agreement.  If you access a case using

a PIN, then when you search for agreements from the Case

page, the agreement search brings back the agreement

associated with the PIN.

SIN (site identification number) A SIN uniquely identifies a customer and site, but not a contact.

A SIN additionally identifies an agreement.  If you access a case

using a SIN, then when you search for agreements from the

Case page, the agreement search brings back the agreement

associated with the SIN.

Customer The system searches against all contacts associated with the

customer, even if you provide support under an agreement that

specifies named callers.  Once you're on the Case page, you can

pull up the agreement line and check whether the contact is

allowed to report cases.

Fields specific to PeopleSoft CRM HelpDesk

EmplID (employee ID) There are no search-specific considerations for this field.
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Criteria Search Considerations

Department, Location, and

Physical Location

The Case Search page does not limit valid values for these fields

based on the Name or EmplID you enter.

Fields common to PeopleSoft CRM Support and PeopleSoft CRM HelpDesk

Name Enter a name in the format Last,First.  You don't need to enter

the full name; you can search on just the first few letters of the

last name.

To search by first name, use the % wildcard to represent the last

name.  For example, enter %,A to search for people whose first

names start with the letter A.

Business Unit Business unit is a required field.  The business unit you specify

when you create a new case becomes the business unit for the

case.

Telephone, Extension, and Email When you're accessing an existing case, the system retrieves

only cases that use the specific phone number or email address

you entered.  For example, if Larry Green told you to use his

cell phone number for a particular case, then searching on his

office phone number will not retrieve that particular case.

When you're adding a case, you can search on any of the phone

numbers or email addresses you have on record for the caller.  If

multiple phone numbers or email addresses meet the search

criteria, the search results grid lists each number separately.  For

example, if you search for phone numbers starting with 925/694

and Larry Green has two phone numbers that meet that criteria,

then even if the search criteria otherwise uniquely identifies

Larry, the search results grid shows two entries for Larry—one

for each phone number.

When you select one of the results rows, the phone number or

email address shown in that row is used as the default on the

Case page, even if it's not the caller's primary phone number or

email address.

Remember to format phone numbers using the exact format

illustrated on the page.  For example, the US English telephone

format follows the pattern 925/694-3823.

Entering Search Criteria for an Existing Case

When you update an existing case, you use the Case Search page to identify a case. You must

always specify a business unit in your search criteria.

When searching for an existing case, you can still search based on all the caller-related fields

used for adding new cases.  You can also search based on various other case attributes:

• The following attributes are searchable for all call center cases: Case Status, Case

Type, Case Severity, Case Priority, and Source.
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• The following attributes are searchable for PeopleSoft CRM Support cases: Problem

Type.

• The following attributes are searchable for PeopleSoft CRM HelpDesk cases:

Category, Specialty Type, and Details.

Valid values for all of the case attribute fields are defined by your organization and are based

on the business unit you enter.

Finally, you can search based on the date the case was created or closed.  When you search on

either of these dates, you can enter either one or two dates.

• If you enter dates in both fields, the system searches for dates between and including

the dates.

• If you enter a date in the From field only, the system searches for all dates equal to or

later than the one you entered.

• If you enter a date in the Through field only, the system searches for all dates equal

to or earlier than the one you entered.

Performing a Search

Click the Search button to perform the search.  The system searches for all possible matches

and displays the results in the Search Results grid.

Click Clear to clear data from all the search criteria fields.

Using the Search Results

After you search, the system fills in the results grid.  Click any entry in the results grid to

navigate to the Case page.  If you're adding a new case, the system enters the caller

information into the Case page for you.

The fields in the results grid displays correspond to the search criteria fields. The exact fields

displayed depend on your search criteria.  For example, if you searched based on phone

number or email address, the results grid also shows that information.

Certain information always appears in the results grid:

• If you're adding a new case, the search returns a list of callers (customers and contacts

for PeopleSoft CRM Support, employees for PeopleSoft CRM HelpDesk).

• If you're accessing an existing case, the search returns a list of cases. The results grid

displays the following information in addition to the caller information: the case

number, the business unit, the problem summary, the case creation date, and the case

closed date.

Search Strategies

When the search criteria uniquely identifies a caller or a case, searching brings you directly to

the Case page.  When several callers or cases meet the search criteria, searching returns a list
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of matches for you to review.  Once you identify the correct match, you can click it to go

directly to the Case page.

The following tips can help you maximize search efficiency and power:

• You can enter partial values in any of the fields except Case (case number).  For

example, if you enter Smi in the Name field, searching will return a list of all people

whose last names start with those letters.

• Enter the least amount of data needed to limit the search results. Entering extra

information is time consuming, and it increases the likelihood of a typo that will

prevent the system from finding any hits.

For example, if caller Larry Green provides his name, you can search on that information

without also asking for his phone number or email address.  If there happen to be multiple

Larry Greens, you can always pick one of the Larry Greens from the search results.

• A case number uniquely identifies a case.  Therefore, when updating an existing case,

searching by case number gets you to the Case page with the fewest keystrokes.

• The case search is not case-sensitive.

• The lookup icon next to several of the search criteria fields enables you to

prompt for valid values based on alternate criteria. For example, if you click the

lookup icon next to the Case field, you can use the standard PeopleSoft prompt dialog

box to find not only valid case numbers, but also Problem Descriptions.

• Like all PeopleSoft search dialogs, the Case Search page supports the use of wildcards

in your search criteria.  Available wildcards vary depending on the database platform.

For more information about using wildcards, see Using Wildcards in the "Using Keys

and Search Pages" chapter in Using PeopleSoft Applications.

Case Page

Usage Use the Case page to:

• Maintain information about how to communicate with the caller.

• Record problem information.

• Verify that a PeopleSoft CRM Support customer is entitled to support.

• Assign the case.

• Resolve and close the case.

Object Name RC_CASE_SW, RC_CASE_HD

Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:
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• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

Prerequisites To create a new case, you must set up autonumbering for time records.  This is

because the system automatically creates a time record for each new case.

For more information about setting up autonumbering, see Using Automatic

Numbering in the "Setting General Options" chapter in the PeopleSoft CRM

Application Fundamentals PeopleBook.

Access

Requirements

To access a new case, identify the caller on the Case Search page.

To access an existing case, identify the case on the Case Search page.

Case page - Support (1 of 3)

Case page - Support (2 of 3)
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Case page - Support (3 of 3)

Toolbar Buttons

For more information about the functionality provided by the Send Notification, Set

Reminder, and Track Time buttons and the Upsell icon, see Recognizing Upsell Opportunities

in this chapter.

 Save Click this button to save the case.  The first time you save

a case, the system assigns a case number.

 Refresh Click this button to refresh the case data and the valid

values for case fields.  For example, if you use the transfer

button to open another browser window and add a new

phone type for a caller, the new phone type does not

appear as a valid phone type until you refresh the page.

Clicking the Refresh button also triggers any deferred

PeopleCode.

 Send Notification Click this button to access the Send Notification page,

where you can send an email or worklist notification with

a text message and a link to the current case.  You are

prompted to save the case before you transfer to the Send

Notification page.

 Set Reminder Like the Send Notification button, this button accesses

the Send Notification page.  By addressing the notification

to yourself and choosing a future delivery time, you can

use the Send Notification page to send yourself a

reminder.
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 Track Time Click this button to access the Manage Time page, where

you can track time you spent working on the case.  You

are prompted to save the case before you transfer to the

Manage Time page.

 Add a New Case Click this button to access the Case Search page in the

mode where you add new cases.

 Find an Existing Case Click this button to access Case Search page in the mode

where you search for existing cases.

Upsell
This icon flashes if there is an upsell script associated with

the product and if any other business unit-specific criteria

is met.  Click the flashing icon to launch the upsell script.

Current User Time

(unlabeled)

The time you opened the component.  This is

informational only; it does not get saved with the case.

Time Zone (unlabeled) The time zone in which all times on the page are

displayed.  Valid values are:

My Time Zone: Your local time zone according to your

browser.

Customer: The customer's time zone, based on the time

zone for the customer address associated with the caller.

In PeopleSoft CRM Support, the caller is a customer

contact.  In PeopleSoft CRM HelpDesk cases, the caller is

an employee.

Assigned: The time zone of the agent currently assigned

to the case.  This is useful if you're looking at a case

assigned to someone else and you want to contact the

assigned agent to ask a question about the case.

Previously Assigned: The time zone of the agent

previously assigned to the case.  This is useful if you are

working on a case and you need to contact the agent who

was working on the case before you.

Case Summary

The top of the Case page—and all pages in the Case component—displays summary

information about the case.

The Case (case number) is a system-generated numeric identifier for this case.  This identifier

is unique across all business units.  Until you save the case, there is not case number.  Instead,

New appears in the Case field.  After you save, the system assigns a case number and displays

it in the case header.

For more information about case numbering, see Using Automatic Numbering in the "

Setting General Options" in the PeopleSoft CRM Application Fundamentals PeopleBook.
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Other fields in the case header have counterparts elsewhere on the page; the fields are repeated

at the top of the page for your convenience.

• The header for PeopleSoft CRM Support cases shows the Customer, Contact,

Status, and Summary.

• The header for PeopleSoft CRM HelpDesk cases shows the Employee (the employee

number associated with the caller), Employee Name, Status, and Summary.

Customer Information in PeopleSoft CRM Support

In PeopleSoft CRM Support cases, the Customer Information region displays information

about the person who reported the problem.  Because you've already identified the customer

before you ever get to the Case page, the system collapses this region when you first enter the

page.  If you need to view any of the customer information, simply expand the region to

display the fields.

Customer
The customer who reported the case.

Business Unit The business unit associated with the case.  Business units

are the organizational unit used for all reporting and for

Manager Dashboard charts.  Business units also control

prompting for many of the other fields in the case: the

system automatically displays only values that are valid

for the business unit.

PIN (personal identification

number)

The personal identification number that is automatically

generated for each valid named caller on an agreement

line at the time the agreement line was created.  The PIN

uniquely identifies the agreement as well as the customer

and the contact.  If you enter a PIN, you cannot also enter

a SIN.

SIN (site identification

number)

The site identification number that is automatically

generated for each valid site on an agreement line at the

time the agreement line was created.  The SIN uniquely

identifies the agreement line, the site, and the customer,

but not the contact. If you enter a SIN, you cannot also

enter a PIN.

Name The name of the person who reported the case on behalf of

the customer.  This person is referred to as the case

contact.

Site The customer site associated with the case.  The default

value is the site associated with the contact's address.  If

the contact is associated with multiple addresses, the

default is the site associated with the contact’s primary

address.  If there is no primary address, then the contact's

first address is considered primary.
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Employee Information in PeopleSoft CRM HelpDesk

In PeopleSoft CRM HelpDesk cases, the Employee Information region displays information

about the employee who reported the problem.  Because you've already identified the

employee before you ever get to the Case page, the system collapses this region when you first

enter the page.  If you need to view any of the employee information, simply expand the

region to display the fields.

Name
The employee who reported the case.

Business Unit The business unit associated with the case.  Business units

are the organizational unit used for all reporting and for

Manager Dashboard charts.  Business units also control

prompting for many of the other fields in the case: the

system automatically displays only values that are valid

for the business unit.

Department
The employee's department.

Location
The employee's location.

Communication Information

The following fields provide information about how to communicate with the caller.

Preferred Contact Method The preferred method for contacting the person who

reported the case.  For example, some callers may prefer

to be contacted by phone, others by email.

Your organization defines valid values on the Contact

Method page.

Preferred Contact Details If the preferred contact method involves a phone number

or email address that is not in the system, enter that

contact information in this field.  For example, if you need

to contact the caller at a hotel phone number, you can

enter the phone number here and thus avoid having to add

the hotel phone number to the caller's permanent record.

(To add a phone number to the caller's permanent record,

click the transfer button next to the caller's name and

update the caller's record as required.)

Alt. Contact (Alternate

Contact)

An alternate contact for a case—for example, a secretary

or office manager who handles calls for other employees.

This field is specific to PeopleSoft CRM HelpDesk.
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Phone Type and Phone
The phone number to use when contacting the caller.

When you create a new case and you haven't specified a

phone number in the Case Search page, the system enters

the caller's primary phone information (or the first phone

number in the caller's record, if there is no primary phone

type).  You can always change the phone number by

selecting another phone type; the system updates the

corresponding phone number immediately.

The Phone Type field prompts against phone numbers

that are already part of the caller's record.  If you need to

use a phone number that's not already in the system, you

can enter that phone number in the Contact Details field.

Alternatively, you can click the transfer button next to the

Name field to access the component where you add the

new phone number to the person's record.

Email Type and Email
The email address to use when contacting the caller.

When you create a new case and you haven't specified an

email address in the Case Search page, the system enters

the caller's primary email address (or the first email

address on the caller's record, if there is no primary email

address).  You can always change the email address by

selecting another email type; the system updates the

corresponding email address immediately.

The Email Type field prompts against email addresses

that are already part of the caller's record.  If you need to

use an email address that's not already in the system, you

can enter that email address in the Contact Details field.

Alternatively, you can click the transfer button next to the

Name field to access the component where you can add

the new email address to the person's record.

Product and Agreement Information in PeopleSoft CRM Support

Product The product that requires support.  This field prompts

against the products registered to the customer on the

Installed Products page.  Selecting a product identifies the

installed product ID, the product description, and the serial

number.

 To define a new installed product for this customer, click

the transfer button to quickly access the Installed Products

component.

For more information about installed product records,

see Tracking Installed Products in the PeopleSoft CRM

Application Fundamentals PeopleBook.
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Serial Number The serial number of the product that requires support.  If

you have selected a product, the system enters the serial

number for the product you selected.  If you haven't

entered a product, selecting a serial number enters both the

product and serial number.

Search Entitlement Click this link to search for warranties and agreement

lines that may cover the case. Warranties are associated

with products and are therefore only found if you've

specified a product.

 The results of the entitlement search appear on the

Entitlement Match page, where you can select a warranty

or agreement line, view warranty or agreement line

details, and associate a warranty or agreement line with

the case.

 If the entitlement search finds only one valid warranty or

agreement line, the system bypasses the Entitlement

Match page and takes you directly to the detail page for

the warranty or agreement line that was found.

 Once you've associated an agreement line with the case,

the Search Entitlement button is no longer visible on the

Case page, and the Customer, PIN, SIN, Site, Product,

Summary, and Description fields are no longer

modifiable.

For more information about the entitlement searches, see

Performing Entitlement Searches for Cases and Service

Orders in the PeopleSoft CRM Application Fundamentals

PeopleBook.

[Warranty Name] or

[Agreement Name line n]

This link is visible only after you associate an agreement

or warranty with the case; the link text is the name of the

agreement line or warranty.  Clicking this link displays the

Entitlement Details Page, where you can see information

about the entitlements associated with the agreement line

or warranty.

 A descriptive name of the agreement line or warranty

appears to the right of the link.  Click the transfer button

next to the descriptive name to view the full agreement or

warranty.

Credit Card Click this link to access the Authorize Credit Card page,

where you can enter credit card information and submit

the information for authorization.
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 This link appears when there is no agreement line or

warranty associated with the case.  The link is not

available when the case is associated with an agreement

that provides full coverage of all expenses and has no per

transaction costs.

For more information about the Credit Card page, see

the Managing Credit Card Payments chapter.

Product Information in PeopleSoft CRM HelpDesk

The following fields are specific to PeopleSoft CRM HelpDesk cases.

Product The product for which the caller requires help.  This field

prompts against all valid products for the business unit,

not just those registered to the employee on the Installed

Products page.  This gives you the flexibility to record

product information even if you don't use PeopleSoft

CRM to track your employees' equipment.

For more information about installed product records,

see Tracking Installed Products in the PeopleSoft CRM

Application Fundamentals PeopleBook.

Installed The system selects this check box if the product you select

is registered to the employee on the Installed Products

page.

Asset Tag The asset tag of the installed product that requires support.

If you have entered a product, valid values are limited to

asset tags for the specified product.  If you haven't entered

a product, selecting an asset tag enters both the product

and asset tag.

Problem Information

The following fields classify and describe the problem being reported.

Description A complete description of the problem that the caller is

reporting.  If you do not enter a description, the system

copies the value of the Summary field into the description

field.

Summary A short summary of the problem that the caller is

reporting.  This field is required.  If you do not enter a

value, the system uses the first eighty characters of the

longer Description as the summary.  This shortcut helps

you avoid retyping the same text into two fields.
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 When you create a new case, the Description field

appears before the Summary field to remind you to take

advantage of this shortcut.  When you access an existing

case, the Summary field appears first.

Properties of all Call Center Cases

Case properties are defined by your organization and are dependent on the business unit of the

case.  The following field definitions describe the typical use of the fields, but your

organization may be using the fields differently.

For more information about the pages where your organization establishes valid values for

the problem information fields, see the Setting Up Call Center Attributes chapter.

Case Type The case type typically describes the part of your

organization responsible for the problem.  For example, a

case can be a documentation issue, a service request, or a

possible product defect.

Priority The priority typically classifies the case according to its

impact on the caller's ability to continue operations.  A

problem that stops mission-critical activities is considered

a higher priority than a problem that has a workaround or

that just inconveniences someone.

Severity The severity typically classifies the case according to its

reproducibility.  For example, a problem can be

reproducible, intermittent, or one-time.

Case Status The overall status of the case. Use the different statuses to

track the progression of the case.

 Although the specific statuses are defined by your

organization, each status is associated with a status

category.  The three status categories are Open, Closed, or

Canceled.  In order to close a case, you must assign one of

the closed statuses to the case.

For more information about case statuses, see Closing

Cases in this chapter.

Source The communication channel used by the person who

originally reported the problem.  For example, a person

can report a case by telephone, by email, or using a self-

service web page.

PeopleSoft CRM Support Case Properties

Problem Type A broad classification describing the general problem

area.
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Associated Business Project If the case is associated with a business project, this link

displays the Business Project Status page, where you can

track the progress of the business project.

For more information about business projects, see Using

Business Projects.

PeopleSoft CRM HelpDesk Case Properties

Quick Code A data entry shortcut that automatically populates the

Category, Type, and Details fields.  Depending on how

the quick code was defined, it may also enter a priority,

assign the case, or add a solution to the list of potential

solutions.  The quick code does not get stored as part of

the case; if you leave the case and return to it, the quick

code is no longer visible.

Category The problem category.

Specialty Type An additional level of classification within a category.

Details The most detailed level of classification for cases.

Case Assignment

You can assign cases either to provider groups or to agents.  You can assign cases manually,

or you can ask the system to suggest assignees.

For more information about provider groups, see Setting Up and Maintaining Provider

Groups and Group Members in the PeopleSoft CRM Application Fundamentals PeopleBook.

For more information about how the system derives suggested assignees, see Setting Up and

Performing Task Assignment Searches in the PeopleSoft CRM Application Fundamentals

PeopleBook.

Provider Group Enter a provider group if you want to assign the case to

the group, if you want to use the Suggest an Agent link to

assign the case, or if you want the Assigned To field to

accept only agents in the specified provider group.

 Suggest a Provider

Group

Click this button to generate a list of suggested provider

groups.  The link displays the Provider Group List page,

where you can pick one of the suggested provider groups.

The provider group search is based on criteria that is

specific to customers.  Therefore, this button is specific to

PeopleSoft CRM Support.
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Assigned To
The agent who is working on the case, sometimes called

the case owner.  When a new case is created, the system

assigns it to the agent who created the case; you can

override this default value at any time.

 If you haven't entered a provider group, this field prompts

against all workers in the system.  If you have entered a

provider group, you can prompt against agents in that

group.

 Suggest an Agent
Click this button to generate a ranked list of qualified,

available agents.  The link displays the Candidate List

page, where you can pick one of the suggested agents.

You must select a provider group before you can generate

a candidate list.

Resolution Information

PeopleSoft call center applications enable you to track not only the final resolution to a case—

the one that solved the caller's problem—but also failed resolutions and potential resolutions.

By tracking failed and potential resolutions in addition to successful resolutions, you capture

extremely valuable information about the efficacy of your solution set.

The Resolution Information region provides the following functionality:

• Four methods of locating potential solutions: frequently used solutions, Solution

Advisor, solution IDs, and independent text solutions.

• A grid where you can track all the resolutions that you've identified as potential

resolutions.  Each resolution has a status that explains whether the resolution has been

attempted and, if so, whether it succeeded or failed.

• A mechanism for emailing selected solutions to the caller or to any other person.

• A check box to indicate whether the case was resolved on the first call.  If you are not

the agent who originally opened the case, this check box is not enterable.

For more information and complete documentation of the page controls in this region, see

the Resolving Cases chapter.

Case Tracking Information

Created The date and time the case was created and the User ID of

the person who created it.

Last Modified The date and time the case was last updated and the User

ID of the person who updated the case.

Closed The date and time the case was closed and the User ID of

the person who updated the case.
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Resolving Cases

PeopleSoft CRM call center applications enable you to track not only the final solution to a

case—the one that resolved the caller's problem—but also failed solutions and other solutions

considered.  By tracking all solution usage, you capture valuable information about the

efficacy of your solution set.

Understanding Case Resolution

A resolved case is a case that's associated with a successful solution.  A resolved case is not

necessarily a closed case; the case status is independent of the solution status.

Your organization can use the Case Defaults page to set up a default status for resolved cases.

If a default status exists, the system will change the status when you resolve the case.  If no

default exists, it's left to an agent to update the status manually.

For more information about creating workflow, see the Setting Up Component Event

Processing chapter.

Understanding Solution Terminology

Solutions describe ways you might be able to resolve the caller's problem.  A solution can

succeed or fail.  When a solution succeeds (that is, it resolves the case), it is considered a

resolution.  Resolutions only exist in the context of a case.

Understanding Attempted Solutions

The Case page includes a Solutions Considered for this Case grid.  This grid lists all the

solutions that you've identified as potential solutions.  Each solution has a status that explains

whether the solution has been attempted and, if so, whether it succeeded or failed.  There are

five solution statuses:

• In Consideration: You have not suggested this solution to the caller.  The solution is

in the list so that it is readily available when you're ready to try it.

• Waiting on Customer: You have suggested this solution to the caller, but you don't yet

know whether the solution worked.
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• Failed Resolution: The caller attempted the solution, but the solution did not solve the

caller's problem.

• Successful Resolution: The solution solved the caller's problem.  Only one solution

can have this status.

• Withdrawn: The solution should not have been associated with the case at all and will

be disregarded in all solution-related metrics.

Only one solution can have a Successful Resolution status.  When you select this status for a

solution, the Case page prevents you from considering additional solutions or updating the

status of other solutions.

If you need to change any solution information, you must reopen the resolution area of the

case.  This changes the status of the successful solution from Successful Resolution to Failed

Resolution and makes all the solution fields available for entry again.

Attempting Solutions

There are four ways to bring potential solutions into the Case page (more specifically, into the

Solutions Considered for this Case grid).  The Case page includes separate buttons for each

method; clicking one of these buttons displays a corresponding page where you can identify

the solution, set the initial status for the solution, and bring the solution back into the Case

page (Attempt the solution).

The following table describes the four buttons used to find and identify solutions:

Method Page Description

Solution ID Select

Solution ID

page

Solution IDs uniquely identify predefined solutions.  Click this button

to open the Solution ID page, where you can enter a memorized

solution ID, choose the initial status of the solution, and bring the

solution back into the Solutions Considered for this Case grid.

Independent

text solution

Independent

Text Solution

page

Ideally, you solve cases by referencing predefined solutions.

Sometimes, however, you are able to solve a case even though no

predefined solution exists.  In this situation, you enter a description of

the solution in this field.

Independent text solutions, like predefined solutions, are searchable

by Solution Advisor and, when found by Solution Advisor, are

reusable in other cases. When independent text solutions are

referenced in any of these contexts, the summary text is derived from

the first 50 characters of the solution.

Note. If your business unit is configured to disallow independent text

resolutions, this option is not available.
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Method Page Description

Frequently

used

solution

Frequently

Used

Solutions

page

Frequently used solutions are the solutions that have resolved the

most cases for this particular product.

Your organization must regularly run the Update Solution Usage

Counts Application Engine process (RC_SOLN_USAG) to keep the

solution usage counts up-to-date.

For more information about frequently used solutions and updating

usage counts, see Managing Solutions in the PeopleSoft CRM

Application Fundamentals PeopleBook.

Solution

Advisor

Solution

Advisor -

Search page

Solution Advisor is a tool that searches for solutions that might relate

to the case and then enables you to bring selected solutions into the

Solutions Considered for this Case grid.

You can search for:

• Solutions—both predefined solutions and independent text

solutions.

• Similar cases.  When Solution Advisor finds similar cases, you can

drill down to see the solutions used by those cases. You can then

select those solutions and apply them to the current case.

• Problem solving techniques.  These are branch scripts that use a

series of questions to guide you to one or more solutions.  When

you reach a point where the script suggests a solution, you can add

that solution to the case.

The following diagram illustrates the case resolution process:

Choose

resolution

method

Frequently used

solution

Solution ID

Independent text

solution

Solution Advisor

Failed

Resolution

In

Consideration

Waiting on

Customer

Withdrawn

Update case

status to close

case

Choose  the

solution status

Attempt the

solution

Set the initial

status for a

solution

Change status of an

existing solution

Successful

Resolution

Resolving cases

There are other methods of attempting a solution from a page other than the Case page.  You

can launch a problem solving technique directly from the Related Objects page.  Or if the case

is a child of another case, you set up the system to cascade the successful resolution from the

parent to the child.
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For more information about the Related Objects page, see the Working Cases chapter. For

more information about cascading solutions, see the Setting Up Component Event

Processing chapter.

Internally, the system records the method used to find and attempt the solution in the

RC_RSLN_SOURCE table.  This information does not appear on the Case page, but it is

available for reporting and analysis.

Working with Attempted Solutions

Once you've added solutions to the Case page (to the Solutions Considered for this Case grid),

there are three things you can do with the solutions:

• Update the solution status.

• View the solution details.

The Solutions Considered for this Case grid shows summary information about each

solution.  Click the summary text to display the Solution Details page.  On the Solution

Details page, you can see the full text of the solution, and you can add notes or

attachments to the solution.

• Email the solution.

Often the most efficient way to communicate a solution to a caller is to send an email with

the solution text.  Note, however, that attachments are not included in the email.

Resolution Region on the Case Page

Use the Resolution Information region on the Case page to create a list of potential solutions

and to track the outcome for each potential solution.

Resolution Information region on the Case page
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Attempt To Solve This Case Using

The resolution region includes four buttons that offer different ways of identifying potential

solutions.  Each button displays a different page where you can identify a solution, select its

initial status, and bring the solution back into the Solutions Considered for this Case grid.

Frequently Used Solution Click this button to open the Frequently Used Solution

page, which displays the top solutions used most often to

successfully solve problems related to the product.

 On this page, you can select a solution, choose the initial

solution status, and bring the solution back into the

Solutions Considered for this Case grid.

Independent Text Solution Click this button to open the Independent Text Solution

page, where you can enter a solution description, choose

the initial status of the solution, and bring the solution

back into the Solutions Considered for this Case grid.

 If your business unit is configured to disallow independent

text resolutions, this button is not available.

Solution ID Click this button to open the Solution ID page, where you

can enter a memorized solution ID, choose the initial

status of the solution, and bring the solution back into the

Solutions Considered for this Case grid.

 Note that only predefined solutions have solution IDs; you

cannot access independent text solutions by ID. If you

don't know the solution ID, do not use this button.

Instead, use Solution Advisor to help you find potential

solutions.

Solution Advisor Click this button to open the Solution Advisor - Search

page, where you can search for solutions by looking at

predefined solutions, independent text solutions, solutions

associated with similar cases, or relevant problem solving

techniques (which will guide you to a solution).

 You can select one or more solutions, choose the initial

solution status, and bring the solutions back into the

Solutions Considered for this Case grid.

For more information about using Solution Advisor, see

the Using Solution Advisor chapter.

Resolved by First Contact Select this check box if you close a case during the caller's

first contact with the call center.  If you are not the agent

who originally opened the case, this check box is not

enterable.
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Sort Considered Solutions Select a value to immediately sort the solutions in the

Solutions Considered for this Case grid.  You can sort

by Date Modified, Solution ID, Status, or Summary.  The

default sort order is by Date Modified.

 When you sort by resolution status, resolutions are sorted

based on the potential to solve the case rather than

alphabetically: the Successful Resolution appears first,

followed by Waiting on Customer, In Consideration,

Failed Resolution, and Withdrawn.

Note.  Solution Advisor warns you if you attempt a solution that's already been attempted.

But the system does not prevent you from attempting a solution multiple times; if you do so,

there are multiple entries for that solution in the Solutions Considered for this Case grid.

Solutions Considered for This Case

The Solutions Considered for this Case grid tracks the status of all solutions that you have

used or are considering using.

Solution ID If the solution is a predefined solution, the solution ID

appears. If the solution is an independent text solution,

(created in this case or copied from another case), there is

no solution ID.

Summary If the solution is based on a predefined solution, the

solution summary appears.

 If the solution is an independent text solution (created in

this case or copied from another case), the system derives

a summary based on the first 50 characters of the solution

text. The summary is also a link that you can click to

display the Solution Detail page.

For more information about the Solution Detail page,

see Solution Details Page: Attempted Solutions in this

chapter.

Status Use this field to keep track of the status of the solution

attempt.  These statuses provide important information

about the efficacy of your organization's solution set, so

it's important to keep statuses up-to-date. Select from the

following valid values: In Consideration, Waiting on

Customer, Failed Resolution, Successful Resolution, and

Withdrawn.

For more information about resolution statuses, see

Understanding Attempted Solutions in this chapter.



J U N E  2 0 0 1 P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K

P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L R E S O L V I N G  C A S E S      1 2 - 7

Date Modified The date and time the solution status was last modified.

This does not represent the date a predefined solution was

last modified.  You must go to the Solution page to see

that information.

Resolving Cases

A case is considered resolved when there is a solution with the status Successful Resolution.

Once a case is resolved, the four buttons that help you find solutions disappear.  In their place,

you see a summary of the successful solution—now considered a resolution—with the

following previously hidden fields and button:

Resolution Status Because this appears only when a case is resolved, the

status is always Successful Resolution.

Resolution Summary The summary of the successful solution.  When the

successful solution is an independent text solution, the

system uses the first fifty characters as the summary.

Resolution Details The full text of the successful solution.

Resolution Failed Click this button to reset the status of the solution

currently marked Successful Resolution.  When you click

this button, the resolution summary disappears and the

four buttons used to find solutions reappear.

The system assumes that you reopened the solution

because the solution that was thought to have resolved the

problem didn't work after all.  So the system changes the

status of that solution from Successful Resolution to

Failed Resolution.  If the solution has not actually failed,

reset the status to another more appropriate value.

 Because cases can only be closed if they have been

resolved, you cannot reopen the resolution area of a closed

case.  Therefore, you must ensure that the case is open

before you can click this button.

Important!  A resolved case is not necessarily a closed case: you need to update the Case

Status field (not just the solution status) to close the case.

Emailing Solution Information

Often the most efficient way to communicate a solution to a caller is to send an email with the

solution text and attachments.  Use the following fields to select solutions from the Solutions

Considered for this Case grid and send them using the Send Notification page.

For more information about notifications and the Send Notification page, see
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Select Select this check box to identify individual solutions that

you want to email to someone.

Select All Click this link to select all solutions.

Clear All Click this link to clear the Select check box for all

solutions.

Email Selected Solution(s)
Click this button to open the Send Notification page in

order to send the selected solutions to a recipient you

specify.

The EMAIL_RESOLUTION email template determines

the default content of the notification.  As delivered, the

message text includes the text of all selected solutions

(without regard to the solution's visibility as established

on the Solution Summary page).  Attachments are not

included in the notification.

Modify the fields if you like, then select a delivery

mechanism (email or worklist), and send the notification.

For more information about sending notifications, see

Using Worklists and Notifications in the PeopleSoft CRM

Application Fundamentals PeopleBook. For more

information about email templates, see the Creating

Email Templates chapter.

Pages Used for Finding Solutions

There are four pages you can use to identify solutions that you want to add to the Solutions

Considered for this Case grid.  Each page is accessed using the corresponding button in the

resolution region of the Case page.  This chapter documents three of the four pages: the

Frequently Used Solutions page, the Solution ID page, and the Independent Text Solution

page.  The fourth page, the Solution Advisor - Search page, is discussed in the Using Solution

Advisor chapter.

Common Fields in the Pages Used for Finding Solutions

The Frequently Used Solutions page, the Solution ID page, and the Independent Text Solution

page all display the case header at the top of the page.  The header provides summary

information about the case from which the page was accessed: the case number, caller

information, the case status, and the case summary.

All three pages additionally have the following fields:

Status The solution status.  If you select a solution to bring into

the Solutions Considered for this Case grid, you need to

choose the initial status for the solution.
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Attempt this Solution Click this button to bring the selected solution into the

Solutions Considered for this Case grid.

Return to Case Click this button to return to the Case page without

attempting any solutions.

Frequently Used Solutions Page

Usage Use the Frequently Used Solutions page to quickly access a list of the solutions

that most often solved cases related to the product you've identified and to add

any of these solutions to the attempted solution list in the case.

Object Name RC_FREQ_USED_SOLN

Navigation Click the Frequently Used Solution button on the Case page.

Frequently Used Solutions page

For more information and complete details about the fields on this page, see Common Fields

in the Pages Used for Finding Solutions.

The following fields are specific to the Frequently Used Solutions page:

Solved Count Indicates the number of cases resolved by this solution.

Solution Summary Click this link to view the Solution Details page. The text

of the link is the solution summary.
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Select Solution ID Page

Usage Use the Select Solution ID page to enter a solution ID, choose the initial status

of the solution, and bring the solution back into the Solutions Considered for

this Case grid.  This page is most useful for entering a memorized solution ID.

You can also prompt for valid solutions.

Object Name RC_SOLUTIONID_RSLN

Navigation Click the Solution ID button on the Case page.

Solution ID page

Solution ID Enter a known solution ID.  When you prompt for a

solution ID, you have the option of restricting the search

to solutions associated with a specific product.  If there is

a product associated with the originating case, the system

enters that product into the solution search page, but you

can remove it if you do not want the prompt to be

restricted.

Solution Summary Click this link to view the Solution Details page. The text

of the link is the solution summary.

For more information and complete details about the fields on this page, see Common Fields

in the Pages Used for Finding Solutions.

Independent Text Solution Page

Usage Use the Independent Text Solution page to enter a solution description.

Object Name RC_INDPNTTXT_RSLN

Navigation Click the Independent Text Solution button on the Case page.
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Independent Text Solution page

For more information and complete details about the fields on this page, see Common Fields

in the Pages Used for Finding Solutions.

The following field is specific to the Frequently Used Solutions page:

Independent Text Solution Enter a description of the solution.

Pages Used for Viewing Solution Details

There are two pages that display solution details. Both pages are titled Solution Details, and

both display the summary and description of the solution.  However, the two pages have a

slightly different context, appearance, and function.

• The first Solution Details page is used when you're adding new solutions to the

Solutions Considered for this Case grid.

Specifically, you access this page when you click a solution summary in the Select

Solution ID page or the Frequently Used Solutions page.

This version of the Solution Details page has an Attempt This Solution button.

• The second Solution Details page provides details about solutions that are already part

of the Solutions Considered for this Case grid.

This page doesn't include an Attempt This Solution button because the solution has

already been attempted.  It does, however, include a Solution Status field that you can

use to update the status of the attempted solution.

This page also enables you to record and review notes that are specific to the use of

this solution in the current case.
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Solution Details Page: Finding Solutions to Attempt

Usage Use the Solution Details page to review detailed information about a solution

that you're thinking of adding to the Solutions Considered for this Case grid.  If

you decide to consider this solution, you can use this page to set the initial

status of the solution and to add it to the grid.

When you access this page from the Frequently Used Solutions page, the title is

Case - Frequently Used Solutions.

Object Name RC_RSLN_SOLN

Navigation Click the solution summary in either the Frequently Used Solutions page or the

Select Solution ID page.

Solution Details page

ID (solution ID), Summary

Symptoms, and Details

Only the Summary and Details appear if you're looking

at an independent text solution on the page accessed from

the Solutions Considered for this Case grid.

Status The solution status.

Attempt This Solution Click this button to bring the solution into the Solutions

Considered for this Case grid.

Return to Frequently Used

Solutions page or Return to

Select Solution ID page

Click this link to close the page and return to the

originating page without attempting the solution.
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Solution Details Page: Attempted Solutions

Usage Use the Solution Details page to review detailed information about a solution

that you've already added to the Solutions Considered for this Case grid.

You can also use this page to change the solution status and to record notes

about the use of this solution in the current case.

Object Name RC_RSLN_ATMPT_DTLS

Navigation Click the solution summary link in the Solutions Considered for this Case grid

on the Case page.

Case - Solution Details page (for an independent text solution)

General Information

Status The solution status.

Summary and Details These fields appear only if the solution is an independent

text solution.  You can modify the text if you like.

ID (solution ID), Summary

Symptoms, and Description

These fields appear only if the solution is a predefined

solution.

Return to Case Click this link to close the page and return to the

originating page.
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Managing Solution Notes

Notes that you attach to the solution apply only to the use of the solution in the current case.

You can see the solution notes in both the Solution Details page and mixed in with the main

case notes on the Notes and Attachments page.

Notes Summary Grid
A list of notes associated with this resolution.  For each

note, you can see:

• The note summary.

• The note visibility—whether the note is visible to all

users (including self-service users) or to only internal

people.

• Who added the note.

• When the note was added.

Add Note or Attachment Click this button to display the Case - Resolution Notes

page, where you can add a new note.

Resolution Notes Page

Usage Use the Resolution Notes page to create or update notes and attachments related

to the resolution.

Object Name RC_CASE_RSLN_NOTE

Navigation Click the Add Note or Attachment button on the Solution Details page.

Resolution Notes page
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Resolution notes use standard PeopleSoft CRM notes and attachments functionality and fields.

Any notes you create for a resolution also appear with the general case notes in the Notes and

Attachments page.

For more information about working with notes and attachments, see Adding Notes and

Attachments in the "Using PeopleSoft CRM Common Elements" chapter in the PeopleSoft

CRM Application Fundamentals PeopleBook.
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Using Solution Advisor

Solutions are only useful to the extent that they're accessible—a solution that you can't find

won't help you solve a problem.  To help you find relevant solutions, PeopleSoft CRM

provides Solution Advisor.

Solution Advisor is powered by Verity, a third-party search and retrieval tool.  The CRM

search collection is the complete body of searchable data available to solution advisor.  You

must regularly rebuild the collection to ensure that Solution Advisor has access to the latest

data.

This chapter documents Solution Advisor for cases.  A limited version of Solution Advisor,

Solution Advisor for service orders, is available in PeopleSoft CRM FieldService.

For more information about Verity and about administering the CRM search collection, see

Managing PeopleSoft CRM Search in the PeopleSoft CRM Application Fundamentals

PeopleBook. For more information about Solution Advisor for service orders, see Working

With My Service Orders in the PeopleSoft CRM FieldService PeopleBook.

Understanding Solution Searching

Solution Advisor helps you identify solutions that might solve the current case.  Although it

uses the same technology as the Universal Search Tool, it is designed specifically to search for

solutions and to return those solutions to the Case page:

• When you open the Solution Advisor page, the system enters text from the case

Summary and Details fields into the search criteria field.

• The search areas are all related to solutions.

• The search results show you how many cases the solution has solved.

• You can select solutions found by the Solution Advisor and bring them back to the

considered solution list in the case.

Understanding Search Areas

Solution Advisor can search up to four different search areas with the potential to provide

relevant solutions.
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Although Solution Advisor is preconfigured to search specific records, you choose which

fields within those records are searchable.  You do this by defining search index templates for

each searchable record.  When you build the CRM search collection, only data from the fields

you specify is included in the collection.

For more information about setting up index templates, see Managing PeopleSoft CRM

Search in the PeopleSoft CRM Application Fundamentals PeopleBook.

Area Description

Solutions Predefined solutions that you create in the Solution component.

You can bring selected solutions into the considered solution list for the

current case.

For more information about solutions, see Managing Solutions in the

PeopleSoft CRM Application Fundamentals PeopleBook.

Independent text

solutions

Ad hoc solutions that were created for specific cases.

You can bring selected solutions into the considered solution list for the

current case.

Cases Cases that are similar to the current case.

You can drill down to see which solutions were used in the case, and then you

can bring selected solutions into the considered solution list for the current

case.

Problem solving

techniques

Scripts that use a question and answer format to help you identify potential

solutions.

You can run the script and then, when the script recommends a solution, you

can bring that solution into the considered solution list for the current case.

When you run a script that is suggested by Solution Advisor, the system adds

that script to the list of related objects for the case.

The following diagram illustrates how you work with the results from the different search

areas:

Configure Search

Parameters

Search

Solutions

Found
Cases Found PST Found

Independent

Text Solutions

Found

View related

solutions

Attempt

solution(s)

Let script suggest

solutions

Using Solution Advisor
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Understanding Solution Advisor Navigation

The results grid in the Solution Advisor - Search page includes a summary of each item in the

grid.  By clicking the summary text, you can bring up a detail page with more information

about the object.  The following diagram illustrates the navigation to and from the different

detail pages:

Solution Advisor -

Solution page

Solution Advisor -

Case page

Branch Script

Execution page

Solution Advisor -

Independent Text

Solution page

Solution

Problem

Solving

Techniques

Case

Independent

Text Solution

Search Area Solution Advisor

Detail Pages

Solution Advisor -

Solutions Considered

page

� Select and return to search

� Select and return to case

� Return to Search

� Return to Case

Navigation Options

� Return to case

� Execute action to bring

solution back to case

� Return to Search

� Return to Case

Navigation for Solution Advisor detail pages

Scoring Search Results

Solution Advisor orders search results according to their relevance score. Relevance scores

range from 1 to 100, with 100 representing the highest relevance.  The system calculates the

relevance score for each result based on the following criteria:

• How well the solution matches the search criteria.

• How often the solution has been used.

• The age of the solution.

Your organization can configure Solution Advisor to disregard the age of the solution by

selecting the Alternative Scoring check box in the Solution Management Setup page.

If your organization has set a threshold score, Solution Advisor displays only solutions with a

score higher than that threshold.

For more information about how Verity calculates relevance scores, see Managing

PeopleSoft CRM Search in the PeopleSoft CRM Application Fundamentals PeopleBook.
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Solution Advisor - Search Page

Usage Use the Solution Advisor - Search page to search for solutions to cases.  You

can enter search parameters, initiate a search, and review the search results.

Once the Solution Advisor presents you with possible solutions, you can bring

one or more solutions back to the originating case.

Object Name RC_SA_SEARCH

Navigation Click the Solution Advisor button on the Case page.  The page is also available

from the menu:  Manage Call Center, Manage Solutions, Use, Solution

Advisor

Prerequisites Enter a product and a problem description in the Case page; this information

becomes your default search criteria.

Solution Advisor - Search page

The case header information appears at the top of the Solution Advisor - Search page; this

reminds you which case you invoked the Solution Advisor from.

Search Information

Search Criteria Enter the search text.  When you first access Solution

Advisor, the text from the case Summary and Details

fields appears as the default search text.
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Search Areas Choose which areas of the database to search.  Select one

or more of the following check boxes: Solution,

Independent Text Solutions, Case, and Problem

Solving Techniques.

For more information about search areas, see

Understanding Search Areas in this chapter.

Search Type Verity supports two different search algorithms, each with

its own query syntax and behavior.  Choose one of the

following search algorithms: Keyword or Phrases.  Be

sure that your search criteria is appropriate for the type of

search you choose.

For more information about Verity's search algorithms,

see Managing PeopleSoft CRM Search in the PeopleSoft

CRM Application Fundamentals PeopleBook.

Search Click this button to perform your search.  When the search

is complete, the system displays the search results at the

bottom of the page.

Restore Case Search

Criteria

If you've edited the search criteria, click this button to

restore the default criteria.

Search Tips Click this link to view tips for constructing keyword

searches.  For example, the search tips provide

information on the use of and and or in searches and on

searching for entire phrases.

Return to Case Click this link to return to the case and leave Solution

Advisor without performing a search.

Search Results - General

Show Results From The Solution Advisor returns a separate set of results for

each of the areas you search.  The results grid shows only

one set of results at a time.  Choose which set of results to

display by selecting one of the following values:

Solution - [number] Returned: Select this option to view

solutions that match your search criteria.

Independent Text Solution - [number] Returned: Select

this option to view independent text solutions that match

your search criteria.

Call Center Case - [number] Returned: Select this option

to view cases that match your search criteria.

Problem Solving Technique - [number] Returned: Select

this option to view problem solving techniques that match

your search criteria.
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Attempt Selected Solutions As you look through your search results, you can mark

individual solutions for consideration.  After you've

finished selecting solutions from all areas, click the

Attempt Selected Solutions button to add the solutions to

the case's considered solution list.

 When you click this button, the system displays the

Solution Advisor - Confirm page where you can review

your selections and set initial solution statuses before

returning to the Case page.

Score The score column appears in the search results grid for

each of the four search areas.  The score is a rating

between one and one hundred that represents how closely

the solution matches your search criteria.

Search Results - Solutions

Select Select this check box to mark those solutions that you

want to consider for the originating case.

Solution ID The unique identifier for the solution.

Summary

(solution summary)

A description of the solution. Click the summary to

display the Solution Advisor - Solution page where you

can review solution details and select the solution for

consideration.

Solved Count The number of cases that the solution has resolved.

Search Results - Independent Text Solutions

Select Select this check box to mark those solutions that you

want to consider for the originating case.

Summary

(solution summary)

A description of the solution.  Click the summary to

display the Solution Advisor - Independent Text Solution

page where you can review solution details and select the

solution for consideration.

Case Number The unique identifier for the case where the independent

text solution was originally created.

Status (solution status) The status of the solution in that case.

Search Results - Cases

Case Number The unique identifier for the case.

Summary (case summary) A description of the case. Click the summary to display

the Solution Advisor - Case page, where you can review

and select solutions associated with the case.

Status (case status) The case status.
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Search Results - Problem Solving Techniques

Description The name of the problem solving technique.  Click the

description to run the script in the Branch Script

Execution page.

Solution Advisor - Confirm Page

Usage Use the Solution Advisor - Confirm page to review and modify your selections

before returning selected solutions to the Case page.  You can also set the initial

resolution status for the solutions you're attempting.

Object Name RC_SA_CONFIRM

Navigation Click the Attempt Selected Solutions button on the Solution Advisor - Search

page

Solution Advisor - Confirm page

Select All solutions listed are already selected to indicate that

they will be added to the case's considered solutions list.

Clear this check box for any solution you decide not to

consider.

Solution ID The unique identifier for a predefined solution.

Independent text solutions do not have solution IDs.

Resolution Summary A description of the solution.

Resolution Status The status to be used as the initial solution status when

you attempt the solution.  Select from the following valid

values: Select from the following valid values: In

Consideration, Waiting on Customer, and Failed

Resolution.

Attempt Selected Solutions Click this button to add the solutions to the case's

considered solution list.

Return to Search Returns to the Solution Advisor - Search page without

changing your selections.  The results of your last search

are still available in the search results grid.  All solutions

you selected remain selected—even if you deselected the

solution in the Confirm page.
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Return to Case Returns to the originating case without brining any of the

selected solutions into the considered solutions list.

Solution Detail Pages

The results grid in the Solution Advisor - Search page includes a summary of each item in the

grid.  By clicking the summary text, you can bring up a detail page with more information

about the object.

This section describes the detail pages related to solutions, independent text solutions, and

cases found by Solution Advisor.

For more information about the detail page related to problem solving techniques found by

Solution Advisor, see Problem Solving Technique Detail Pages in this chapter.

Common Fields in the Solution Advisor Detail Pages

The three pages that display solution details (that is, all Solution Advisor detail pages except

the Solution Advisor - Case page) all have the same navigation options:

Select and Return to Search Selects the current solution and returns to the Solution

Advisor - Search page.  After you finish selecting

solutions, click the Attempt Selected Solutions button on

the Solution Advisor - Search page to bring the solutions

into the originating case's considered solutions list.

Select and Return to Case Selects the current solution and returns to the originating

case.  If you selected other solutions during your Solution

Advisor sessions, the system disregards those solutions;

only the current solution is attempted. Because this

bypasses the Solution Advisor - Confirm page, where you

normally set the initial solution status, the solution is

given a status of In Consideration.

Return to Search Returns to the Solution Advisor - Search page without

selecting the current solution.

Return to Case Returns to the originating case without selecting any

solutions—neither the current solution nor any other

solutions that you selected during your Solution Advisor

session.
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Solution Advisor - Solution Page

Usage Use the Solution Advisor - Solution page to review detailed information about a

solution found by Solution Advisor.

Object Name RC_SA_SOLN_DTL

Navigation On the Solution Advisor - Search page, click the Summary link from the list of

solutions found by Solution Advisor.

Solution Advisor - Solution page

The following elements are common to multiple pages in this component and are defined in

section Common Fields in the Solution Advisor Detail Pages: Select and Return to Search,

Select and Return to Case, Return to Search, and Return to Case.

The following fields describe the solution: Solution ID, Solution Type, Solved Count, Usage

Count (the number of times the solution was used in cases, regardless of whether it resolved

the case), Summary, Symptoms, and Solution Description.

Solution Advisor - Independent Text Solution Page

Usage Use the Solution Advisor - Independent Text Solution page to review detailed

information about an independent text solution found by Solution Advisor.

Object Name RC_SA_RSLN_DTL

Navigation On the Solution Advisor - Search page, click the Summary link from the list of

independent text solutions found by Solution Advisor.



P E O P L E S O F T  C R M  S U P P O R T  A N D  P E O P L E S O F T  C R M  H E L P D E S K  P E O P L E B O O K J U N E  2 0 0 1

1 3 - 1 0      U S I N G  S O L U T I O N  A D V I S O R P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L

Solution Advisor - Independent Text Solution page

The following elements are common to multiple pages in this component and are defined in

section Common Fields in the Solution Advisor Detail Pages: Select and Return to Search,

Select and Return to Case, Return to Search, and Return to Case.

The following fields describe the independent text solution: Case Number, Summary, and

Details.

Solution Advisor - Case Page

Usage Use the Solution Advisor - Case page to review detailed information about a

case found by Solution Advisor and to select solutions that were used in that

case.

Object Name RC_SA_CASE_DTL

Navigation On the Solution Advisor - Search page, click the Summary link from the list of

cases found by Solution Advisor.
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Solution Advisor - Case page

The following fields describe the case that you're looking at: Case Number, Status (case

status), Case Type, Summary (case summary), and Problem Description.

The following fields describe each solution associated with the case: Solution ID, Summary,

and Resolution Status. To view details for a solution, click its summary to displays the

Solution Advisor - Solutions Considered page.

Select Select this check box to mark those solutions that you

want to consider.

Attempt Selected Solutions Click this button to return to the originating case and

attempt the solutions selected on this page—along with

any other solutions you selected in other areas of Solution

Advisor.  When you click this button, the system displays

the Solution Advisor - Confirm page where you can

review and modify your selections before returning to the

Case page.

Solution Advisor - Solutions Considered Page

Usage Use the Solution Advisor - Solutions Considered page to review detailed

information about a solution found by Solution Advisor.

Object Name RC_SA_RSLN2_DTL

Navigation On the Solution Advisor - Search page, click the Summary link from the list of

solutions found by Solution Advisor.
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Solution Advisor - Solutions Considered page

The following elements are common to multiple pages in this component and are defined in

section Common Fields in the Solution Advisor Detail Pages: Select and Return to Search,

Select and Return to Case, Return to Search, and Return to Case.

The Case ID identifies the case with which the solution is associated.

If the solution is an independent text solution, you'll see the Case Number, Summary, and

Description.  These fields are identical to the fields on the Solution Advisor - Independent

Text Resolution page.

If the solution is a predefined solution, you'll see the Solution ID, Solution Type, Solved

Count, Usage Count, Summary, Symptoms, and Solution Description.  These fields are

identical to the fields on the Solution Advisor - Solution page.

Problem Solving Technique Detail Pages

When Solution Advisor finds problem solving techniques, the Solution Advisor results grid

shows a list of scripts.  Click a script name to launch the script in the Branch Script Execution

page.  Use the Branch Script Execution page to ask questions and record answers.

Depending on the caller's answers and the script definition, some nodes in the script may

include a button that you can click to review a suggested solution.

Although this section does not describe the branch script execution page, it does describe the

page used by a problem solving technique to suggest a solution.

For more information about the Branch Script Execution page, see Running Branch Scripts

in "Using PeopleSoft CRM Common Elements" in the PeopleSoft CRM Application

Fundamentals PeopleBook.
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Case - Solution Page

Usage Use the Case - Solution page to review a solution that has been suggested by a

branch script and to associate the suggested solution with the case from which

you ran the script.

Object Name RC_USE_SOLUTION

Navigation On the branch script execution page, click the Start Action button associated

with an action that suggests a solution.

Case - Solution page

The header fields provide information about the case from which you ran the script.

The Solution ID, Summary, and Details fields provide information about the suggested

solution.

Status If you want to associate this solution with the originating

case, select the initial solution status to use.

Attempt Selected Solutions Click this button to attempt the suggested solution.  When

you click this button, the solution is associated with the

originating case using the status you've selected.

Return to Branch Script

Execution Page

Click this link to return to the Branch Script Execution

page.

For more information about associating solutions with cases and about solution statuses, see

the Resolving Cases chapter.
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Working Cases

At its simplest, working a case involves identifying and resolving a customer's problem.  This

may be simple, but it's not necessarily typical. This chapter explains other case management

activities—activities you perform in the Case component on pages other than the Case page.

The following types of activities are discussed:

• Adding notes and attachments.

• Tracking case history.

• Relating cases to each other.

• Working with related objects.

• Identifying interested parties.

When you look at the page illustrations in this chapter, keep in mind that the page header is

different for PeopleSoft CRM Support cases and PeopleSoft CRM HelpDesk cases.  In

support cases, the header displays the customer and contact.  In helpdesk cases, the header

displays the employee number and employee name.

Any other differences between the two call center applications are clearly identified in the text

of this chapter.

Adding Notes and Attachments

The ability to record notes and attach files to those notes is often essential for your work.

Notes are the main way you track your case research and communications.  If you exchange

files with the customer, you need to associate those attachments with the case.

PeopleSoft CRM provides a standard interface for working with notes and attachments across

all the components that require this functionality.   The standard Notes and Attachments page

provides three views of your case notes:

• The note detail shows complete information for each note, including a list of

attachments associated with the note.  This is the default view when there are not yet

any notes associated with the case.  If the note is part of a resolution, the note detail

includes the resolution summary, which is also a link to the resolution details.
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• The notes summary shows a concise list of all existing notes.  The view provides a

one-line summary for each note; click the summary to display the note details.  The

summary shows a paperclip icon if the note has one or more attachments and a

resolution icon if the note is part of a resolution.  This is the default view once there

are notes associated with the case.

• The attachments summary shows a concise list of all attachments associated with the

component.  Whereas the note detail displays attachments associated with the current

note, the attachments summary page shows all attachments without regard to the

associated note.

Notes and Attachments Page

Usage Use the Notes and Attachments page to add, view, and modify notes associated

with a case.  You can also associate attachments with case notes.

Object Name RC_CASE_NOTE

Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:

• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

Prerequisites Set up valid note types in the Note Type page.

Access

Requirements

To access a new case, identify the caller on the Case Search page.

To access an existing case, identify the case on the Case Search page.
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Notes and Attachments page (HelpDesk)

For more information about tracking notes and attachments, see Adding Notes and

Attachments in the "Using PeopleSoft CRM Common Elements" chapter of the PeopleSoft

CRM Application Fundamentals PeopleBook.

Tracking Case History

PeopleSoft call center applications provide both a Case History page and an Audit Trail page.

Although there can be some overlap in the data captured by the two history pages, there are

also important differences between the two.

The Case History page displays information about major events in the life of the case,

including a description of the event and details of any field changes associated with the event.

Your organization defines case history events based on logical statements that may evaluate

the value of a field.  For example, the case history may show changes to a field only when the

field changes to or from a particular value.

The Audit Trail page displays record-level changes to case data.  Your organization chooses

which fields in the record to audit, and which types of changes to capture (adding, updating,

displaying, or deleting).  However, there is no conditional logic to evaluate the before and

after values of the field; all audited actions are captured regardless of the value of the field.

Case history helps the user who needs a convenient summary of the major events in the life of

a case.  Case auditing complements case history processing by providing a mechanism for

keeping a detailed change history without cluttering up the Case History page.
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For more information about configuring workflow to capture case history events, see the

Setting Up Component Event Processing chapter.  For more information about setting up

audit tracking, see the Setting Up Case Auditing chapter. For more information about

PeopleTools auditing, see your PeopleTools documentation.

Case History Page

Usage Use the Case History page to view a summary of important events in the case

lifecycle.

Object Name RC_ACTION_HIST

Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:

• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

Prerequisites Your organization must define event sets that tell the system which events to

capture in the case history.

Access

Requirements

To access a new case, identify the caller on the Case Search page.

To access an existing case, identify the case on the Case Search page.

Case History page (Support)

Case Audit Trail Click this link to display the Case - Audit Trail page.

Sort By Select a value to resort the case history events based on

the specified field.  You can sort by Date, Description,

New Value, Old Value, or Person (name).
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 Details Click this button to view details about the event.  When

you click this button, the system transfers you to the

appropriate page (as determined by the event processing

rules that created the case history entry).

Date The date this action occurred.  The date is also a link that

displays a page defined as part of the event—normally the

page where the change occurred.  For example, if the

event is the addition of a new note, clicking the link

displays the Notes and Attachments page.

Action Taken A description of the event.  For example, your

organization might set up events such as Note Added and

Case Status Changed.

Value Before Change If the event is a field value change, this field shows you

the value before the change.

Value After Change If the event is a field value change, this field shows you

the value after the change.

Changed By The name of the user who made the change.

Audit Trail Page

Usage Use the Audit Trail page to view detailed information about changes to specific

fields in the case.

Object Name RC_CASE_AUDIT

Navigation Click the Case Audit Trail link in the Case History page.

Prerequisites Audit information is available only if your organization has turned on auditing.

For more information about setting up auditing, see the Setting Up Case

Auditing chapter.
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Audit Trail page (Support)

Return to Case History Click this button to return to the Case History page.

Record Name The database record being audited.

Field Name The database field being audited.

Action Taken The action that was performed: Change, Add, Select, or

Delete.

Date/Time The date and time the change was saved to the database.

Name The name of the user who made the change.

Value Before Change The field value before the user changed the data.

Value After Change The field value after the user changed the data.

Working with Related Cases

Cases can be related to each other for numerous reasons.  Your organization establishes valid

case relationship types in the Relationship Type page.  Each relationship is marked as

hierarchical or equivalent (non-hierarchical).  Each case in a relationship has a relationship

label.  If the relationship is hierarchical, there are separate labels for the parent case and the

child case. If the relationship is equivalent, there is only one valid label.

The Case Relationships page displays a list of all cases related to the current case.

Relationships are always reciprocal: If case A is related to case B, then the Related Cases page

for both cases reflects the relationship.  However, child cases of a common parent do not
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appear in each other's Related Cases page—you need to use the Related Case page of the

parent case to see all the case relationships at a glance.

Similarly, two cases that are equivalent to a third case do not appear in each other's Related

Cases page.  That is, the fact that case A is equivalent to both case B and case C does not

establish any kind of relationship between case B and case C.  If you want to see all equivalent

cases in one place, you must make all the equivalent cases into children of a common parent.

Your organization can create workflow that cascades statuses from a parent case to all of its

child cases.  For example, if your organization establishes a Global relationship type for

tracking problems where a single fix (such as a rebooting a server) fixes a problem for

multiple people, then it may make sense to automatically close all of the child cases when the

parent case has closed.

For more information about creating relationship types, see Setting Up Case Relationship

Types in the "Setting Up Call Center Attributes" chapter.  For more information about

establishing cascading statuses for related cases, see Event Processing Actions in the "Setting

Up Component Event Processing" chapter.

Relating Cases

There are two different processes for relating cases.

• You can relate a case to an existing case.

For example, you receive four calls reporting problems about your web server before

you recognize that this is a global problem.  The four cases you've already created

need to be related to each other.  When you relate the cases, you can choose one as the

parent case and make the other three into children, or you can make all four of the

original cases into children of a new parent case.

• You can create a new related case.

For example, you've established a global case for your web server problem.  Another

person calls to report the problem.  From the existing global case, you can create a

new child case and automatically copy the problem information into the new case.

This process also works to clone cases; if you don't want the cloned case to be related

to the original case, you can delete the relationship without deleting the newly created

case.

The following diagram illustrates the two methods of relating cases:
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Relating cases

To associate the case with an existing case:

1. On the Related Cases page, click the Relate Existing Case button.

The Relate Existing Case - Search page appears.

2. Use the Relate Existing Case - Search page to identify the case you want to associate with

the current case.

Enter search criteria to help you find the case, then click the Search button. The system

returns a list of cases that match your criteria.  To choose a case, click that case in the

results list.  The Relate Existing Case - Relationship page appears.

If your search criteria uniquely identifies a case, the system bypasses the list of search

results and takes you directly to the Relate Existing Case - Relationship page.

The Relate Existing Case - Search page is identical to the Case Search page in Update an

Existing Case mode.  For more information about how to use this page, see the

Managing Cases chapter.

3. Use the Relate Existing Case - Relationship page to specify the relationship details.

Specify a relationship type and choose relationship labels for each of the cases.  Valid

relationship types are defined by your organization and are based on the business unit of

the case.

4. Click OK to establish the relationship.

The system establishes the relationship and saves the case. The newly established case

relationship appears in the Related Cases page.

To create a new related case:

1. On the Related Cases page, click the Create New Case button.
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The Create a New Case - Relationship page appears.

2. Use the Create a New Case - Relationship page to specify the relationship details.

Specify a relationship type and choose relationship labels for each of the cases.  Valid

relationship types are defined by your organization and are based on the business unit of

the case.

3. Choose which information to copy from the original case to the new case.

You can copy the customer information, problem information, resolution information, and

the case notes.

4. Click OK.

Customer information is required for all cases.  Therefore, if you chose not to copy

customer information, the Create a New Case - Search page appears so that you can

identify the customer.

If you chose to copy the customer information, the system immediately creates the new

case and returns you to the Related Cases page.  The newly established case relationship

appears in the Existing Related Cases grid.

5. If you did not copy customer information to the new case, use the Create a New Case -

Search page to identify the customer and contact for the new case.

Enter search criteria to help you find the customer and contact, then click the Search

button. The system returns a list of customers and contacts that match your criteria.  To

choose one, click that customer and contact in the results list. If your search criteria

uniquely identifies a case, the system bypasses the list of search results and takes you

directly to the Relate Existing Case - Relationship page.

The Relate Existing Case - Search page is identical to the Case Search page in Update an

Existing Case mode.  For more information about how to use this page, see the

Managing Cases chapter.

Once you identify a customer and contact, the system immediately creates the new case

and returns you to the Related Cases page.  The newly established case relationship

appears in the Existing Related Cases grid.

Related Cases Page

Usage Use the Related Cases page to manage case relationships.  You can relate cases

to each other based on case relationship types your organization has established,

and you can view and delete existing case relationships.

Object Name RC_RELATIONSHIP
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Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:

• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

Prerequisites Your organization must define case relationship types and workflow rules for

cascading statuses through related cases.

Access

Requirements

To access a new case, identify the caller on the Case Search page.

To access an existing case, identify the case on the Case Search page.

Related Cases page (HelpDesk)

Creating New Case Relationships

Relate an Existing Case Click this button to display the Relate Existing Case -

Search page, where you identify an existing case to relate

to the current case.  After you identify the case, the system

displays the Relate Existing Case - Relationship page,

where you establish the relationship between the cases.

Create and Relate a New

Case

Click this button to display the Create a New Case -

Relationship page, where you can choose the information

to be copied to the new case and establish the relationship

between the cases.

Reviewing Existing Case Relationships

The Existing Related Cases grid lists all existing case relationships.
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Type The relationship type.  This value is the same for both

cases in the relationship.  For example, if your

organization established a relationship type called Global,

then both the parent and child record will have Global in

the Type column.

Relationship Describes how the current case is related to the related

case.  If the relationship is hierarchical, the parent case

and the child case can have different values in this field.

For example, one value might be Global Case and the

other value might be Ticket.  If the relationship is

equivalent, there is only one valid label.

Case The case number of the related case.  Click the case

number to display the related case.

Customer, Contact If this is a PeopleSoft CRM Support case, these fields

identify the customer and contact associated with the

related case.

Employee ID, Employee

Name

If this is a PeopleSoft CRM HelpDesk case, these fields

identify the employee associated with the related case.

Status The status of the related case (from the Case Status field

of that case).

Date Added The date and time the relationship was established.

Delete Click this button to delete the case relationship.  Clicking

this button does not delete either case; it only deletes the

relationship.

Relate Existing Case - Relationship Page

Usage Use the Relate Existing Case - Relationship page to specify the relationship

details when relating a case to an existing case.

Object Name RC_REL_TYPE_SEC

Navigation Click the Relate Existing Case button on the Related Cases page, and then

identify the case in the Relate Existing Case - Search page.

Relate Existing Case - Relationship page
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Relationship Type Specify a relationship type.  Relationship types can be

either hierarchical (parent-child) or non-hierarchical.

Valid values are defined by your organization and are

based on the business unit of the case.

Case [case number] Select relationship labels for the two cases (the current

case and the case you're relating to it).

 If the relationship is hierarchical, there is one valid label

for the parent case and one valid label for the child case.

Match the cases to the appropriate labels to establish the

desired parent-child relationship.

 If the relationship is not hierarchical, there is only one

valid label.  Select that label for both cases.

 If you select invalid labels (for example, labels that belong

to other relationship types), the system will display an

error message when you click OK.

OK Click this button to establish the relationship between the

two cases and return to the Related Cases page.

Cancel Click this button to return to the Related Cases page

without establishing the relationship.

Create a New Case - Relationship Page

Usage Use the Create a New Case - Relationship page to specify the relationship

details when you create a new related case.  You also use this page to specify

which information from the originating case is copied into the case that is being

created.

Object Name RC_REL_COPY

Navigation Click the Create New Case button on the Related Cases page.

Create a New Case - Relationship page (HelpDesk)
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Relationship Details

Relationship Type Specify a relationship type.  Relationship types can be

either hierarchical (parent-child) or non-hierarchical.

Valid values are defined by your organization and are

based on the business unit of the case.

Case [current case number]

New Case

Select relationship labels for the two cases—the current

case and the new case you're creating.

 If the relationship is hierarchical, there is one valid label

for the parent case and one valid label for the child case.

Match the cases to the appropriate labels to establish the

desired parent-child relationship.

 If the relationship is not hierarchical, there is only one

valid label.  Select that label for both cases.

 If you select invalid labels (for example, labels that belong

to other relationship types), the system will display an

error message when you click OK.

Information to Copy to the New Case

The business unit is always copied to the new case.  You choose which other information to

copy to the new case.

Customer In PeopleSoft CRM Support, select this check box if you

want the system to copy caller from the originating case to

the new case.  The following information is copied:

customer, contact, site, PIN, SIN, phone type, email

address type, contact method, and contact details.

Employee In PeopleSoft CRM HelpDesk, select this check box if

you want the system to copy caller from the originating

case to the new case.  The following information is

copied: employee number, employee name, phone type,

email address type, contact method, contact details, and

alternate contact.

Problem Select this check box if you want the system to copy

problem information from the originating case to the new

case.  The following information is copied: case status,

case type, source, status, priority, severity, resolved on

first contact, closed date and time, provider group,

assignee, product, and the serial number (for PeopleSoft

CRM Support) or asset tag (for PeopleSoft CRM

HelpDesk).

 If you do not copy problem information, the summary for

the newly created case identifies the originating case.
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Note. If you don't copy caller information to the new

case, then the product, serial number, and asset tag that get

copied may not be valid for the caller you identify.  In this

situation, you must modify those values before saving the

case.

Resolution Select this check box if you want the system to copy

resolution information from the originating case to the

new case.  All attempted resolutions and their statuses are

copied, but not the resolution notes.

OK Click this button to create the new case, establish the

relationship between the two cases, and return to the

Related Cases page.  If you are not copying caller

information, you are prompted to identify the caller for the

new case before the case is created.  You use the Create a

New Case - Search page to select a customer; this page is

identical to the Case Search page.

For more information about searching and about the

Case Search page, see the Managing Cases chapter.

Cancel Click this button to return to the Related Cases page

without establishing the relationship.

Working with Related Objects

You can relate cases not only to other cases, but also to other types of objects.  Both

PeopleSoft CRM Support cases and PeopleSoft CRM HelpDesk cases can be associated with

business projects—predefined tasks lists used for managing change requests.  Both

applications can also be associated with various types of scripts: surveys to gather general

information, problem solving scripts to help determine the appropriate solution to a problem,

and upsell scripts to determine whether to upgrade the product.

Support cases can additionally be associated with sales leads (if you use PeopleSoft CRM

Sales) and service orders (if you use PeopleSoft CRM FieldService).

Finally, if PeopleSoft CRM Support is integrated with PeopleSoft Inventory and PeopleSoft

Purchasing or a third-party inventory and purchasing system, you can relate cases to return

material authorizations (RMAs) for customers returning stock for replacement or repair or

returning stock that was shipped in error.  Support agents can also create RMAs directly—that

is, they can create an RMA without associating the RMA to a case.

The scripts, sales leads, service orders, and other objects that can be related to cases are called

related objects.  You use the Related Objects page to create and access all related objects.
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Understanding Related Objects

The following tables describe each of the objects you can relate to cases.

Both PeopleSoft CRM Support and PeopleSoft CRM HelpDesk enable you to create the

following types of objects:

Object Description

Survey Surveys enable you to gather information from your customers.

Upsell Script An upsell script is a series of questions that can help you determine if the caller

should be advised to upgrade to a newer product.  The scripts are always

associated with specific products.  Your organization can set up workflow that

causes a flashing icon to appear in the case toolbar when specific upsell criteria

is met; if you see the flashing icon, you should go to the Related Objects page

to run the script.

Problem Solving

Technique

Problem solving techniques are scripts with questions about the problem the

customer is experiencing.  As you answer the questions, the script guides you

toward potential solutions for the case and enables you to transfer the

suggested solution directly into the resolution area on the Case page.

Solution Problem solving techniques can be associated to a case

Business project Business projects are structured task lists.  When you associate a business

project with a case, you create a new instance of the project.  You can then

track progress for this instance of the project.

PeopleSoft CRM Support also enables you to create the following related objects:

Object Description

Sales lead Sales leads populate the sales pipeline.  You can only create sales leads if

you've implemented PeopleSoft CRM Sales Force Automation.

Return Material

Authorization

(RMA)

An RMA authorizes a customer to return defective or unwanted materials. You

can only manage RMAs if PeopleSoft CRM Support is integrated with

PeopleSoft Inventory

Service order A service order records a request for one of the services provided by your

company's field services organization.  You can only create service orders if

you've implemented PeopleSoft Field Services.

Choosing a Related Object

This section provides information that can help you if you're uncertain about which type of

object to relate to a case.
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Service Orders and Business Projects

Business projects and service orders have some similarities.  Both provide a service that

resolves an existing problem. Services require a physical action to be performed (unlike cases,

which require the agent to convey information, but not necessarily to perform a physical

action).

Your organization establishes valid services and valid business projects, and your

organization's rules dictate which one you use in any given set of circumstances.  The

following table explains some of the logic behind the choice between service orders and

business projects.

Service Orders Business Projects

Require only one touch point to perform.  The

service order can be reassigned, but typically one

person does this action.

Require several touch points to perform.  The

touch points may even need to be performed in a

particular order.

Is not automated and does not automate

notification or escalations

Is predefined and reusable and thus can

incorporate automation and automatic

notifications and escalations

Is inherently focused on a single service. It is inherently focused on a series of tasks.

Service Orders and Material Returns

When customers report problems with broken or defective materials, you have two choices

regarding how to resolve the problem.  You can create a return material authorization (RMA)

so that the customer can return the materials, or you can create a service order so that your

organization can send a field service technician to the customer site to repair the materials.

Typically, you make the choice based on the customer's agreement entitlements.  If the

customer is entitled to on-site service, you create a service order.  If the customer is not

entitled to on-site service, you create an RMA.

To view the agreement associated with a case, click the Transfer button to the right of the

agreement description.  (Clicking an agreement line link displays the entitlements for just that

agreement line, not for the entire agreement.)

Surveys, Upsell Scripts, and Problem Solving Techniques

Surveys, upsell scripts, and problem solving techniques are all instances of branch scripts.

Scripts are predefined set of questions or statements arranged in a specific order.  When you

run the script, you ask the questions and record the answers.  You use each of the script types

for a different purpose:

• Survey scripts gather information.  For example, you can use surveys to gather

customer satisfaction feedback.

• Upsell scripts are associated with a specific product; they help you determine whether

the customer should upgrade to a newer product.
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• Problem solving techniques help you resolve problems; they guide you toward

suggested solutions and enable you to transfer the suggested solution directly into the

resolution area on the Case page.

Creating a Related Object

There are two ways to create related objects.  You can manually all types of related objects on

the Related Objects page.  There are also certain objects that can be created other ways:

• You can use component event processing to relate business projects to cases when

specified criteria is met.

• You can use component event processing to make the Upsell button on the Case page

flash when specified criteria is met.  When an agent clicks the flashing button to

launch the upsell script, the system automatically relates the upsell script to the case.

• You can use Solution Advisor to search for problem solving techniques.  You can

launch any problem solving techniques found directly from the Solution Advisor

page.  When you launch a problem solving technique, the system automatically relates

it to the case.

For more information about event processing, see the Setting Up Component Event

Processing chapter.  For more information about Solution Advisor, see the Using Solution

Advisor chapter.

The following procedure describes how to create a related object manually from the Related

Objects page.

To manually create a related object:

1. Go to the Related Objects page.

2. In the Action field, specify the type of related object to create.

3. Click the Go button.

The system displays additional fields related to the type of object you're creating.

4. Enter object-specific information.

5. Click the button that creates the object.

The name of the button depends on the type of object you're creating.  For example, if

you're creating a service order, you click the Create Service Order button.

When you click the button, the system creates the related object, updates the Case

Related Objects grid to show the relationship, and saves the case.
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Related Objects Page

Usage Use the Related Objects page to relate the case to other PeopleSoft CRM

objects.  You can:

• Initiate a business project.

• Initiate a branch script—a survey, a problem solving technique, or an upsell

script.

If this is a PeopleSoft CRM Support case, you can also relate the following

objects:

• Generate return material authorizations (RMAs)

• Service orders.  Service orders are available only if you've implemented

PeopleSoft CRM Field Services.

• Sales leads.   Sales leads are available only if you've implemented PeopleSoft

CRM Sales Force Automation.

Object Name RC_ASSOCIATION

Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:

• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

Prerequisites In order to create a related object, you must have completed all the setup tasks

for that object.  For example, to initiate a business project, you must first create

the business project.

Access

Requirements

To access a new case, identify the caller on the Case Search page.

To access an existing case, identify the case on the Case Search page.

Related Objects page (HelpDesk)
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Creating New Objects

Action Select the type of object you want to create and relate to

the case.  Valid values are Create Business Project,

Create PST (problem solving technique), Create Return

Material, Create Service Order, Create Survey, and

Create Upsell.

For more information about each type of object, see

Understanding Related Objects in this chapter.

Go After you select an action, click Go to display additional

fields related to the type of object you're creating.

Clicking this button does not create the object.

 To display the list of all related objects, clear the Action

field and click the Go button.

Creating Surveys, Upsell Scripts, and Problem Solving Techniques

The object-specific regions for the three types of scripts are all very similar; the following

table identifies the page controls associated with each script type.

Script

Type

Region that

appears

Identify the script

in this field

Click this button to

launch the survey

Survey Survey Name to Execute Survey Name Initiate Survey

Upsell Upsell Script to Execute Upsell Script Initiate Upsell Script

PST Problem Solving

Technique

Problem Solving Technique Name Initiate PST

When you launch a script, the system displays the Branch Script Execution page, where you

can follow the script, save the script (whether or not you've finished the script), or return to the

case page.

For more information about conducting surveys, see Running Branch Scripts in the "Using

PeopleSoft CRM Common Elements" chapter in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Creating Business Projects

When you select the Create Business Project action and then click Go, the Business Project

to Start region appears so you can complete the process of creating the business project.
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Business Project Your organization creates business project templates to

ensure that you follow the organization's practices.  Select

the business project that's applicable to the current case.

For example, if you created the case because an employee

requested a new desktop computer, you would select the

business project that your organization uses for

configuring and delivering desktops.

Create Business Project Click this button to create the business project.

For more information about business projects, see the Using Business Projects chapter.

Creating Sales Leads in PeopleSoft CRM Support Cases

When you select the Create Sales Lead action and then click Go, the Sales Lead Information

region appears so you can complete the process of creating the sales lead.

Business Unit The sales business unit of the lead that you're creating.

Description A short text description of the lead.

Create Sales Lead Click this button to create the lead.

For more information about sales leads, see Managing Leads in the PeopleSoft CRM Sales

PeopleBook.

Creating Return Material Authorizations in PeopleSoft CRM Support Cases

When you select the Create Return Material action and then click Go, the Return Material

Information (RMA) region appears so you can complete the process of creating the RMA.

Return Material

Information

Enter the following return material authorization header

information: the RMA type, problem code, return to IBU,

and address.

RMA Line Items Enter the following RMA line information for each item

being returned: the RMA line type, problem code, return

to IBU, address, installed product, product ID, item ID,

and the quantity returned.

Replacement Items For each RMA line item, enter the following information

about the replacement items to be shipped back to the

customer: the item ID and the quantity requested.

Create RMA Click this button to create the RMA.

All of the RMA fields correspond to fields on the RMA Header and RMA Lines pages.  For

more information about RMAs and a complete description of the fields required for creating

RMAs, see the Managing Material Returns chapter.
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Creating Service Orders in PeopleSoft CRM Support Cases

When you select the Create Service Order action and then click Go, the Service Order

Information region appears so you can complete the process of creating the service order.

Business Unit The business unit of the service order that you're creating.

Service ID The identifier for the service that is to be performed.

Create Service Order Click this button to create the service order.

For more information about service orders, see Creating and Managing Service Orders in the

PeopleSoft CRM FieldService PeopleBook.

Reviewing Related Objects

The Case Related Objects grid lists all existing case associations.

Sort By Select criteria by which to sort the associated objects

listed in this grid.  You can sort by the Associated Date

(Associated Date) or the Type.

 Details Click this button to view details about the associated

object.  The system transfers you to the appropriate page if

your security profile gives you access to that page.

 If the object is a survey, upsell script, or problem solving

techniques, the system launches the script in the Branch

Script Execution page

 If the object is a sales lead, the system opens the Sales

Lead page.

 If the object is an RMA, the system opens the RMA

Header page.

 If the object is a service order, the system opens the

Service Order page.

 If the object is a business project, the system opens the

Business Project Status page.

Type The type of related object: survey, upsell script, problem

solving technique, business project, sales lead, RMA, or

service order.

Summary A text description of the object.  For most objects, this is

derived from the description field in the page where the

object is maintained.  If the object is any type of script

(survey, problem solving technique, or upsell script), the

summary provides the score associated with the

respondent's answers.

Associated Date The date the object was associated with the case.
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Identifying Interested Parties

The main people associated with a case are the contact who reported the case and the agent to

whom the case is assigned.  In addition, there may be many other people interested in the case

and its progress—agents who are working on this case or a similar case, the customer's

account manager and sales representative, and so on.

By adding people to the list of interested parties for the case, you facilitate communication

with these people.  Whenever you send a notification from the case, the Send Notification

page includes a check box that you can select to send the notification to the interested parties

in addition to any other addressees.

You track interested parties on the Interested Parties page.

Interested Parties Page

Usage Use the Interested Parties page to list people who may want to receive

information about this case.

Object Name RC_INTEREST_PARTY

Navigation The navigation depends on whether you're accessing a support or helpdesk case

and whether you're adding a case or accessing an existing case:

• Manage Call Center, Manage Cases, Use, Support - Add Case

• Manage Call Center, Manage Cases, Use, Support - Update Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

• Manage Call Center, Manage Cases, Use, HelpDesk - Update Case

Prerequisites In order to be an interested party, a person must be entered into the system as a

contact or a worker.  In order for notifications to be sent to the person, the

person must have a User ID (for worklist notifications) or an email address (for

email notifications).

Access

Requirements

To access a new case, identify the caller on the Case Search page.

To access an existing case, identify the case on the Case Search page.

Interested Parties page (HelpDesk)
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Name The name of the interested party.

In order to be an interested party, a person must have a

person record in the PeopleSoft CRM database.

Reason The reason the person is included as an interested party.

Valid values are defined by your organization and are

based on the business unit of the case.

Date Added The date and time the person was added as an interested

party.
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Using Business Projects

Business projects are structured, workflow-enabled task lists.  When you associate a business

project with a case, you start a new instance of the project.  You can then track progress for

this instance of the project.

This chapter describes how to manage a business project that's been associated with a case.

This chapter does not describe how to create a business project definition.

For more information about creating business project definitions, see the Defining Business

Projects chapter.

Understanding Business Projects

Your organization defines standard business projects.  Invoking a business project from the

Case page creates a new instance of the business project that you can track to completion

Understanding Business Projects

Business projects are made up of phases, which are in turn made up of individual tasks.

Normally, a single person performs a single task, while a business project owner (typically the

person assigned to the associated case) oversees the business project as a whole.

Business projects are visually represented as trees.  In the tree, each phase is a child of the

phase that precedes it.  Phases that are siblings in the tree represent mutually exclusive paths

through the business project.

For example, the following diagram shows phases in a business project that could be used to

process newly hired employees.  You can see that the business project requires a choice

between setting up a home office and setting up an office at the company site.  Once you

choose one of the phases, the other phase and any phases that follow it are no longer available.
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Set Up Office at
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System
Set Up Compter

Equipment and

Accounts

Set Up Home

Office

Enroll employee
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Enroll employee

in orientation

and training
Make travel

arrangements

Phases in a business project tree

There are two ways to transition from one phase to the next: automatic and manual.

Automatic transitions occur when the business project definition specifies the transition

criteria.  You must make manual transitions when there is no automatic transition criteria.

You can also make a manual transition when there is automatic transition criteria—your

manual transition instructions override the automatic transition criteria.

A business project is complete when you transition out of the last phase to the system-defined

End the Business Project phase.  This final phase is not part of the business project definition;

the system automatically appends it every branch in the tree.

Phases are always sequential.  Tasks, on the other hand, can be defined as either sequential or

parallel.  The business project definition determines whether tasks within a phase must be

performed in a specific sequence.

Invoking Business Projects

There can be only one business project per case.  You can invoke a business project in two

ways:

• You can select and initiate a business project in the Related Objects page

• Your organization can set up workflow to automatically invoke a specific business

project under specified conditions—for example, when someone saves a case with a

specific value in the Case Type field.

For more information about the Related Objects page, see Working with Related Objects in

the "Working Cases" chapter.  For more information about using event processing to initiate

business projects, see the Setting Up Component Event Processing chapter.

Managing Business Projects

There are two pages you use to manage a business project: the Business Project Status page

and the Task Status page.
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The Business Project Status page is accessible from the case.  It displays the entire business

project tree.  You can use this page to assign tasks, to make manual phase transitions, and to

view and update the statuses of individual tasks, and to view and update the status of the

overall business project.

The Task Status page provides only limited functionality related to a single task. It provides a

way for assignees to update the status of their tasks without having access to the more

complex and powerful Business Project Status page.  It is only accessible from the links

included in notification emails or worklists; it is not accessible from the menus or from links

on other pages.

Understanding Business Project Trees

The business project tree is the graphical representation of an entire business project.  Each

node in the tree represents one stage (either a phase or a task) in the business project.  Icons

next to each node identify the node type and node status.

Node type icon

Selected node

Node text (link)

Node status icon

Business project tree

The Business Project Status page shows the business project tree on the left and details for the

selected node on the right.  Depending on whether the selected is a phase or a task, the right

side of the page will display either the phase details or task details.

As you make phase transitions, you choose among mutually exclusive branches of the tree.

Branches that are no longer available do not appear in the business project tree.  For example,

when you transition from phase A to phase B, any alternatives to phase B are no longer valid

in this business project.  Therefore, those alternative phases no longer appear.

The tree is a standard PeopleSoft HTML tree control (not a PeopleSoft Tree Manager tree).

The First, Previous, Next, Last, Left, and Right links help you navigate through the tree when

the tree is too large to be displayed in its entirety.

For more information about tree controls, see Working with HTML Trees in " Working

With Pages" in the Using PeopleSoft Applications PeopleBook.

Understanding Tree Types

There are three different tree types that provide different views of the business project:

A Phase Tree provides a hierarchical representation of the phases in the business project.

Tasks do not appear in a phase tree. This is the best view for making phase transitions because
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you have a clear view of the phases relationships.  This is also useful any time you want to see

how phases relate to each other—for example, if you are tracking the business project progress

at a high level.

A Task Tree provides a hierarchical representation of both phases and tasks.  This is the most

complete view of the tree, and it's most useful when you want to see how all the phases and

tasks fit into the business project.

A Linear Task Tree provides a non-hierarchical representation of both phases and tasks.  This

is useful when you're treating the business project as a simple checklist of tasks—that is,

you're not concerned about how the phases relate to each other.  This is also useful when a

hierarchical tree extends too far to the right: a flattened tree helps you see all the tasks without

any horizontal navigation.

Understanding Identifying Icons

The first icon in each tree node identifies the node type:

Node Type Icon Description

These three icons indicate phases.  The icon with the minus sign appears when

the node is expanded to display lower level phases and tasks.  The icon with the

plus sign appears when the node is collapsed.  The gray icon indicates a phase

that is not expandable—this appears only in phase trees, next to phases that do

not have any subsequent phases.

This icon indicates a task.

The second icon in each tree node indicates the status of the phase or task:

Status Icon Description

In Progress

Canceled

Not Started

Complete—Success (for tasks) or Complete (for phases, which don't distinguish

between successful and unsuccessful completion).

Complete—Failure

Understanding Business Project Workflow

Business project definitions use workflow to automate certain types of processing.  Typically,

organizations use workflow to send notifications, but it's also possible to trigger batch

processes—for example, if the task is performed by a batch process rather than by a person.
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Depending on how your organization has set up business projects, there may be notifications

or other processes associated with the following events:

• A task, phase, or business project begins.

• A task, phase, or business project is completed.  Your organization may have different

rules for completed tasks depending on whether the task status is set to Complete -

Success or Complete - Failed.

• A task, phase, or business project is not completed within a specified time.

• A task is reassigned.

• A phase transition occurs.

For more information about setting up business project workflow, see the Defining Business

Projects chapter.

Managing Business Projects

This topic describes the two pages used to manage business projects: the Business Project

Status page and the Task Status page.

Business Project Status Page

Usage Use the Business Project Status page to oversee the progress of the entire

business project.  On this page, you can assign tasks, update task status,

transition from one phase to the next, and record the completion of the entire

business project.

Object Name RC_BP_STATUS

Navigation There are two ways to reach the Business Project Status page from the Case

component:

On the Related Objects page, click the Details button next to the business

project.

On the Case page, click the Associated Business Project link.  This link appears

only when a Business Project has been created for the case.
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Business Project Status page

General Information

Business Project The name of the business project.  This is a generic name

that comes from the business project definition.

Status (business project

status)

The overall status of the business project.  When you first

invoke a business project, the status is In Process. You

can manually change the status to Cancel any time before

the business project is finished.  When the project is

finished, the system updates the status to Complete.

 Note that you cannot manually set the business project

status to Complete.  The only way to complete a business

project is to transition out of the last activity (either

manually or automatically).

Description Descriptive information about this instance of the business

project.  The description displays the text from a field

specified in the Parent Object page of the business project

definition.  If the information is not descriptive enough,

you must return to the parent object to modify it.

The description is the only information about the case

from which this business project was invoked.  The page

does not display the case ID, the case assignment, or any

other contextual data.
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Tree Type
Different types of trees provide different views of the

business project.  Select one of the following tree types:

Phase Tree, Task Tree, or Linear Task Tree.

First, Previous, Next, Last,

Left, Right

These links help you navigate through the tree when the

tree is too large to be displayed in its entirety.

[Node] Each node name is a link; click the link to show the node

details.  Depending on whether the node is a phase or a

task, the right side of the page will display either the

Phase Detail region or the Task Detail region.

Phase Detail

The Phase Detail region appears when you select a phase in the business project tree.  When

you select a task, the system replaces this region with the Task Detail region.

Phase The name of the phase currently selected in the business

project tree.

Status (phase status) The status of the phase.  This is a display-only field; the

system determines the status based on the overall flow of

the business project.

In Process indicates that the phase has started.  The

system automatically assigns this status to the first phase

when you start the business project.  All other phases have

the status Not Started.

 When the business project transitions from one phase to

the next, the system sets the new phase's status to In

Progress and the old phase status to Complete.  Phase

statuses don't distinguish between successful and

unsuccessful completion.

 If you manually cancel the entire business project, the

system automatically changes the status of the current

phase to Canceled.

Transition Use this field to manually transition to the next phase.

This field is only available for the phase that's currently in

progress, and the valid values depend on the business

project definition and the current phase.

 To make a manual transition, select the next phase and

save the page.  You can always make a manual transition,

even if automatic transition criteria exists.

 Transitioning out of a phase changes the source phase's

status to Complete.  It does not affect the status of any of

the incomplete tasks in the source phase.
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 When you're in the last phase of a business project, the

only valid value is End the Business Project.  Unless

there is automatic transition criteria to initiate this final

transition, you must manually transition to this phase in

order to complete the business project and update the

business project status to Complete.

Comments Enter comments related to this phase.

Last Maintained By The person who last updated this phase.  This does not

reflect changes made to constituent tasks, only changes

made to the phase.

Last Modified The date and time that this phase was last updated.

Task Detail

The Task Detail region replaces the Phase Detail region when you select a task in the

business project tree.  When you select a phase, the phase detail reappears.

Task The name of the task currently selected in the business

project tree.

Status (task status) 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 Progress. Once a task is in progress, you can

manually change the status to Complete - Success,

Complete - Failed, or Canceled.

If you have automatic transition rules for transitioning

between phases, the system ignores canceled tasks when

evaluating the automatic transition criteria.

Manually transitioning out of a phase does not affect the

status of that phase's tasks.  Thus, it's possible for a phase

to be considered "complete" even though some of its tasks

are still not started or in progress.

 If you manually cancel the business project, the system

automatically changes the status of all tasks that are

already in progress to Canceled.

Assignment Type Indicates whether the task is assigned to a Person, a

Provider (provider group), or a Role.  Note that you must

assign tasks to people who have been set up in the

PeopleSoft CRM system.

Assigned To Indicates the person, provider group, or role to whom the

task is assigned (the field is blank if the task is

unassigned).  This field prompts against values

appropriate for the type of assignee you selected in the

Assignment Options field.
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 If you assign the task to a role, and if there are

notifications associated with the assignment, then every

person in the assigned role receives the notification.

Save and Update Tree Click this button to save changes to the page and to update

the business project tree based on those changes.  For

example, if you make a manual transition by selecting a

phase from the Transition drop-down list box, you must

click Save and Update Tree before the system updates

the phase statuses and initiates the first tasks in the new

phase.

Last Maintained By The person who last updated this task.

DateTime The date and time that this task was last updated.

Task Status Page

Usage Use the Task Status page to update the status for a single task.

This page provides a way for assignees to update the status of their tasks

without having to deal with the complexities of the Business Project Status

page.

Note that there are certain actions that you cannot perform on this page: if you

want to cancel a task or reassign a task, you must go to the Business Project

Status page instead.

Object Name RC_TASK_STATUS

Navigation This page is only accessible from the links included in notification emails or

worklists.  This page is not accessible from the menus or from links on other

pages.

Task Status page
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Task The name of the task.

Description Descriptive information about this instance of the business

project.  This field displays data from the business

project's parent object as defined in the Business Project -

Parent Object page.

For more information about defining the field that

displays contextual information for a business project, see

Parent Object Page in the "Setting Up Business Projects"

chapter.

Status The status of the task.  Use this field to record changes to

the status.  The system sets the status to In Process when

the task begins.  You can change the status to Complete -

Success or Complete - Failure.

 Depending on how the business project is defined, the

success or failure of a task may be part of the criteria used

to trigger workflow or to control automatic phase

transitions.

Assignment Type Indicates whether the task is assigned to a Person, a

Provider (provider group), or a Role.  This field is not

available for entry.

Assigned To Indicates the person, provider group, or role to which the

task is assigned.  This field is not available for entry; the

business project owner must reassign tasks on the

Business Project Status page.

Comments Enter comments related to this task.

Last Modified The date and time that this task was last updated, and User

ID of the person who last updated this task.
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Managing Material Returns

If PeopleSoft CRM Support is integrated with PeopleSoft Inventory and PeopleSoft

Purchasing or a third-party inventory and purchasing system, call center agents can generate

return material authorizations (RMAs) for customers returning stock for replacement or repair

or returning stock that was shipped in error.

The next sections describe the RMA business process flows supported by Peoplesoft CRM,

explain the notifications available for RMA processing, explain the setup required to create

RMAs, and document the pages of the RMA Form component.

This chapter is relevant only to PeopleSoft CRM Support; PeopleSoft CRM HelpDesk does

not incorporate RMA functionality.

Understanding Material Return Processing

Agents using PeopleSoft CRM Support can create four types of RMAs:

• Advanced exchange

• Return-and-replace

• Repair-and-return

• Return-to-stock

The next sections detail basic processing common to all of the RMAs you can create and

describe the material return business process scenario that each RMA type supports.

Basic RMA Processing

Regardless of RMA type, some processing steps are shared by all RMAs created in PeopleSoft

CRM Support.  A customer calls the agent and requests an RMA.  The agent opens a new or

existing case for the customer and creates an RMA in PeopleSoft CRM Support.  When the

RMA is saved, the system uses the RMA Form EIP to stage the RMA for processing in the

inventory business unit that has been defined on the RMA as the place to send the returned

material.  The customer physically returns the material to the inventory business unit.  In

PeopleSoft Inventory or your third-party inventory system, receipt of the returned material is

recorded and the RMA in the inventory system is closed.  Receipt status management for

RMAs is handled by your inventory system.
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For more information about the RMA Form EIP, see Using the EIP Catalog in the

PeopleSoft Enterprise Integration PeopleBook. For more information about processing

RMA receipts in PeopleSoft Inventory, see the PeopleSoft Inventory PeopleBook.

The next diagram illustrates the basic RMA processing flow:

PeopleSoft CRM Support
PeopleSoft Inventory or

Third-Party Inventory System

RMA Form EIP
Create RMA

RMA Receiving and

Putaway

Return To

Inventory

Business

Unit

RMA

The RMA Form EIP is used to stage RMAs created in PeopleSoft CRM Support to PeopleSoft

Inventory or your third-party inventory system

Advanced Exchange RMAs

With the advanced exchange RMA type, you can create a replacement order for the customer

at the time you create the RMA.  For the item on the RMA line, you specify the replacement

item or items.  The replacement order can include any of the active items in your system.

When you save the RMA form, the system stages the RMA in your inventory system using the

RMA Form EIP and creates a requisition request for the replacement order in your purchasing

system using the Purchase Order Requisition EIP.  The system obtains the ship to address for

the customer’s replacement order from the RMA form.

For more information about the RMA Form EIP and the Purchase Order Requisition EIP,

see Using the EIP Catalog in the PeopleSoft Enterprise Integration PeopleBook.

The next diagram illustrates the advanced exchange RMA processing flow:
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The Purchase Order Requisition EIP enables you to requisition a replacement for the customer

at the time the advanced exchange RMA is created

Note.  PeopleSoft Purchasing or your third-party purchasing system handles processing of the

requisitions staged by the Purchase Order Requisition EIP.  In your purchasing system, you

must set processing defaults for the staged requisitions and perform any required actions to

complete the ordering process.

For more information about requisitions, sourcing processes, distribution networks, and

purchase orders in PeopleSoft Purchasing, see the PeopleSoft Purchasing PeopleBook. For

more information about interunit transfers in PeopleSoft Inventory, see the PeopleSoft

Inventory PeopleBook. For more information about the Purchase Order Requisition EIP, see

Using the EIP Catalog in the PeopleSoft Enterprise Integration PeopleBook.

Return-and-Replace RMAs

Unlike the advanced exchange RMA, orders for return-and-replace RMAs are not created until

the returned material has been physically received at the specified return to business unit.

When a person records receipt of material on a return-and-replace RMA in your inventory

system, the system displays a message indicating that a replacement order is required.

Depending on your business process rules, the person manually enters a material stock request

in your inventory system or a requisition in your purchasing system to replace the customer’s

returned material.  The person receiving the returned material uses the information on the

RMA, such as the customer’s address and information about the item and quantity returned to

create the replacement order.  To facilitate tracking of the replacement order in your inventory
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or purchasing systems, manually created replacement requisitions or material stock requests

should also be created using the same ID as the RMA.

The next diagram illustrates the return-and-replace RMA processing flow:

For return-and-replace RMAs, replacement orders are manually created in your inventory or

purchasing systems after the returned material has been physically received from the customer

Repair-and-Return RMAs

Create repair-and-return RMAs when a customer is sending an item back to you for repair.  As

delivered, PeopleSoft CRM does not offer repair depot functions.  However, if your business

includes repair services, you can use the repair-and-return RMA option in conjunction with

your business process rules.  The repair-and-return RMA is similar to return-and-replace RMA

processing.  The RMA is created in the specified return to business unit in your inventory

system.  In a typical business process scenario, a staff member in the facility where the item

needing repairs is sent records receipt of the RMA in your inventory system.  Next, the staff

member creates a work order for the necessary repairs per your business rules, and delivers the

item to the appropriate staff for repair work.  The work order should include the ship to

address for the customer recorded on the RMA form, and, to facilitate RMA tracking across

your enterprise, the RMA number.  After the repair work is complete, the material is shipped

back to the customer using the address information taken from the RMA.

The next diagram illustrates the return-and-repair RMA processing flow:
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For return-and-repair RMAs, repair work orders are manually created per your business rules

when the returned material is physically received from the customer

Return to Stock RMAs

Create a return-to-stock RMA for a customer who is returning material with no need for a

replacement.  Typically, the customer has received the wrong shipment or been shipped too

much quantity.  The process flow for a return-to-stock RMA is identical to the basic RMA

processing flow illustrated previously.

Note.  RMAs can also be created for customers returning stock for orders they placed, but

decided against at the time of receipt.  For billing purposes, however, we recommend that you

use the RMA processes of your order management system to handle these cases.

Understanding RMA Notifications

As delivered, PeopleSoft CRM Support offers the RMA Receipt notification workflow.  You

can use this workflow to notify people assigned receiving manager and receiving agent roles

in your system when an RMA shipment is expected from a customer.  Once the workflow has

been set up, the system sends your receiving managers and receiving agents a notification each

time a new RMA is saved in PeopleSoft CRM Support.

Setting Up RMA Receipt Workflow Notifications

To enable RMA notifications, you must define people in your system with receiving manager

and receiving agent roles and establish routing preferences and email addresses for these

people.

To set up RMA notification workflow:

1. Assign receiving manager and receiving agent roles to the appropriate people in your

system.

When an RMA is created, receiving managers and receiving agents receive notification

that a receipt for returned material is expected.  You associate the Receiving Manager or

Receiving Agent role to a person in your system on the Roles page of the User Profile

component.

2. Define notification routing preferences for the people assigned receiving manager and

receiving agent roles.
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When an RMA is created, the notification will be published as a worklist entry, an email,

or both, depending on the routing preferences defined for the group member on the

Workflow page of the User Profiles component.  On the Workflow page of the User

Profiles component, indicate whether the person is a worklist user, and email user, or both.

Note that if both the Worklist User and Email User check boxes are selected for the

person, two notices—an email and a worklist entry—will be published each time the

workflow process is triggered for an RMA that is created.  Define an email address for

each person with an email notification preference.

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

For each person with an email routing preference for RMA notifications, define a primary

email address on the Address/Phone/Email page of the Worker component.

Note.  Person IDs defined in the Worker component are associated with user IDs in the

User Profile component under the Maintain Security menu.  For workflow notifications to

work as designed, each person in your system should be linked to only one user ID.  For

more information about defining user profiles, see User Profiles in the PeopleTools

PeopleBook.

For more information about the Worker component, see Managing Workers in the

PeopleSoft CRM Application Fundamentals PeopleBook.

4. Associate worklist groups with the people assigned receiving manager and receiving agent

roles (optional)

When an RMA is created, a worklist entry can be created for the worklist group

established for the people who are assigned receiving manager and receiving agent roles

in your system.  A worklist group must first be defined on the Group Worklist Setup Page.

For more information about defining worklist groups, see Setting Up a Group Worklist

in the "Defining Workflow" chapter in the PeopleSoft CRM Application Fundamentals

PeopleBook. For more information about the User Profile component, see User Profiles

in the PeopleTools PeopleBook.

Understanding Defaulting for RMA Lines

On the RMA Header page, you can enter default values for the RMA Lines.  Default values

are propagated to the RMA lines when you:

• Save the RMA component (default values are applied to all RMA lines).

• Click the Details button on the RMA Header (default values are applied only to the

specific RMA line that you are accessing).

• Insert a new RMA line (default values are applied only to the new RMA line).

• Enter or change the case ID (default values are applied to all RMA lines).
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Important!  With one exception, changes made to the default values at the header level are

not automatically propagated down to the RMA lines after the default line information defined

at the RMA header level has been propagated to the RMA line level.  If you add a default

value to a blank field on the header and no value for that field exists at the RMA line level, the

change will be propagated to the line level.  However, all changes to existing header level

default information must be manually implemented for each RMA line.

Creating Return Material Authorizations (RMAs)

If PeopleSoft CRM Support is integrated with PeopleSoft Inventory and PeopleSoft

Purchasing or a third-party inventory and purchasing system, you can create RMAs for

customer returns using the pages of the RMA Form component or from the Related Objects

page of the Case component.  However, successful implementation of RMA creation

functionality depends on several prerequisite setup steps.

For more information about considerations and recommendations for implementations of

PeopleSoft FieldService that include PeopleSoft Purchasing and PeopleSoft Inventory, see

Integrating With PeopleSoft Applications in the PeopleSoft CRM FieldService PeopleBook.

To implement RMA creation functionality:

1. Define inventory business units.

Define business units in your inventory system that represent the warehouses that will

receive returned material.  Activate the Business Unit EIP to automatically insert business

units defined in your inventory system in the BUSINESS_UNIT_FS table in PeopleSoft

CRM.  This enables you to select the appropriate inventory business unit on the RMA

Form.

For more information about the Business Unit EIP, see Using the EIP Catalog in the

PeopleSoft Enterprise Integration PeopleBook.

2. Synchronize item, product, and customer masters between PeopleSoft CRM and your

purchasing and inventory systems.

Activate the Item Master - CRM EIP, the Product EIP, and the Customer EIP to populate

your PeopleSoft CRM tables with the master data in your inventory and purchasing

systems.  Alternatively, you can manually enter item, product, and customer information

in both PeopleSoft CRM and your inventory system.
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For more information about the Item Master - CRM EIP, Product EIP, and Customer

EIP, see Using the EIP Catalog in the PeopleSoft Enterprise Integration PeopleBook. For

more information about item definition in PeopleSoft CRM, see Defining Items in the

PeopleSoft CRM Application Fundamentals PeopleBook. For more information about

product definition in PeopleSoft CRM, see Setting Up Products in the PeopleSoft CRM

Application Fundamentals PeopleBook. For more information about customer

definition in PeopleSoft CRM, see Managing Customer Information in the PeopleSoft

CRM Application Fundamentals PeopleBook.

3. Define requisition processing defaults in your purchasing system.

Call center business units in PeopleSoft CRM that can create RMAs must be defined as a

valid source of requisitions in you purchasing system.  If you are integrating with

PeopleSoft Purchasing, use the Requisition Loader Defaults component in PeopleSoft

Supply Chain Management to define each call center business unit as a Loader BU.  With

the same component, you must establish processing defaults for requisitions staged by the

call center business unit, including the purchasing business unit in PeopleSoft Purchasing

that will process the requisitions.

When defining procurement options in PeopleSoft Supply Chain Management, you can

associate the call center business unit with an appropriate distribution network on the Ship

To Locations page.  Sourcing processes in PeopleSoft Purchasing can be configured to

check available quantity first in the distribution network before creating a purchase order

with an external vendor.  If quantity exists in one of the inventory business units in the

defined distribution network, a material stock request is created to fulfill the requisition.

For more information about requisitions, sourcing processes, distribution networks, and

purchase orders in PeopleSoft Purchasing, see the PeopleSoft Purchasing PeopleBook and

the PeopleSoft Applications Fundamentals for FSCM PeopleBook. For more

information about interunit transfers in PeopleSoft Inventory, see the PeopleSoft

Inventory PeopleBook.

4. Define requesters in your PeopleSoft CRM and your purchasing system.

The requester ID represents a person or entity that initiates a requisition request.  For

advanced exchange RMA lines, the system populates the Requester field with the default

requester ID defined on the User Preferences - Overall Preferences page.  You can modify

the requester ID as necessary.  However, if you integrate with PeopleSoft Purchasing, the

requester ID you select for the RMA line created in PeopleSoft Support must be a valid

user ID and requisition requester in PeopleSoft Purchasing.

Requesters are established on the Requester Setup page in PeopleSoft Supply Chain

Management under the Structure Procurement Options menu.  For more information

about establishing valid requesters in PeopleSoft Supply Chain Management, see the

PeopleSoft Applications Fundamentals for FSCM PeopleBook.
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5. Activate the associated EIPs.

In your PeopleSoft CRM Support and inventory systems, activate the RMA Form EIP.

For advanced exchange RMAs, activate the Purchase Order Requisition EIP in PeopleSoft

CRM Support and in your purchasing system.

For more information about the RMA Form EIP and the Purchase Order Requisition

EIP, see Using the EIP Catalog in the PeopleSoft Enterprise Integration PeopleBook.

6. Enable your call center business units to create RMAs.

On the Call Center BU page, select the RMA Creation option for each call center business

unit in your enterprise that can create RMAs for customers and define a Return To IBU

(inventory business unit).  The Return To IBU is the default value the system uses when

RMAs are initiated from a case created for the call center business unit.

For more information about call center business unit definition, see the Defining Call

Center Business Units chapter.

7. Define problem codes in PeopleSoft CRM and reason codes in PeopleSoft Inventory.

When creating an RMA in PeopleSoft CRM Support, you must specify a problem code.

You set up problem codes for RMAs on the Problem Code page under the Define General

Options menu.  If you are integrating with PeopleSoft Inventory, the problem codes you

select for RMAs in PeopleSoft CRM Support must match the reason codes established on

the Reason Code page in PeopleSoft Inventory.  In addition, the matching reason codes in

PeopleSoft Inventory must be defined with a reason type of Return Material

Authorization.  When the RMA form is created in PeopleSoft Inventory, the problem code

is used as the reason code.  If the reason code on the RMA form does not exist in

PeopleSoft Inventory, an error is logged when the RMA EIP application message is

processed.

For more information about defining reason codes in PeopleSoft Inventory, see the

PeopleSoft Application Fundamentals for FSCM PeopleBook.

8. Create a case for a customer.

Create a case using the Case component in PeopleSoft CRM Support.  RMAs must be

associated with a case in your system.  You cannot create a RMA without first creating a

case.

For more information about creating cases, see the Managing Cases chapter.
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RMA Header Page

Usage Use the RMA Header page to create returned material authorization (RMA)

transactions for customers who are returning material to inventory or view

RMA transactions that have been created previously.  RMAs can also be

created from the Related Object page on the Case component.

For more information about creating RMAs from the Case component, see

Working with Related Objects in the "Working  Cases" chapter.  For more

information about the available types of RMA processing in PeopleSoft CRM

Support, see Understanding Material Return Processing in this chapter.

Object Name RF_RMA_HDR

Navigation Manage Returned Material, Manage Returned Material, Use, RMA Form

Access

Requirements

Enter a business unit and an RMA number.  You can enter Next as the RMA

number if automatic numbering for RMAs has been enabled.

For more information about automatic numbering, see Using Automatic

Numbering in the "Setting General Options" chapter in the PeopleSoft CRM

Application Fundamentals PeopleBook.

RMA Header page

The system displays the business Unit and RMA number.

If your implementation includes PeopleSoft Inventory and you have logged on to the portal

using the single sign-on feature, you can click the View Status link to access PeopleSoft
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Inventory’s RMA Form page, where you can check the status of the RMA in PeopleSoft

Inventory.  The View Status link is disabled in Add mode.  Similarly, the Requisition

Workbench link appears if your implementation includes PeopleSoft Purchasing and you

have logged on to the portal using the single sign-on feature.  This link is only active in

Update/Display mode when at least one of the RMA lines has an RMA type of Advanced

Exchange.  The Requisition Workbench link is disabled in Add mode.

For more information about RMA status in PeopleSoft Inventory, see the PeopleSoft

Inventory PeopleBook. For more information about using the Requisition Workbench, see

the PeopleSoft Purchasing PeopleBook. For more information about PeopleSoft’s portal

technology, see Portal Technology in the PeopleTools PeopleBook.

Line Defaults

The fields under Line Defaults provide default information for each RMA line that you add.

Information defined in these fields can be modified for each RMA line as necessary.

Note.  The information defined at the line level takes precedence over the information defined

at the header level.

For more information about when the line default information is propagated to the RMA

lines, see Understanding Defaulting for RMA Lines in this chapter.

RMA Type The type of RMA processing that will be used for the

returned material.  Four options are available:

Advanced Exchange: Select this option to immediately

create a replacement order for the item that the customer is

returning.  The replacement order can be for the same item

or for different items.  You can specify the replacement on

the RMA Line page, which is documented in the next

section.

Repair and Return: Select this option if the customer is

returning an item for repair.

Note.  As delivered, PeopleSoft CRM FieldService does

not provide depot repair functionality.

Return and Replace: Select this option if the item that the

customer is returning must be received before a

replacement order can be created.

Return to Stock: Select this option if the customer is

returning material with no need for a replacement.
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For more information about RMA processing options,

see Understanding Material Return Processing in this

chapter.

Case The identification number of the case that the RMA is

associated with.  All RMAs represent returns from

customers and must be associated with a case.  Click the

transfer button to view the case in PeopleSoft CRM

Support.

Note.  When you select a case, the system uses

information on the case to populate as many of the fields

on the RMA Header page as possible.  If you select a case

with a product or item, the system also populates the

product, item, and address information on the RMA Line

page.  The values on the RMA Line page populated from

the case information will not be overridden by default

values defined at the header level of the RMA.

Note.  If more than one installed product record exists for

a customer and product entered on the case, the system

displays the Installed Product List page, where you can

select the applicable installed product record.  The

Installed Product List page is documented later in this

chapter.

For more information about installed product records,

see Tracking Installed Products in the PeopleSoft CRM

Application Fundamentals PeopleBook. For more

information about the Product Definition component, see

Setting Up Products in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Est Return Date (estimated

return date)

The date that the returned item is expected to be received

at the inventory business unit defined as the Return To

IBU.  When you add a new RMA, you can specify an

estimated return date for informational purposes only.

The default value for this field is the current date.

Problem Code The reason that the customer is returning the item.

Problem codes must first be established for the setID on

the Problem Codes page.
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For more information about problem code definition for

RMAs, see Setting Up Problem Codes for Material

Returns in the chapter "Setting Up Call Center Attributes."

Return From

The Return From group box displays information about the customer who is returning

material.  These values provide the default ship to information for Advanced Exchange,

Return and Replace, and Repair and Return RMA lines.

Customer The customer name returning the material.  The customer

name is automatically populated from the case, but can be

overridden if necessary.  The customer information must

first be established in the Maintain Customers component.

Click the transfer button to access the Maintain Customers

component.

Note.  The customer must be defined as a ship to customer

on the Manage Customer page before an RMA can be

created for the customer.

Site The identification of the customer site from which

material is being returned.  Site information is established

on the Site page of the Maintain Customers component.

For more information about the Manage Customer

component, see Managing Customer Information in the

PeopleSoft CRM Application Fundamentals PeopleBook.

Address The address sequence number associated with the

specified customer.  When entering a new RMA, click the

Override Address link to modify the address on the

RMA Header Return From Address page, which is

documented later in this chapter.  When viewing an

existing RMA, click the Display Address link to view the

address information.  By default, the system populates the

address sequence number with the sequence number of the

primary ship to address defined for the site, if entered, or

the customer.

Note.  For advanced exchange, return-and-replace and

repair-and-return RMAs, the default address represents

both the return from and the ship to address for the

replacement item.  If you need to enter a different address

for the ship to address, override the ship to address on the

RMA Line.
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Return To

The Return To group box indicates the business unit that identifies the inventory distribution

center, warehouse, or repair depot that will receive the returned material.

Return To IBU (return to

inventory business unit)

The inventory business unit where the customer will ship

the returned material.  In PeopleSoft CRM Support, a

default value for this field is specified for the call center

business unit on the Call Center BU page.  If PeopleSoft

Inventory is installed, this will be a PeopleSoft Inventory

business unit.

For more information about the Call Center BU page,

see the Defining Call Center Business Units chapter.

Contact

The Contact group box displays information about the person who requested the RMA.

Name The name of the contact at the customer site who

requested the RMA in last name, first name format.  By

default, the system populates this field with the contact

name entered on the case, if available, or the name of the

primary contact associated with the customer.  You can

modify this value as necessary.  The contact person must

first be established in your system using the Contact

component.  Click the transfer button to access the

Contact component.

For more information about the Contact component, see

Maintaining Contacts in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Phone Type
The type of telephone information provided for the contact

name: Business Phone, Campus Phone, Cellular Phone,

Dormitory Phone, FAX, Home Phone, Pager 1, Pager 2,

or Telex.  By default, the system populates this field with

the phone information entered on the case, if available, or

using the primary phone type defined for the primary

contact defined for the customer.  You can modify this

value as necessary.  When you select a phone type for a

contact, the system automatically populates the other

phone fields.

Int’l Prefix (international

prefix)

The international prefix for the contact person’s telephone

number, if applicable.

Phone The contact person’s telephone number.

Ext (extension) The extension for the contact person’s telephone number,

if applicable.
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RMA Lines

The RMA Lines grid lists the items and item quantities that the customer is returning.  When

you create an RMA, you can add a row for each item that the customer is returning.

Note.  The information defined at the line level takes precedence over the information defined

at the header level.

Click the Details button to access the RMA Lines page,

where you can view or override default information for

the specific RMA line if necessary.  The RMA Lines page

is documented in the next section.

Item ID The identification of the item that the customer is

returning.

Qty Returned (quantity

returned)

The amount of the item that the customer is returning.  For

serial-controlled items, this quantity must be 1.

UOM (unit of measure) The standard unit of measure defined for the item.

Serial ID The serial number or ship-serial number of the item that

the customer is returning, if applicable.  If the item is

serial-controlled, a serial number is required for the RMA.

If necessary, a different serial number can be entered at

the time of receipt.  Ship-serial IDs are optional for ship-

serial–controlled items.

Note.  If a value is entered for an item that is not serial

controlled or ship-serial controlled in your system, the

value is removed at save time.

Lot ID The lot number of the item that the customer is returning,

if applicable.  Lot IDs are optional for lot-controlled

items.

Note.  If a value is entered for an item that is not lot

controlled in your system, the value is removed at save

time.

Product ID The identification of the product that the customer is

returning.
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Note.  If more than one installed product record for an

Item ID, Serial Number, or Product is found, the system

displays the Installed Product List page, where you can

select the applicable installed product record.  The

Installed Product List page is documented later in this

chapter.

For more information about installed product records,

see Tracking Installed Products in the PeopleSoft CRM

Application Fundamentals PeopleBook. For more

information about the Product Definition component, see

Setting Up Products in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Added The date and time that the RMA was created and the name

of the person who created it.

Last Modified The date and time that the RMA was last modified.

RMA Lines Page

Usage Use the RMA Lines page before the RMA Form component is saved to enter

information for a specific RMA line that is different from the default RMA line

information defined on the RMA Header page.  After you save the RMA Form

component, use the RMA Lines page to view the information that was sent to

PeopleSoft Inventory or your third-party inventory system.  The RMA Header

page is documented in the previous section.

Note.  Default values defined on the RMA Header page are automatically

copied to the blank fields on the RMA Lines page at specific processing points.

The default values do not override existing line-level values.  For more

information about when default information is propagated from the RMA

header to the RMA line, see Understanding Defaulting for RMA Lines in this

chapter.

Object Name RF_RMA_LINE

Navigation Manage Field Service Activity, Manage Returned Material, Use, RMA

Form

Access

Requirements

Click the Details button on the RMA Header page.
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RMA Lines page

The system displays the RMA number, business Unit, and Case associated with the RMA

line.

RMA Lines

For each RMA line, the RMA Lines scroll area displays the following information:

RMA Line Type The type of RMA processing that will be used for the

returned material.  Four options are available:
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Advanced Exchange: Select this option to immediately

create a replacement order for the item that the customer is

returning.  The replacement order can be for the same item

or for different items.  You can specify the replacement in

the Replacement Item(s) grid.  The system populates the

replacement item and requested quantity using the values

defined for the return item and returned quantity.

Repair and Return: Select this option if the customer is

returning an item for repair.

Return and Replace: Select this option if the item that the

customer is returning must be received before a

replacement order can be created.

Return to Stock: Select this option if the customer is

returning material originally requested on a case that was

not actually needed.

For more information about RMA processing options,

see Understanding Material Return Processing in this

chapter.

Est Return Date (estimated

return date)

The date that the returned item is expected to be received.

When you add a new RMA, you can specify an estimated

return date for informational purposes only.  The current

date is the default value for this field.

Problem Code The reason that the customer is returning the item.

Problem codes must first be established for the setID on

the Problem Codes page.

For more information about problem code definition for

RMAs, see Setting Up Problem Codes for Material

Returns in the chapter "Setting Up Call Center Attributes."

Requester The ID of the person or entity associated with the

requisition request.  The system populates this value with

the default requester ID defined on the User Preferences -

Overall Preferences page.  You can modify the requester

ID as necessary.  If you have implemented PeopleSoft

Purchasing, you can use the requester ID to check the

status of all the requisitions entered by a specific person

using the Requisition Workbench.

Important!  If you integrate with PeopleSoft Purchasing,

the requester ID must be a valid user ID and requisition

requester in PeopleSoft Purchasing.  Requesters are

established on the Requester Setup page in PeopleSoft

Supply Chain Management under the Structure

Procurement Options menu.
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For more information about establishing valid requesters

in PeopleSoft Supply Chain Management, see the

PeopleSoft Applications Fundamentals for FSCM

PeopleBook.  For more information about the

Requisition Workbench in PeopleSoft Purchasing, see the

PeopleSoft Purchasing PeopleBook.

Return From/Ship Exchange To

The Return From/Ship Exchange To group box indicates the location from which the

material is being returned and where to ship the items listed in the Replacement Items(s)

grid.  By default, the system populates these fields with the return from information identified

on the RMA Header page.

Customer The customer who will receive the replacement order.

The customer information must first be established in the

Customer component.  Click the transfer button to access

the Customer component.

Site ID The identification of the customer site from which

material is being returned.  The site name is automatically

populated using the default value specified on the RMA

Header page, but can be modified if necessary.  Site

information is established on the Site page of the Maintain

Customers component.  Click the transfer button to access

the Maintain Customers component.

For more information about the Maintain Customers

component, see Managing Customer Information in the

PeopleSoft CRM Application Fundamentals PeopleBook.

Address The address sequence number associated with the

specified customer.  When entering a new RMA line, click

the Override Address link to modify the address on the

RMA Line Ship To Address page, which is documented

later in this chapter.  When viewing an existing RMA,

click the Display Address link to view the address

information.

Return To

The Return To group box indicates the business unit that identifies the inventory distribution

center, warehouse, or repair facility that will receive the returned material.

Return To IBU (return to

inventory business unit)

The business unit where the customer will ship the

returned material.
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Returned Item

The Returned Item group box captures information about the item that the customer is

returning.

Inst. Product (installed

product)

The identification of the customer’s installed product

record.  This value is automatically populated from the

case based on the customer.  To access the customers

installed product record on the Installed Product page,

click the transfer button.

For more information about installed product records,

see Tracking Installed Products in the PeopleSoft CRM

Application Fundamentals PeopleBook.

Status The status of the installed product.  This field is

informational only.  Values include Defective, In Repair,

In-Transit Return, Installed, Spare, Uninstalled, Waiting

Disposition, and Waiting Repair.

Serial ID The serial number or ship-serial number of the item that

the customer is returning, if applicable.  If the item is

serial-controlled, a serial number is required for the RMA.

If necessary, a different serial number can be entered at

the time of receipt.  Ship-serial IDs are optional for ship-

serial-controlled items.

Note.  If a value is entered for an item that is not serial or

ship-serial controlled in your system, the value is removed

at save time.

Lot ID The lot number of the item that the customer is returning,

if applicable.  Lot IDs are optional for lot-controlled

items.

Note.  If a value is entered for an item that is not lot

controlled in your system, the value is removed at save

time.

Product ID The identification number of the product.  Click the

transfer button to access the Product Definition

component.

For more information about the Product Definition

component, see Setting Up Products in the PeopleSoft

CRM Application Fundamentals PeopleBook.
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Item ID The identification of the item that the customer is

returning.  The system displays the description of the

selected item next to this field.  Items must be established

in your system tables using the Item Definition page or the

Item Master - CRM EIP and must have a status of Active,

Hold, Discontinue, or Inactive.  Click the transfer button

to access the Item Definition component.

For more information about item definition and item

status in PeopleSoft CRM, component, see Defining Items

in the PeopleSoft CRM Application Fundamentals

PeopleBook.

Note.  If more than one installed product record for an

Item ID, Serial Number, or Product is found, the system

displays the Installed Product List page, where you can

select the applicable installed product record.  The

Installed Product List page is documented later in this

chapter.

For more information about installed product records,

see Tracking Installed Products in the PeopleSoft CRM

Application Fundamentals PeopleBook. For more

information about the Product Definition component, see

Setting Up Products in the PeopleSoft CRM Application

Fundamentals PeopleBook.

Qty Returned (quantity

returned)

The amount of the item that the customer is returning.  For

serial-controlled items, this quantity must be 1.

For advanced exchange RMA lines, the Replacement Item(s) grid displays information about

the items shipped to the customer.  The system automatically populates the ID and quantity of

the returned item; however, you can specify another item if necessary.

Item ID The identification of the item that will be shipped to the

customer.  The system displays the description of the

selected item next to this field.  Items must be established

in your system tables using the Item Definition page or the

Item Master - CRM EIP.  Only items with an Active status

can be selected as replacement items.

For more information about the item definition and item

status in PeopleSoft CRM, see Defining Items in the

PeopleSoft CRM Application Fundamentals PeopleBook.
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Click the transfer button next to the item ID to access a

transfer page with the following links:

Item Definition: Click this link to access the Item

Definition page, where your can view the item’s definition

in PeopleSoft CRM.

Item Substitutes: Click this link to access the Substitutes

page, where you can view and select one of the substitute

items that have been defined for the item in PeopleSoft

CRM.  This link is not available after the RMA has been

saved.

For more information about the Item Definition page

and the Substitutes page, see Defining Items in the

PeopleSoft CRM Application Fundamentals PeopleBook.

Item Balance: Click this link to access the Item Balance

by Business Units page, where you can view the quantity

available and quantity on-hand for each of the inventory

business units in the distribution network defined for your

call center operations.  This link appears only if your

implementation includes integration with PeopleSoft

Inventory or a third-party inventory system.

Item Availability: Click this link to access the

Item/Product Availability inquiry page in PeopleSoft

Inventory, where you can check the current quantity

available for an item or product as well as the projected

future availability.  This link appears only if your

implementation includes PeopleSoft Inventory and you

have logged on to the portal using the single sign-on

feature.

For more information about the Item Balance by

Business Unit page, see Checking Item Balances and

Availability in the PeopleSoft CRM Application

Fundamentals PeopleBook. For more information about

the Item/Product Availability inquiry page in PeopleSoft

Inventory, see the PeopleSoft Inventory PeopleBook. For

more information about PeopleSoft’s portal technology,

see Portal Technology in the PeopleTools PeopleBook.

Qty Requested (quantity

requested)

The quantity of the item that will be shipped to the

customer.  The system automatically populates the

quantity returned, but you can modify this quantity as

necessary.

UOM (unit of measure) The standard unit of measure defined for the item.

Comments The notes recorded about the RMA line.
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Added The date and time that the RMA line was created and the

name of the person who created it.

Last Modified The date and time that the RMA line was last modified.

To return to the RMA Header page, click the Return link at the bottom of the page.

RMA Header Return From Address Page

Usage Use the RMA Header Return From Address page to indicate or view the

address where the material is being sent back from.  For advanced return-and -

return and replace RMA types, this address is used as the default ship to address

for the replacement order.

For more information about RMA types, see Understanding Material Return

Processing in this chapter.

Object Name RF_RMA_HDR_ADDR

Navigation Manage Field Service Activity, Manage Returned Material, Use, RMA

Form

Access

Requirements

For new RMAs, click the Override Address link in the Return From group box

on the RMA Header page.  For saved RMAs, click the Display Address link in

the Return From group box on the RMA Header page.

RMA Header Return From Address page

By default, the system populates this page using the address information defined for the

customer or customer site on the Maintain Customers component.  You can modify this

information as necessary until the RMA has been saved.

For more information about the Maintain Customers component, see Managing Customer

Information in the PeopleSoft CRM Application Fundamentals PeopleBook.

Click OK to save your address changes and return to the RMA Header page.  Click Cancel to

return to the RMA Header page without modifying the address information.
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RMA Line Ship To Address Page

Usage Use the RMA Line Ship To Address page to specify a ship to address for

replacement orders associated with a specific RMA line.

Object Name RF_RMA_LINE_ADDR

Navigation Manage Field Service Activity, Manage Returned Material, Use, RMA

Form

Access

Requirements

For new RMAs, click the Override Address link in the Return From group box

on the RMA Line page.  For saved RMAs, click the Display Address link in the

Return From group box on the RMA Line page.

RMA Line Ship To Address page

The system displays the business Unit, RMA Number, and RMA Line Nbr (line number) of

the selected line on the RMA Line page.  The default address information for the RMA line

reflects the return from address information on the RMA Header page.  You can modify this

address as necessary for the RMA line until the RMA is saved.

Click OK to save your address changes and return to the RMA Line page.  Click Cancel to

return to the RMA Line page without modifying the address information.

Installed Product List Page

Usage Use the Installed Product List page to select the applicable installed product

record when more than one installed product record matches the available

information for the RMA.

For more information about installed product records, see Tracking Installed

Products in the PeopleSoft CRM Application Fundamentals PeopleBook.

Object Name RF_RMA_PROD_SEC
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Navigation The system automatically displays the Installed Product List page during RMA

entry for two conditions: 1) when you select a case with a product ID that

appears on multiple installed product records for the customer on the case and

2) when you enter item, product, or serial ID information on the RMA line that

identifies more than one installed product record.

Installed Product List page

Installed Product List

The Installed Product List grid lists all of the installed product records that matched the

serial ID or product ID selected for the RMA.

Sel (select) Indicates the row that applies to your RMA.  Select the

check box of the applicable row and click OK to return to

RMA entry.  The system will populate the fields on the

RMA with the values from the row you selected.  Click

Cancel to return to the RMA without making a selection.

Customer The name of the customer who owns or leases the

installed product.

Name The identification of the site defined for the customer on

the Site page of the Maintain Customer component.

Contact If a Customer is listed, this is the contact name entered

for the customer on the installed product record.

For more information about the Maintain Customer

component, see Managing Customer Information in the

PeopleSoft CRM Application Fundamentals PeopleBook.
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Item ID The identification of the item installed at the customer

site.

Product ID The identification of the product installed at the customer

site.

Description The description associated with the Product ID.

Serial ID The serial number recorded for the item on the installed

product record.

RMA Form - Notes and Attachments Page

Usage Use the RMA Form - Notes and Attachments page to record comments and

attach files related to an RMA form.

Object Name RF_RMA_NOTE

Navigation Select the Notes and Attachments tab on the RMA Header page, which is

documented earlier in this chapter.

RMA Form - Notes and Attachments page

For more information about the fields on this page and about notes functionality in

PeopleSoft CRM, see Adding Notes and Attachments in the "Using PeopleSoft CRM

Common Elements" chapter of the PeopleSoft CRM Application Fundamentals PeopleBook.
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Managing Credit Card Payments

If your organization accepts credit cards in payment for support, you use the Authorize Credit

Card page to manage this process.  You access the Authorize Credit Card page by clicking the

Credit Card link on the Case page.  The Credit Card link is not available if you've associated

the case with an agreement where this form of payment (pay for service) is inapplicable.

This chapter describes how to manage credit card transactions.  The first section provides an

overview of how the system handles credit card processing.  The second section documents

the pages where you perform all credit card related processing.  The third and final section

provides a list of authorization codes used during credit card processing.

This chapter is relevant only to PeopleSoft CRM Support; PeopleSoft CRM HelpDesk does

not incorporate credit card functionality.

Overview of Credit Card Processing

This section explains how the system handles credit card processing.

Understanding Transaction Processing Options

PeopleSoft CRM Support facilitates credit card processing through integration with

CyberSource, a third-party credit card authorization and payment application.  If your

organization integrates with CyberSource, you can submit the transaction to CyberSource for

authorization, billing, or credits (depending on which types of transactions you permit.)  To do

this, you click the Submit button on the Authorize Credit Card page.

Depending on how your organization has configured your CyberSource processing, some or

all of the following transaction options are available:

Transaction Option CyberSource Processing

Authorize Only CyberSource verifies that the card is valid for the charge (the customer has

enough credit to pay for the order, the card is not stolen, and so on).

CyberSource does not bill the credit card.

Bill Only CyberSource bills the card without first verifying that the card is valid for the

charge.  Select this option if you have preauthorized the transaction and you

want to submit the transaction for billing only.
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Transaction Option CyberSource Processing

Authorize and Bill CyberSource performs both authorization and billing.  CyberSource charge the

customer's credit card upon receiving Authorization.

Credit Only CyberSource credits the customer's credit card.

For more information about setting up credit card transaction options, see the Setting Up

Credit Card Processing chapter.

If your organization does not use CyberSource integration, then the Authorize Credit Card

page merely captures the information for use with your organization's own solution for

processing credit card payments.  In this situation, there is no Submit button on the Authorize

Credit Card page.

Processing Credit Card Transactions

If your organization uses CyberSource, the Authorize Credit Card page provides a Submit

button that you click to send transaction information to CyberSource for authorization, billing,

or credit.  If your organization does not use CyberSource, the Submit button is not present.

When you submit a credit card transaction, PeopleSoft first validates that all required

information is available and valid.  Then, the system submits the transaction to CyberSource,

and CyberSource returns the authorization information.  The authorization information is

saved with the other transaction information in the credit card history once the case is saved.

Note that credit card transaction information is only saved when the case is saved.

• If your organization uses CyberSource integration, the system saves the case (and

therefore the credit card transaction) when you submit a bill or credit transaction to

CyberSource. This ensures that you have records of any real-time billing or credit

transactions CyberSource performs.

• If your organization does not use CyberSource, or if you use CyberSource but you're

submitting an authorization-only transaction, you must manually save the case in

order to save the transaction information.

The following diagram illustrates the process flow when your organization integrates with

CyberSource.  Note that the system performs all credit card validation before submitting data

to CyberSource.  This prevents unnecessary CyberSource transaction charges.
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Credit card processing

When the system validates the credit card number, it checks the following conditions:

• The credit card number is the correct length.

• The credit card number starts with a valid prefix.

• If the Credit Card Setup page specifies the use of a check digit algorithm, the

algorithm verifies that the credit card number is valid.

Note.  If you integrate with CyberSource, the Authorize Credit Card page requires you to enter

information that CyberSource requires.  If CyberSource has not been installed, then there are

no required fields in the Authorize Credit Card page.  If your organization integrates with

different third-party software, you will need to modify this page and change the processing

behind the Submit button.

Taking Credit Card Payments

You'll use two pages to manage your credit card processing:

• The Authorize Credit Card page

• The Credit Card Process History page

Authorize Credit Card Page

Usage Use the Authorize Credit Card page to enter a contact's credit card information

and, if your organization uses CyberSource integration, to submit the credit card

charge for authorization.
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As delivered, the Authorize Credit Card page requires you to enter certain

information that is required by CyberSource, and this section assumes that you

are using the page as delivered.  If your organization does not use CyberSource

integration, this page may have different fields and different requirements.

Object Name RC_CRDT_CRD_INF

Navigation Click the Credit Authorization link in the Case page.

Prerequisites The Credit Authorization link is not available if you've associated the case with

an agreement where this form of payment (pay for service) is inapplicable.

Authorize Credit Card page (1 of 2)

Authorize Credit Card page (2 of 2)

The page header identifies the case from which you accessed the page.
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Entering Personal Information

Enter the name, address, telephone number, and email address of the credit card holder.  The

default name is the name of the contact associated with the case; change the value if this is not

the name on the credit card.  Be sure that the address you enter is the billing address for the

credit card, as address checking is part of the authorization process.

The address format is based on the country you enter.  For more information about

addresses, see Maintaining Addresses in the "Managing Customer Information" chapter in the

PeopleSoft CRM Application Fundamentals PeopleBook.

The name, address, telephone number, and email address are all required for CyberSource

transactions.  If you try to submit the charges to CyberSource without filling out all required

fields, the system gives you an error message.

If, after you submit a credit card charge, you return to this page to authorize additional

charges, the information you previously entered is preserved, but the credit card number is

masked so that you can only see the last four digits.  The information is only preserved for the

current case; if the same person pays for another case, you need to reenter all information.

Credit card numbers that are stored in the database are encrypted for security purposes.

Entering Credit Card Information

The Credit Card Information group box displays fields that are generally required by third-

party credit card software vendors. All of the information in this group box is mandatory.

Credit Card Type Valid values are based on the credit cards that are

designated Active in the Credit Card Setup page.  Valid

values may include AMEX, Diners Club/Carte Blanche,

Discover, MasterCard, and Visa.

Credit Card Number The credit card number for the credit card to be charged

for the transaction.

Expiry Month/Year
The credit card expiration date.  Enter a two-digit

expiration month and a four-digit expiration year.

Note.  The expiration year field (CR_CARD_EXPYR)

contains translate values for valid expiration years. You

must periodically review and update this field with valid

expiration year values.  PeopleSoft 8 CRM delivers values

that range from 2001 to 2010.

Amount The amount to be authorized.

Processing the Credit Card Transaction

The available options depend on how your organization has configured credit card processing.

All of the billing transactions require your organization to implement a billing system to

handle credit card billing.
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Authorize Only Select this option to submit the transaction for

authorization only.

Authorize and Bill Select this option to submit the transaction for

authorization and billing.

Bill Only Select this option to submit the transaction for billing only

(for example, if you have preauthorized the transaction).

Credit Only Select this option to submit a credit transaction.

Submit This button appears only if you integrate with

CyberSource.  When you click this button, the system first

validates all the data entered in the page.  If the system

finds missing or invalid data, an error message explains

the problem.  All errors must be corrected before the

approval process can be initiated.

 If all validation criteria are met, clicking this button calls

the CyberSource business interlink.  CyberSource then

performs the authorization, billing, and credit processing

you requested.  When CyberSource finishes this

processing, it returns authorization status information to

the fields in the Status group box.

Important!  When you submit an Authorize and Bill,

Bill Only or Credit Only transaction, the system saves

the transaction information after CyberSource returns the

transaction information.  But when you submit an

Authorize Only transaction to CyberSource, you must

manually save your work by saving the Case page.

Failure to save the case results in an incomplete credit

card transaction: no record of the completed transaction

appears in your system.

Status

Fields in the Status group box display the authorization information for the credit card

transaction.  If you integrate with CyberSource, then these fields are not available for entry.

Instead, CyberSource enters the authorization information.  If you do not integrate with

CyberSource, the fields are available for entry.

Authorization Status
The current state of authorization for the credit card

transaction.

For more information and a list of authorization statuses,

see Credit Card Authorization Codes at the end of this

chapter.

Credit Card Auth Code

(credit card authorization

code)

The approval code returned by the CyberSource if the

credit card processing transaction was successful.
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Authorization Date The date the transaction was authorized.  The

authorization date appears only if the credit card was

successfully authorized.

Message Status A text message from the CyberSource regarding the

authorization transaction.  For example, if the

CyberSource link is not working, you might see a message

such as Interlink Error.  This field does not appear when

your organization does not integrate with CyberSource.

Returning to the Case Page

Return to Case Click this button to return to the case page.

If you have entered information on the page and you

attempt to return to the case without submitting the

transaction for authorization, the system displays a

warning message reminding you to click the Submit

button.

If you return to the case without submitting the transaction

for approval, the information is still in the Authorize

Credit Card page—and it still gets saved to the credit card

history when you save the case, although the authorization

status fields are all blank.  To prevent this from

happening, you can either clear all data from the

Authorize Credit Card page before returning to the case,

or you can close the case without saving.

Credit Card Process History Page

Usage Use the Credit Card Process History page to review credit card transactions that

have been submitted for authorization.

You can also query this page as part of any billing integration your organization

establishes.

Object Name RC_CRDT_CRD_HST

Navigation Manage Call Center, Manage Cases, Inquire, Credit Card Process History

Access

Requirements

You can search on any of the following criteria to access the Credit Card

Process History page: business unit, case number, credit card first name, credit

card last name, or history sequence number.
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Credit Card Process History page

The Business Unit and Case Number reflect the case where the credit card charge originated.

If there are multiple credit card transactions associated with a case, the Sequence Number

uniquely identifies each transaction.

Most of the other fields on this page correspond to similarly named fields on the Authorize

Credit Card page.  The following field definitions include only those fields that are unique to

this page:

Message 1-3 A text message from the CyberSource regarding your

authorization, billing, or credit request.

Address Verification

Service

The service that authorizes credit card transactions also

verifies that the address you submitted matches the billing

address for the credit card. This field displays the address

verification results.  For example, you might see a

message saying Exact Address Match or Street is OK but

Postal Wrong.

Address Secondary Page

Usage Use the Address Secondary page to review address information related to a

credit card transaction.

Object Name RC_CRDT_CRD_ADDR

Navigation Click the Contact Address link on the Credit Card Process History page
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Address Secondary Page

The Country, Address 1, Address 2, Address 3, City, County, Postal (postal code), and

State are those that were used to process the credit card transaction.

Credit Card Authorization Codes

This section describes valid credit card authorization statuses.  If your organization integrates

with CyberSource, then CyberSource sets the authorization status.  If your organization does

not use CyberSource, agents can manually set the authorization status.

The authorization codes are specific to CyberSource and may not be suitable for another

vendor.  For detailed descriptions of how CyberSource chooses an authorization status, refer

to your CyberSource documentation.

Status Description

Unprocessed/Retry The transaction has not been processed or is a failed credit card process and is

being resubmitted.

Authorized The transaction is approved. The funds are reserved for the transaction.

Credited A credit has been authorized and processed for the transaction. The funds are

credited back to the specified credit card.

Denied The transaction has failed credit card processing and has been declined, or

disallowed, by the company issuing the credit card.

Billed The transaction is complete. The funds are charged to the credit card. All bill

transactions must be preceded by an authorization.

Authorized and Billed Signifies successful output from the background settlement process.

Manually

Approved/Settled

The transaction is approved. The status signifies that someone contacted the

credit card service to obtain verbal approval for the transaction.

Change to Terms The payment type for the transaction has been changed from credit card to

payment terms.
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Status Description

Cancel Order Indicates a cancelled credit card transaction. The transaction is not subject to

further processing.

Processing Indicates that the transaction has been submitted for approval and is awaiting

results from CyberSource.



P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L U N D E R S T A N D I N G  S E L F - S E R V I C E      1 8 - 1

C H A P T E R  1 8

Understanding Self-Service

PeopleSoft call center applications enable you to deploy self-service transactions that callers

can use to enter and view their own cases.  You typically deploy self-service transactions

through a PeopleSoft portal. You can deploy PeopleSoft CRM Support transactions through

PeopleSoft Customer Portal, and you can deploy PeopleSoft CRM HelpDesk transactions

through PeopleSoft Employee Portal.

The first section in this chapter provides an overview of self-service.  The following sections

describe the transactions that users can perform through self-service.  These sections include

brief documentation of the pages used in the transaction.  (More extensive documentation is

available in the help files for these transactions.)

There are two object names provided for each page.  In all cases, the first object name is for

the PeopleSoft CRM Support version of the page, and the second object name is for the

PeopleSoft CRM HelpDesk version of the page.  The illustrations are from the Support

transactions.  The HelpDesk pages are identical except that customer and contact information,

which is relevant only to Support users, is not displayed.

Overview of Self-Service

PeopleSoft provides objects that you can deploy in order to give your customers and your

employees self-service access to cases. These objects provide limited access to case

information and employ a simple interface suited to casual, untrained users.

Understanding Self-Service Interface Elements

There are two interface elements that self-service users can see: pagelets and self-service

transactions.

Pagelets display information and provide links to transactions.  Both PeopleSoft CRM Support

and PeopleSoft CRM HelpDesk have a pagelet that displays the user's most recent cases,

along with summary information about each case.  The pagelet also provide links to

transactional pages.

The Recent Support Cases pagelet provides access to PeopleSoft CRM Support cases.  This

pagelet is delivered with PeopleSoft Customer Portal

The Recent HelpDesk Cases pagelet provides access to PeopleSoft CRM HelpDesk cases.

This pagelet is delivered with PeopleSoft CRM Portal Pack.
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For more information about the Recent Support Cases pagelet, see Understanding

PeopleSoft Customer Portal Elements in the PeopleSoft Customer Portal PeopleBook. For

more information about the Recent HelpDesk Cases pagelet, see Call Center Pagelets in the

PeopleSoft CRM Portal Pack PeopleBook.

Self-service transactions are made up of groups of pages that enable a user to perform a

specific task.  PeopleSoft provides two self-service transactions: entering a new case and

viewing (or updating) an existing case.

Both transactions provide access to Solution Advisor so that users can research their own

problems.  When viewing an existing case, self-service users can also access the case notes

and the case history.

PeopleSoft provides end-user help for each of the transactions.  The PeopleBook installation

process includes the help files for the PeopleSoft CRM HelpDesk transactions.  There are

extra steps required for installing the help files for PeopleSoft CRM Support self-service

transactions.

For more information about setting up end-user help for self-service transactions deployed in

PeopleSoft Customer Portal, see Setting Up End-User Help for Customer Portal in the

PeopleSoft Customer Portal PeopleBook.

Understanding Which Data Self-Service Users Can Access

PeopleSoft enables self-service users to view the following information:

• Basic case information, including the case number, caller information, product

information, and the summary, and description of the problem.

• Case notes with visibility set to All.

• Case history entries with visibility set to All.  The event handler that creates the entry

determines the visibility.

• Solutions associated with a case or found using Solution Advisor.

When viewing a case, self-service users see associated solutions that have any status

other than Withdrawn.  Solutions that are associated with a case appear regardless of

the solution's visibility setting.

When searching for solutions using Solution Advisor, self-service users see only

solutions with visibility set to All.

In both scenarios, self-service users see only solutions with the setID that is valid for

the current case's business unit.

PeopleSoft additionally enables self-service users to add or update certain case information.

Self-service users can do the following:
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• Identify a different person as the case contact.

• Add new notes.

• Request a call from an agent.  The request appears on a worklist that you must set up

specifically to handle such requests.

• Associate solutions with cases and update solution statuses by answering the question

"Did this solve your problem?"

Answering this question for a solution already associated with the case updates the

solution status.  Answering this question for a solution that isn't associated with the case

both associates the solution with the case and sets the initial solution status.  The user has

the following options when answering the question:

� Yes sets the status to Successful Resolution. If you've established a default case

status for resolved cases (on the Case Defaults page), then Yes also updates the

case status.

� No sets the status to Failed Resolution.

� I'll try it Later sets the status to Waiting on Customer.

Considerations for PeopleSoft CRM Support

Because customers can have more than one contact, and contacts can represent more than once

customer, there are some special considerations for PeopleSoft CRM self-service users.

A person on record as a contact for a customer can see all cases for that customer.  The

Review Existing Cases page enables contacts to search for cases based on any combination of

the following criteria: case ID, case status, contact, product, problem summary, or a range of

dates during which the case was created.

A person who is a contact for more than one customer (for example, a consultant who works

with several of your customers) uses the Customer Selection pagelet in the PeopleSoft

Customer Portal to indicate which company's information to access.

Report a Problem Transaction

The Report a Problem transaction enables users to enter problem information, research the

problem, and submit the problem so that an agent can call the user back.

The following diagram illustrates the process flow and shows the object names of the pages

that make up this transaction.
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Solution Advisor

(RC_CASE_SW_SS_SA)

Report a Problem page

Resolution Details page

Contact Me page

Problem Resolved page

No or I'll Try it Later

Did this solve

your

problem?

YesSolution Advisor page

Review Existing Cases page

Process flow for the Report a Problem transaction

The following screen shots illustrate the pages in this transaction.  The Review Existing Cases

page is actually the starting point for the Review Problems transaction and is therefore not

shown in this section.

This section does not provide detailed information about the fields on the pages.  Refer to the

help for the page for this information.  You can also refer to the previous diagram to see

navigation flows.

Report a Problem Page

Usage Self-services users use this page to describe a new problem and to submit it.

Users who want to research their own problems can access Solution Advisor

from this page.

Object Name RC_CASE_SW_SS_RPT, RC_CASE_HD_SS_RPT

Report a Problem page

Solution Advisor Page

Usage Self-service users use this page to look for solutions to address a problem.  The

page initially displays frequently used solutions for the product; users can

search for additional solutions by entering search criteria and clicking the

Search button.  Users can return to the frequently used solution by clicking the

Frequently Used Solutions button.
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In self-service mode, Solution Advisor searches only solutions, not independent

text solutions, cases, or problem solving techniques.  Therefore the results area

lists only solutions.  Each solution summary is a link that displays the

Resolution Details page.

Object Name RC_CASE_SW_SS_SA, RC_CASE_HD_SS_SA

Solution Advisor page

Resolution Details Page

Usage Self-service users use the Resolution Details page to review a potential

resolution in detail.  If a user answers the question "Did this solve your

problem?" the system associates the solution to the problem (the case) with the

appropriate status.

Object Name RC_CASE_SW_SS_SOLN, RC_CASE_HD_SS_SOLN
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Resolution Details page

Problem Resolved Page

Usage The Problem Resolved page appears when a self-service user indicates that a

solution has resolved the problem.  This page confirms that the problem is

resolved and provides a link that the user can click to display the Review

Existing Cases page.

Object Name RC_CASE_SW_SS_THX, RC_CASE_SS_CLOSE

Problem Resolved page

Contact Me Page

Usage The Contact Me page appears when a self-service user submits a problem or

clicks the Contact Me Regarding this Problem link.  The page gives the user a

reference number (the Case ID) and provides a link that the user can click to

display the Review Existing Cases page.

Object Name RC_CASE_SW_SS_EXIT, RC_CASE_SS_CONTACT
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Contact Me page

Review Problems Transaction

The Review Problems transaction enables users to search for existing cases and review case

details.  Users can update certain information as well—they can change the contact

information, add a note, associate solutions with the cases, and update solution statuses.

The Review Existing Cases page enables users to search for cases.  When a user clicks a case

summary in the Review Existing Cases page, the system displays the Problem Report page,

which is the main case information page in this transaction.

The following diagram illustrates the processes available within the Report a Problem

transaction.

Review case

notes

Review case

history

Change

contact

information

Ask to be

contacted

Search for

solutions

View

considered

solutions

Identify and view a case

Process flow for the Report a Problem transaction

The following sections provide diagrams and screen shots that illustrate processes in this

transaction.  These sections do not provide detailed information about the fields on the pages;

refer to the page help for this information.  You can also refer to the diagrams to see

navigation flows.

Pages that appear in more than one process flow are only illustrated the first time they are

mentioned.

Identifying and Viewing a Case

The following diagram illustrates how self-service users identify and view a case.
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Review Existing Cases page

Problem Report page

Process flow for identifying and viewing a case

Review Existing Cases Page

Usage Self-service users use the Review Existing Cases page to search for cases that

they want to view in more detail.

Object Name RC_CASE_SW_SS_SRCH, RC_CASE_HD_SS_SRCH

Review Existing Cases page

Problem Report Page

Usage Self-service users use the Problem Report page to view case information.  This

page is also the starting point for several other processes: reviewing notes,

reviewing history, changing contact information, requesting that an agent

contact the user, searching for new solutions, and viewing solutions that are

already under consideration for this case.

Object Name RC_CASE_SW_SS, RC_CASE_HD_SS
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Problem Report page

The Solutions Considered for this Case grid shows solutions with the following statuses:

Waiting On Customer, Failed Resolution, and Successful Resolution.

The grid does not display solutions that are Withdrawn because those solutions are no longer

considered for this case.

The grid does display solutions that are In Consideration because that status implies that you

have not yet communicated that solution to the user.  However, if the user attempts to search

for solutions, the system will first display the Resolutions in Consideration page.  This ensures

that before the user begins searching, the solutions that an agent has already tagged as

promising are presented first.

Asking to be Contacted

The following diagram illustrates how self-service users submit a request asking to be

contacted by an agent.

Review Existing Cases page

Problem Report page

Contact Me page

Process flow for asking to be contacted

Contact Me Page

The Contact Me page for the Review Problems transaction is identical to the Contact Me page

for the Report a Problem transaction.
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Reviewing Notes

The following diagram illustrates how self-service users review existing notes and add new

notes.

Review Existing Cases page

Problem Report page

Notes Summary pageContact Me page

Add a Note page

Save Confirmation page

Save

Note Details page

Process flow for reviewing notes

Notes Summary Page

Usage Self-service users use the Notes Summary page to view a list of existing case

notes. Only notes marked as visible to all users are visible to self-service users.

Object Name RC_CASE_SW_SS_NOTE, RC_CASE_HD_SS_NOTE

Notes Summary page
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Note Details Page

Usage Self-service users use the Note Details page to review existing notes.

Object Name RC_CASE_SW_SS_NDTL, RC_CASE_HD_SS_NDTL

Note Details page

Add a Note Page

Usage Self-service users use the Add a Note page to enter a new case note.

Object Name RC_CASE_SW_SS_NADD, RC_CASE_HD_SS_NOTE

Add a Note
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Save Confirmation Page

Usage The Save Confirmation page appears when a self-service user saves a newly

added case note.

Object Name RC_CASE_SW_SS_SAVE, RC_CASE_SS_SAVE

Save Confirmation page

Reviewing History

The following diagram illustrates how self-service users review case history.

Review Existing Cases page

Problem Report page

Problem History page

Process flow for reviewing case history

Problem History Page

Usage Self-service users use the Problem History page to review case history entries.

Only entries marked as visible to all users are visible to self-service users.

Object Name RC_CASE_SW_SS_HIST, RC_CASE_HD_SS_HIST
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Problem History

Changing Contact Information

The following diagram illustrates how self-service users choose a new person as the contact

person for a case.

Review Existing Cases page

Problem Report page

Change Contact

Information page
Save Confirmation pageSave

Contact Me page

Process flow for changing contact information

Change Contact Information Page

Usage Self-service users use the Change Contact Information page to change the

contact information for a case.  Users can choose a new contact person, a new

contact method, and new contact details.

Object Name RC_CASE_SW_SS_CNTC, RC_CASE_HD_SS_CNTC
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Change Contact Information page

Save Confirmation Page

The Save Confirmation page that appears when you save new contact information is identical

to the Save Confirmation page that appears when you add a new case note.

Searching for Solutions

The following diagram illustrates how self-service users can search for solutions that resolved

the case.

Review Existing Cases page

Problem Report page

Resolution Details page
Contact Me page Problem Resolved page

Did this solve

your

problem?

Yes

Resolutions Waiting on

Customer page

Resolutions In

Consideration page

Solution Advisor page

Process flow for searching for solutions
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The flow between the Resolutions Waiting on Customer page, the Resolutions in

Consideration page, and the Solution Advisor depends on the statuses of any resolutions

already associated with the case.

When a self-service user clicks the Search for Solutions button on the Problem Report case,

the system checks for considered solutions that are Waiting On Customer—that is, the

solutions have been communicated to the user, but the user has not yet indicated whether the

solutions worked.

If there are any Waiting On Customer solutions, the system displays the Resolutions Waiting

on Customer page.  If there aren't any Waiting on Customer solutions, or if the user clicks past

the Resolutions Waiting on Customer page, the system checks for considered solutions that

are In Consideration.  These are solutions that an agent has associated with the case so that

they will be readily available if the Waiting on Customer solutions are unsuccessful.

If there are any In Consideration solutions, the system displays the Resolutions In

Consideration page.  If there aren't any In Consideration solutions, or if the user clicks past the

Resolutions In Considerations page, the system displays the Solution Advisor page.

These three pages all include links to return the user to the previous page.  The link text varies

depending on the previous page

Resolutions Waiting On Customer Page

Usage Self-service users use the Resolutions Waiting On Customer page to review a

list of solutions that are currently in the status Waiting on Customer.  These are

considered the most promising potential solutions.

Object Name RC_CASE_SW_SS_SAWT, RC_CASE_HD_SS_SAWT

Resolutions Waiting On Customer page
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Resolutions In Consideration Page

Usage Self-service users use the Resolutions In Consideration page to review a list of

solutions that are currently in the status In Consideration.  These are considered

the most promising potential solutions after the ones in the status Waiting on

Customer.

Object Name RC_CASE_SW_SS_SAIC, RC_CASE_HD_SS_SAIC

Resolutions In Consideration page

Solution Advisor Page

The Solution Advisor page for the Review Problems transaction is almost identical to the

Solution Advisor page for the Report a Problem transaction.  There are only two differences

between the pages:

• In the Review Problems transaction, the Resolutions Tried Already icon (a black X)

appears next to solutions that have already been considered for the case.

• The link that returns the user to the previous page is different because the previous

page is different.

Resolution Details Page

The Resolution Details page for the Review Problems transaction is identical to the Resolution

Details page for the Report a Problem transaction.

Problem Resolved Page

The Problem Resolved page for the Review Problems transaction is identical to the Problem

Resolved page for the Report a Problem transaction.
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For more information about the Solution Advisor page, the Resolution Details page, and the

Problem Resolved page, see the descriptions of the Report a Problem Transaction in this

chapter.

Viewing Considered Solutions

The following diagram illustrates how self-service users can view solutions that are already

under consideration for a case.

No or I'll Try it Later

Review Existing Cases

(RC_CASE_SW_SS_SRCH)

Problem Report

(RC_CASE_SW_SS)

Resolution Details

(RC_CASE_SW_SS_RSL2)
Problem Resolved

(RC_CASE_SW_SS_THX)

Did this solve

your

problem?

Yes

Process flow for viewing considered solutions

The Resolution Details page used to view considered solutions is identical in appearance to

the Resolution Details page used to view solutions suggested by Solution Advisor.  However,

the object name (RC_CASE_SW_SS_RSL2) is different from that of the version accessed

from Solution Advisor (RC_CASE_SW_SS_SOLN), and the link that returns the user to the

previous page is different because the previous page is different.
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Managing Customer Feedback

The PeopleSoft Customer Portal enables you to give your customers direct access to

information in PeopleSoft applications.  The Contact Us page in PeopleSoft Customer Portal

enables your customers to send questions or feedback to your organization.

When customers send messages, they identify the subject of the message by selecting from a

list of subjects and topics that you've defined in your system of record.  Contact Us messages

are handled differently depending on whether your system of record is PeopleSoft Supply

Chain Management or PeopleSoft CRM.

If you use PeopleSoft CRM as your system of record, the system captures the message as an

interaction that is visible through PeopleSoft CRM Interaction Management.  The system also

notifies designated people that an interaction has been created.  The system determines whom

to notify based on the workflow action that you associate with the subject and topic of the

message.  The workflow action also determines whether notifications are sent to worklists or

to email addresses.

If PeopleSoft CRM is your system of record, you use the Contact Us Topics page to create

topics.  You then use the Contact Us Subject page to create subjects, to list the topics that are

part of that subject, and to identify the workflow action that routes the message.

This chapter describes how to set up the topics and subjects for Contact Us messages.

Because this is relevant only for customers, this chapter is specific to PeopleSoft CRM

Support.  PeopleSoft CRM HelpDesk is not a PeopleSoft Customer Portal application.

For more information about PeopleSoft Customer Portal and the Contact Us page, see

Understanding PeopleSoft Customer Portal Elements in the PeopleSoft Customer Portal

PeopleBook. For more information about interaction management, see PeopleSoft CRM

Interaction Management.

Setting Up Workflow Routings for Contact Us Notifications

If you use PeopleSoft CRM as your system of record, you need to select a workflow action for

each Contact Us subject-topic combination.  The workflow action definition determines two

things:

• Who receives a notification when a new Contact Us message is submitted.

• What format the notification takes: a worklist entry or an email message.
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The workflow action does not determine the content of the message.  You use an email

template to define the notification text (email templates apply to both worklist and email

messages).

This section discusses the use of workflow actions and email templates in Contact Us

notifications.

Setting Up Workflow Actions

The following procedure explains how to set up a workflow action for use with Contact Us

notifications.

To configure a workflow action rule for a Contact Us notification:

1. Select Define Business Rules, Define General Options, Use R-Z, Workflow Actions

The Workflow Action - Rule page appears.

2. Complete the Workflow Action - Rule page.

Enter a name for the workflow action.  Do not specify a message catalog entry; the system

will use an email template instead.

3. Go to the Workflow Action - Notifications page.

4. Select CONTACT_US_INTERACTION in the Business Process Name field.

5. Select CONTACT_US_INTERACTION in the Activity Name field.

6. Enter the Event Name

a. Select Contact Us Email Event if the notification is to be sent to a person's email

address.

b. Select Contact Us Worklist Event if the notification is to be sent to a worklist.

Worklist notifications include a link to the Interaction page.  If you have not licensed

PeopleSoft CRM Interaction Management, you should use email notifications rather

than worklist notifications.

7. Enter the Role Name.

The role determines who receives the notification.  Choose a role appropriate for the

subject with which the workflow action will be associated.

a. If you choose a query role, be sure that the data returned by the query role is

compatible with the type of notification to be sent (and therefore with the Event

Name you specify):

• Query roles that return User IDs are used in conjunction with worklist

notifications and the event Contact Us Worklist Event.
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• Query roles that return person IDs or email addresses are used in conjunction with

email notifications and the event Contact Us Email Event.  Person IDs

programmatically resolve into the corresponding default e-mail address. Email

addresses are expected to take the form of xxx@xxx.xxx

b. If you choose a standard role (not a query role), the role members are always

identified by user ID rather than by a person ID.  Therefore, standard roles must be

used in conjunction with worklist notifications and the event Contact Us Worklist

Event.

If you want to send email notifications to members of a standard role, you must create

a query role that finds the person IDs associated with the User IDs.

8. If you entered a query role, enter any Role Binds that are required for the query role you

entered.

Query roles are normally set up to accept bind variables.  Any field in the

WC_CONTACT_US component is available to be passed as a bind in to the query.  To

see all of the fields available as bind variables, look at the WC_CONTACT_US

component structure in Application Designer.

To enter role binds, click the Role Binds button and complete the Binds Required page.

For more information about creating workflow actions, Understanding Workflow Actions in

the "Defining Workflow" chapter in the PeopleSoft CRM Application Fundamentals

PeopleBook. For more information about setting up role queries and query roles, see

Advanced Query Options in the PeopleSoft Query PeopleBook.

Using Email Templates

PeopleSoft delivers two email templates for you to use for all your Contact Notification

templates:

• The CONTACT CONFIRMATION template is used to send an email to a customer

who requests a confirmation email when submitting a Contact Us message.

You cannot choose a different template for the confirmation email.  You can,

however, modify the text of the template.

As delivered, the template includes the subject Your message has been received and

the message text Thank you for contacting us regarding %1.  We will respond to you

soon.  The %1 token is a variable representing the subject that the customer selected

when sending the Contact Us message.

• The CONTACT US FORM template is available for use with messages that your

customers send to you.

You can modify this template to suit your needs.  You can also create other templates

and use them instead of the CONTACT US FORM template.
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As delivered, the CONTACT US FORM template includes the name of the sender, the

subject topic, and message text entered by the sender, and a URL that takes you to the

interaction page where you can see the interaction that was created when the message

was submitted.

All email templates enable you to include tokens that represent the value of any field in the

component buffer.  The DERIVED_RC_WF.INTERACTION_URL field is particularly

relevant for email templates used for Contact Us notifications.  This is the field that stores the

URL that the recipient can use to access the interaction page.  If you license PeopleSoft CRM

Interaction Management, PeopleSoft recommends including the URL in the notification.

For more information about creating email templates, see the Creating Email Templates

chapter.

Understanding Interactions

If you've licensed PeopleSoft CRM Interaction Management, the system creates an interaction

whenever a customer sends a Contact Us message.

Any worklist entry that is sent as a result of the Contact Us message includes a link to the

interaction page.  Email (other than a confirmation email) that is sent out as a result of the

Contact Us can also include a link to the interaction page, but only the email template is so

configured.  The CONTACT US FORM email template delivered by PeopleSoft includes this

link.

To take maximum advantage of PeopleSoft CRM Interaction Management functionality, use

the interaction page to manage all follow-up communications.  Using the interaction page

ensures that the follow-up communications are captured as interactions.  A direct email

response, on the other hand, bypasses the system and does not get captured as an interaction.

For more information about interaction management, see PeopleSoft CRM Interaction

Management.

Contact Us Topic Page

Usage Use the Contact Us Topic page to define topics—subcategories of subjects that

customers can select when requesting that you contact them.  Later, when you

set up subjects, you'll relate topics to subjects.

Object Name CONV_SUB_TOPIC_TBL

Navigation Define Business Rules, Define General Options, Use A-D, Contact Us Topic

Access

Requirements

Enter a setID and a topic name.
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Contact Us Topic page

The system displays the SetID and the Contact Us Topic that you entered to access the page.

Description Enter text of up to 36 characters describing the topic.

Contact Us Subject Page

Usage Use the Contact Us Subjects page to define subjects from which customers can

choose when submitting a request to be contacted.  When you define a subject,

you specify the associated topics (subcategories within subjects) and you

specify the workflow rule used to deliver the customer's request to a particular

worklist.

Object Name SUBJECT_TABLE

Navigation Define Business Rules, Define General Options, Use A-D, Contact Us

Subject

Access

Requirements

Enter a setID, and a contact us subject.

Contact Us Subject page

The system displays the SetID and Contact Us Subject that you entered to access the page.

Effective Date The effective date of the email template data.

Description Enter text of up to 36 characters describing the subject.

Contact Us Topic Select topics to associate with this subject.
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Email Template For each subject-topic combination, specify the email

template that is used to format the notifications that the

system sends to people in your organization to alert them

to the presence of the new Contact Us message.

Rule Name For each subject-topic combination, specify the workflow

action that is used to determine who is notified that the

message has been submitted and whether to send the

notification to a worklist or an email address.



P E O P L E S O F T  P R O P R I E T A R Y  A N D  C O N F I D E N T I A L R U N N I N G  C A L L  C E N T E R  R E P O R T S      2 0 - 1

C H A P T E R  2 0

Running Call Center Reports

PeopleSoft CRM call center applications provide you with multiple predefined reports.  You

can use these reports to monitor the activities of your call center.  For example, you can view

all of the cases handled by a particular agent; or you can view all cases in a business unit,

sorted by problem type, status, or priority.

Each call center report is specific to either PeopleSoft CRM Support or PeopleSoft CRM

HelpDesk.  Report IDs that start with RCC1 are specific to HelpDesk.  Report IDs that start

with RCC2 are specific to Support.

PeopleSoft CRM Help Desk Reports

The following PeopleSoft CRM Help Desk reports are delivered predefined with your system:

Report Name Report ID Location

HelpDesk Case By Agent Report RCC1002 Manage Call Center, Manage Cases,

Reports, HelpDesk Case By Agent

HelpDesk Case By Department Report RCC1003 Manage Call Center, Manage Cases,

Reports, HelpDesk Case By Department

HelpDesk Case By Priority Report RCC1004 Manage Call Center, Manage Cases,

Reports, HelpDesk Case By Priority

HelpDesk Case By Problem Type Report RCC1005 Manage Call Center, Manage Cases,

Reports, HelpDesk Case by Problem Type

HelpDesk Case By Status Report RCC1006 Manage Call Center, Manage Cases,

Reports, HelpDesk Case By Status

HelpDesk Cases By Type/Area/Detail

Report

RCC1007 Manage Call Center, Manage Cases,

Reports, HelpDesk Case By Ctg/Type/Dtl

HelpDesk Case Information Report RCC1008 Manage Call Center, Manage Cases,

Reports, HelpDesk Case Information

HelpDesk Case Status By Agent Report RCC1009 Manage Call Center, Manage Cases,

Reports, HelpDesk Case Status By Agent

HelpDesk Time To Close By Agent

Report

RCC1010 Manage Call Center, Manage Cases,

Reports, HelpDesk Time To Close By

Agnt
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Report Name Report ID Location

HelpDesk Case By Employee Report RCC1011 Manage Call Center, Manage Cases,

Reports, HelpDesk Case by Employee

HelpDesk Case by Business Process

Report

RCC1012 Manage Call Center, Manage Cases,

Reports, HelpDesk Case By Business Proc

HelpDesk Case By Agent Report

Use the HelpDesk Case By Agent report to display all cases assigned to each agent for a

specified date range and priority.

Report ID RCC1002

Type of Report Crystal

Source RUN_ RCC1002

HelpDesk Case By Agent Report Run Control Page

Usage Use the HelpDesk Case By Agent report run control page to generate the

HelpDesk Case By Agent report.

Object Name RUN_RCC1002

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Cases By Agent

Access

Requirements

Enter a Run Control ID.

HelpDesk Case By Agent report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Case Priority Select the urgency of cases to be included in the report.

Case Status Select the status of cases to be included in the report.
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Assigned To Select the employee who is responsible for cases to be

included in the report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case By Department Report

Use the HelpDesk Case By Department report to display all cases associated with a

department for a specified date range and case status.

Report ID RCC1003

Type of Report Crystal

Source RUN_ RCC1003

HelpDesk Case By Department Report Run Control Page

Usage Use the HelpDesk Case By Department report run control page to generate the

HelpDesk Case By Department report.

Object Name RUN_RCC1003

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By

Department

Access

Requirements

Enter a Run Control ID.
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HelpDesk Case By Department report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Case Status Select the status of cases to be included in the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case By Priority Report

Use the HelpDesk Case By Priority report to display all cases for a specified date range, sorted

by priority.
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Report ID RCC1004

Type of Report Crystal

Source RUN_RCC1004

HelpDesk Case By Priority Report Run Control Page

Usage Use the HelpDesk Case By Priority report run control page to generate the

HelpDesk Case By Priority report.

Object Name RUN_RCC1004

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By Priority

Access

Requirements

Enter a Run Control ID.

HelpDesk Case By Priority report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Case Priority Select the urgency of cases to be included in the report.

Case Status Select the status of cases to be included in the report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.
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Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case By Problem Type Report

Use the HelpDesk Case By Problem Type report to display all cases for a specified date range,

sorted by problem type.

Report ID RCC1005

Type of Report Crystal

Source RUN_ RCC1005

HelpDesk Case By Problem Type Report Run Control Page

Usage Use the HelpDesk Case By Problem Type report run control page to generate

the HelpDesk Case By Problem Type report.

Object Name RUN_RCC1005

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By Problem

Type

Access

Requirements

Enter a Run Control ID.

HelpDesk Case By Problem Type report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.
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Case Type Select the type of cases to be included in the report.

Case Priority Select the urgency of cases to be included in the report.

Case Status Select the status of cases to be included in the report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case By Status Report

Use the HelpDesk Case By Status report to display all cases for a specified date range, sorted

by case status.

Report ID RCC1006

Type of Report Crystal

Source RUN_ RCC1006

HelpDesk Case By Status Report Run Control Page

Usage Use the HelpDesk Case By Status report run control page to generate the

HelpDesk Case By Status report.

Object Name RUN_RCC1006

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By Status

Access

Requirements

Enter a Run Control ID.
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HelpDesk Case By Status report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Cases By Category/Type/Detail Report

Use the HelpDesk Cases By Category/Type/Detail report to display all cases by type, area,

and detail classification.

Report ID RCC1007

Type of Report Crystal

Source RUN_ RCC1007
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HelpDesk Cases By Category/Type/Detail Report Run Control Page

Usage Use the HelpDesk Cases By Type/Area/Detail report run control page to

generate the HelpDesk Cases By Type/Area/Detail report.

Object Name RUN_RCC1007

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By

Ctg/Type/Dtl

Access

Requirements

Enter a Run Control ID.

HelpDesk Cases By Category/Type/Detail report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Category Select the category of cases to be included in the report.

Specialty Type Select the general type of cases to be included in the

report.

Case Status Select the status of cases to be included in the report.

Person ID Select the person responsible for cases to be included in

the report.

Detail Select the detail associated with cases to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.
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For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case Information Report

Use the HelpDesk Case Information report to display detailed case information.

Report ID RCC1008

Type of Report Crystal

Source RUN_ RCC1008

Help Desk Case Information Report Run Control Page

Usage Use the HelpDesk Case Information report run control page to generate the

HelpDesk Case Information report.

Object Name RUN_RCC1008

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case Information

Access

Requirements

Enter a Run Control ID.

Help Desk Case Information report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

From Case Select the first case (in numerical sequence by case ID) to

be included in the report.
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To Case Select the last case (in numerical sequence by case ID) to

be included in the report.

Reported By Select the person who reported (on behalf of a customer)

the cases to be included in the report.

Assigned To Select the employee who is responsible for cases to be

included in the report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Added By Select the employee who entered the cases to be included

in the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case Status By Agent Report

Use the HelpDesk Case Category By Agent report to display all cases assigned to each agent,

sorted by case status.

Report ID RCC1009

Type of Report Crystal

Source RUN_ RCC1009

HelpDesk Case Status By Agent Report Run Control Page

Usage Use the HelpDesk Case Category By Agent report run control page to generate

the HelpDesk Case Category By Agent report.

Object Name RUN_RCC1009

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Cases By Agent
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Access

Requirements

Enter a Run Control ID.

HelpDesk Case Status By Agent report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Assigned To Select the employee who is responsible for cases to be

included in the report.

Case Type Select the type of cases to be included in the report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.
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HelpDesk Time To Close By Agent Report

Use the HelpDesk Time To Close By Agent report to display all cases assigned to each agent,

and the time it took to close each case.

Report ID RCC1010

Type of Report Crystal

Source RUN_ RCC1010

HelpDesk Time To Close By Agent Report Run Control Page

Usage Use the HelpDesk Time To Close By Agent report run control page to generate

the HelpDesk Time To Close By Agent report.

Object Name RUN_RCC1010

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Time To Close By

Agnt

Access

Requirements

Enter a Run Control ID.

HelpDesk Time To Close By Agent report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).
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Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case By Employee Report

Use the HelpDesk Case By Employee report to display all cases associated with an employee

for a specified date range and case status.

Report ID RCC1011

Type of Report Crystal

Source RUN_ RCC1011

HelpDesk Case By Employee Report Run Control Page

Usage Use the HelpDesk Case By Employee report run control page to generate the

HelpDesk Case By Employee report.

Object Name RUN_RCC1011

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By Employee

Access

Requirements

Enter a Run Control ID.

HelpDesk Case By Employee report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.
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Business Unit Select the business unit within which the reported activity

takes place.

Contact ID Select the person who reported the cases (on behalf of a

customer) to be included in the report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Case Status Select the status of cases to be included in the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

HelpDesk Case by Business Process Report

Use the HelpDesk Case by Business Process report to display the number of cases created for

each business process.

Report ID RCC1012

Type of Report Crystal

Source RUN_ RCC1012

HelpDesk Case by Business Process Report Run Control Page

Usage Use the HelpDesk Case by Business Process report run control page to generate

the HelpDesk Case by Business Process report.

Object Name RUN_RCC1012

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By Business

Proc

Access

Requirements

Enter a Run Control ID.
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HelpDesk Case by Business Process report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Bus Process (business

process)

Select the business process to be included in the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

PeopleSoft CRM Support Reports

The following PeopleSoft CRM Support reports are delivered predefined with your system:
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Report Name Report ID Location

Agreement Statistics RCC2000 Manage Call Center, Manage Cases,

Reports, Agreement Statistics

Case Information Report RCC2001 Manage Call Center, Manage Cases,

Reports, Support Case Information

Cases by Age Report RCC2002 Manage Call Center, Manage Cases,

Reports, Cases By Age

Cases by Agent Report RCC2003 Manage Call Center, Manage Cases,

Reports, Cases By Agent

Cases by Customer Report RCC2004 Manage Call Center, Manage Cases,

Reports, Cases By Customer

Cases by Priority Report RCC2005 Manage Call Center, Manage Cases,

Reports, Cases By Priority

Cases by Product Report RCC2006 Manage Call Center, Manage Cases,

Reports, Cases By Product

Cases by Type Report RCC2007 Manage Call Center, Manage Cases,

Reports, Cases By Type

Cases Reopened and Cases Closed

Report

RCC2008 Manage Call Center, Manage Cases,

Reports, Cases Reopened and Closed

Employee Report RCC2009 Manage Call Center, Manage Cases,

Reports, Employee

Support Agreement Dates Report RCC2013 Manage Call Center, Manage Cases,

Reports, Support Agreement Details

Agreement Type Statistics Report

Use the Agreement Type Statistics report to review statistics about case and call volumes, to

measure the profitability of the various agreements that you offer.

Report ID RCC2000

Type of Report Crystal

Source RUN_ RCC2000

Agreement Statistics Report Run Control Page

Usage Use the Agreement Type Statistics report run control page to generate the

Agreement Type Statistics report.

Object Name RUN_RCC2000

Navigation Manage Call Center, Manage Cases, Reports, Agreement Statistics

Access

Requirements

Enter a Run Control ID.
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Agreement Statistics report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

SetID Select the setID within which the reported activity takes

place.

Agreement Template ID Select the template associated with agreements to be

included in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Case Information Report

Use the Case Information report to display a summary of cases, by case ID.

Report ID RCC2001

Type of Report Crystal

Source RUN_ RCC2001
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Case Information Report Run Control Page

Usage Use the Case Information report run control page to generate the Case

Information report.

Object Name RUN_RCC2001

Navigation Manage Call Center, Manage Cases, Reports, Support Case Information

Access

Requirements

Enter a Run Control ID.

Case Information report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Assigned To Select the employee who is responsible for cases to be

included in the report.

Reported By Select the employee who reported the cases to be included

in the report.

Added By Select the employee who entered the cases to be included

in the report.

From Case Select the first case (in numerical sequence by case ID) to

be included in the report.

To Case Select the last case (in numerical sequence by case ID) to

be included in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.
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Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases by Age Report

Use the Cases by Age report to view all cases that are (or were) open during a specified time

period.

Report ID RCC2002

Type of Report Crystal

Source RUN_ RCC2002

Cases By Age Report Run Control Page

Usage Use the Cases By Age report run control page to generate the Cases by Age

report.

Object Name RUN_RCC2002

Navigation Manage Call Center, Manage Cases, Reports, Cases by Age

Access

Requirements

Enter a Run Control ID.

Cases By Age report run control page
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Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases by Agent Report

Use the Cases by Agent report to view all cases created and closed during a specified time

period, by agent ID.

Report ID RCC2003

Type of Report Crystal

Source RUN_ RCC2003

Cases by Age Report Run Control Page

Usage Use the Cases by Age report run control page to generate the Cases by Agent

report.

Object Name RUN_RCC2003

Navigation Manage Call Center, Manage Cases, Reports, Cases by Agent

Access

Requirements

Enter a Run Control ID.
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Cases by Age report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Assigned to Select the employee who is responsible for cases to be

included in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases by Customer Report

Use the Cases by Customer report to display cases (which can be filtered by priority and

status) for a specified customer during a specified period of time.

Report ID RCC2004

Type of Report Crystal

Source RUN_ RCC2004
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Cases By Customer Report Run Control Page

Usage Use the Cases By Customer report run control page to generate the Cases by

Customer report.

Object Name RUN_RCC2004

Navigation Manage Call Center, Manage Cases, Reports, Cases by Customer

Access

Requirements

Enter a Run Control ID.

Cases By Customer report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Case Type Select the type of cases to be included in the report.

Case Priority Select the urgency of cases to be included in the report.

Case Status Select the status of cases to be included in the report.

Customer Type Select the type of customers who are associated with cases

to be included in the report.

Customer ID Select the customer who reported the cases to be included

in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).
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Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases by Priority Report

Use the Cases by Priority report to display the number of open cases, by priority, for a given

time period.

Report ID RCC2005

Type of Report Crystal

Source RUN_ RCC2005

Cases by Priority Report Run Control Page

Usage Use the Cases by Priority report run control page to generate the Cases by

Priority report.

Object Name RUN_RCC2005

Navigation Manage Call Center, Manage Cases, Reports, Cases by Priority

Access

Requirements

Enter a Run Control ID.

Cases by Priority report run control page
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Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Case Priority Select the urgency of cases to be included in the report.

Case Status Select the status of cases to be included in the report.

Customer ID Select the customer who reported the cases to be included

in the report.

Case Type Select the type of cases to be included in the report.

Customer Type Select the type of customers who are associated with cases

to be included in the report.

Customer Name Select the descriptive name of the customer who reported

the cases to be included in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases by Product Report

Use the Cases by Product report to display cases associated with a given product or service, by

product name.

Report ID RCC2006

Type of Report Crystal

Source RUN_ RCC2006
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Cases By Product Report Run Control Page

Usage Use the Cases By Product report run control page to generate the Cases by

Product report.

Object Name RUN_RCC2006

Navigation Manage Call Center, Manage Cases, Reports, Cases by Product

Access

Requirements

Enter a Run Control ID.

Cases By Product report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Case Priority Select the urgency of cases to be included in the report.

Case Status Select the status of cases to be included in the report.

Product ID Select the products to be included in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.
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For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases by Type Report

Use the Cases by Type report to display cases by case type.

Report ID RCC2007

Type of Report Crystal

Source RUN_ RCC2007

Cases by Type Report Run Control Page

Usage Use the Cases by Type report run control page to generate the Cases by Type

report.

Object Name RUN_RCC2007

Navigation Manage Call Center, Manage Cases, Reports, Cases by Type

Access

Requirements

Enter a Run Control ID.

Cases by Type report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Case Priority Select the urgency of cases to be included in the report.

Case Type Select the type of cases to be included in the report.

Case Status Select the status of cases to be included in the report.
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From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Cases Reopened and Cases Closed Report

Use the Cases Reopened and Cases Closed report to display the number of cases re-opened or

closed during a specified time period.

Report ID RCC2008

Type of Report Crystal

Source RUN_ RCC2008

Cases Reopened and Cases Closed Report Run Control Page

Usage Use the Cases Reopened and Cases Closed report run control page to generate

the Cases Reopened and Cases Closed report.

Object Name RUN_RCC2008

Navigation Manage Call Center, Manage Cases, Reports, Cases Reopened and Closed

Access

Requirements

Enter a Run Control ID.
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Cases Reopened and Cases Closed report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

From Date Select the first date of the time period to be included in the

report.

Thru Date Select the last date of the time period to be included in the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Date Closed From Select the first date when cases to be included in the report

were closed.

Date Closed Select the last date when cases to be included in the report

were closed.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.
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Employee Report

Use the Employee report to display employee information.

Report ID RCC2009

Type of Report Crystal

Source RUN_ RCC2009

Employee Report Run Control Page

Usage Use the Employee report run control page to generate the Employee report.

Object Name RUN_RCC2009

Navigation Manage Call Center, Manage Cases, Reports, Employee

Access

Requirements

Enter a Run Control ID.

Employee report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Contact ID Select the person who reported the cases (on behalf of a

customer) to be included in the report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Report Manager Click Report Manager 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).
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Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Support Agreement Dates Report

Use the Support Agreement Dates report to display support agreement information, by

company.

Report ID RCC2013

Type of Report Crystal

Source RUN_ RCC2013

Support Agreement Dates Report Run Control Page

Usage Use the Support Agreement Dates report run control page to generate the

Support Agreement Dates report.

Object Name RUN_RCC2013

Navigation Manage Call Center, Manage Cases, Reports, Support Agreement Dates

Access

Requirements

Enter a Run Control ID.

Support Agreement Dates report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

SetID Select the setID within which the reported activity takes

place.
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From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Product ID Select the products to be included in the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process

requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Solution Reports

The following PeopleSoft CRM reports related to solutions are available for both PeopleSoft

CRM Support and PeopleSoft CRM HelpDesk.

Report Name Report ID Location

Solutions Report RCC2012 Manage Call Center, Manage Solutions,

Reports, Solutions

Top Solutions Report RCC2014 Manage Call Center, Manage Solutions,

Reports, Top Solutions

Solutions Report

Use the Solutions report to display the number of solutions written by each specified employee.

Report ID RCC2012

Type of Report Crystal

Source RUN_ RCC2012

Solutions Report Run Control Page

Usage Use the Solutions report run control page to generate the Solutions report.

Object Name RUN_RCC2012
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Navigation Manage Call Center, Manage Cases, Reports, Solutions

Access

Requirements

Enter a Run Control ID.

Solutions report run control page

Run Control ID Code that uniquely identifies the instance of running the

report.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the

report.

Business Unit Select the business unit within which the reported activity

takes place.

Added By Select the employee who entered the cases to be included in

the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page,

where you can view the status of submitted process requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.

Top Solutions Report

Use the Top Solutions report to display the solutions used most frequently during a specified

time period, in order of most common use.
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Report ID RCC2014

Type of Report Crystal

Source RUN_ RCC2014

Top Solutions Report Run Control Page

Usage Use the Top Solutions report run control page to generate the Top Solutions

report.

Object Name RUN_RCC2014

Navigation Manage Call Center, Manage Cases, Reports, Top Solutions

Access

Requirements

Enter a Run Control ID.

Top Solutions report run control page

Run Control ID Code that uniquely identifies the instance of running the report.

Business Unit Select the business unit within which the reported activity takes

place.

From Date First date of the time period to be included in the report.

Thru Date Select the last date of the time period to be included in the report.

Report Manager Click Report Manager 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).

Process Monitor Click Process Monitor to access the Process List page, where you

can view the status of submitted process requests.

Click Run to run the report using Process Scheduler.

For more information about the Report List page, the Process List page, and the Process

Scheduler, see Process Scheduler Basics.
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Delivered Event Processing Rules

PeopleSoft delivers event sets for certain combinations of event set types and case

components.  These event sets are all delivered under the setID SHARE.  To activate these

event sets, do the following:

• Set up your tableSet sharing so that the business unit that will use these event sets is

associated with the setID SHARE for record in record group RC_09

(Workflow/Automation).

• In the Case Defaults page, associate your call center verticals with the appropriate

event sets.

The following table provides a quick summary of the delivered event sets:
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General Workflow x x x x x x

Entitlement Workflow x

Case History x x

Manage Upsell Opportunities

Manage Case Relationships x x

Manage Entitlement Balances x

Initiate Business Project

Summary of delivered event sets

The following sections provide details about each of the event sets, including information

about the events included in the event sets.

For more information about event processing, see the Setting Up Component Event

Processing chapter.
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Overview of General Workflow Event Sets

Entitlement Workflow event processing sends notifications based on the schedule associated

with the entitlements that make up an agreement line with which a case is associated. The

event handler includes the following parameters:

• Whether to add a row to the case history to record that the notification was sent.

The delivered event handlers do not add data to the case history.

• If a row is added to the case history, the visibility of the row of data. Visibility

controls whether self-service users can see the data.

The delivered event handlers set the visibility to all, but this setting is not relevant

because the system is not adding data to the case history.

• Whether to include a URL in email notifications.  (Worklist notifications always

include a link.)

The delivered event handlers include a URL.

• Whether the notification is sent immediately (in synchronous run mode) or delayed (in

asynchronous run mode).

The delivered event handlers all use a synchronous run mode.

• The workflow action that determines the notification recipient, the notification method

(email or worklist), and the notification schedule.

• The email template used for email notifications.  (Worklist notifications do not require

email templates.)

In the delivered event sets, similar processes in PeopleSoft CRM Support and PeopleSoft

CRM HelpDesk use different workflow actions and email templates.  You can, however, share

workflow actions and email templates between the two applications.

This event definitions used in these event sets reference delivered case statuses as well as

referencing delivered workflow actions and email templates.  The delivered workflow actions

reference delivered relationship types.  If you use the delivered event processing, you must

either use the delivered values or change the event processing rules to reference other values

that your organization creates.

General Workflow for Cases

This section describes the general workflow event sets for the agent-facing Case components

in PeopleSoft CRM Support and PeopleSoft CRM HelpDesk.
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Support General Workflow

Event Set ID PSSUPPORTWF

Event Set Description Support Workflow

This event set includes the following events.

Event Workflow Action Email Template

AssignedToChanged

The "assigned to" agent changes

to someone other than the person

who updated the case.

SendToCaseOwnerList

This workflow action sends a worklist

notification to the person to whom the case

is (newly) assigned.

None

AssignedToProviderGroup

The provider group to which a

case is assigned changes, and the

case is not assigned to a specific

agent in the provider group.

SendCaseToGroupList

This workflow action sends a worklist

notification to the provider group to whom

the case is (newly) assigned.

None

GlobalCaseClosed

The case status is set to the

delivered Closed - Resolved

status. This event does not check

whether the case is a global case;

the associated workflow action

handles this.

SendEmailToChildCaseOwner

This workflow action identifies the owners

of cases that are related to the case with the

status change.  If the relationship type is

Global and the case with the status change

is the parent, then the workflow action

sends an email to the owners of the child

cases.

GLOBALCASE

CLOSED

RelatedCasePriorityChanged

The case priority changes from

any value to any value.  This

event does not check whether the

case is a related case; the

associated workflow action

handles this.

SendEmailToEquivalentCaseOwner

This workflow action sends an email to the

owners of any cases that have an equivalent

relationship with the case where the status

changed.

CASEPRIORITY

CHANGED

PaidByCreditCard

The case is closed and the credit

card amount associated with the

case is greater than zero.

Send Transaction Details

This workflow action sends an email to the

caller (the contact) associated with the case.

TRANSACTION

DETAILS

HelpDesk General Workflow

Event Set ID PSHELPDESKWF

Event Set Description Help Desk Workflow

This event set includes the following events.
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Event Workflow Action Email Template

AssignedToChanged

The "assigned to" agent changes

to someone other than the person

who updated the case.

SendCaseToCaseOwner_HelpDesk

This workflow action sends a worklist

notification to the person to whom the case

is (newly) assigned.

None

Assigned to Provider Group

The provider group to which a

case is assigned changes, and the

case is not assigned to a specific

agent in the provider group.

SendCaseToGroupList_HelpDesk

This workflow action sends a worklist

notification to the provider group to whom

the case is (newly) assigned.

None

Global Case is Closed

The case status is set to the

delivered Closed - Resolved

status. This event does not check

whether the case is a global case;

the associated workflow action

handles this.

SendEmailToChildCaseOwner_Help

This workflow action identifies the owners

of cases that are related to the case with the

status change.  If the relationship type is

Global and the case with the status change

is the parent, then the workflow action

sends an email to the owners of the child

cases.

NOTIFYCHILDC

ASE

OWNER

Case Priority is changed

The case priority changes from

any value to any value.

SendEmailToEquivalentOwner_HD

This workflow action sends an email to the

owners of any cases that have an equivalent

relationship with the case where the status

changed.

NOTIFY

EQUIVALENT

General Workflow for Self Service

This section describes the general workflow event sets for the self-service Case components in

PeopleSoft CRM Support and PeopleSoft CRM HelpDesk.

Support Self-Service General Workflow

View Existing Cases

Event Set ID PSSUPPORTSS

Event Set Description Support Self Service Workflow

This event set includes the following events.

Event Workflow Action Email Template

CustomerUpdateCase

A self-service user saves any

change to the case.

SendEmailCaseOwner_Support

This workflow action sends an email

notification to the person to whom a case is

assigned.

CASEOWNEREM

AIL
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Report a New Problem

Event Set ID PSSUPPORTSSRPT

Event Set Description SS Support Report workflow

This event set includes the following events.

Event Workflow Action Email Template

Case is New

A self-service user creates a new

case.

SendCaseToGroupList

This workflow action sends a worklist

notification to the default self-service

provider group associated with the business

unit

None

HelpDesk Self-Service General Workflow

View Existing Case

Event Set ID PSHELPDESKSSWF

Event Set Description Help Desk Self Service WKFlow

This event set includes the following events.

Event Name Workflow Action Email Template

CustomerUpdateCase

A self-service user saves any

change to the case.

SendEmailToCaseOwner_HelpDesk

This workflow action sends an email

notification to the person to whom a case is

assigned.

CASEOWNEREM

AIL

Report a New Problem

Event Set ID PSHELPDESKSSRPT

Event Set Description SS Help Desk Report Workflow

This event set includes the following events.

Event Workflow Action Email Template

CaseIsNew

A self-service user creates a new

case.

SendCaseToGroupList_HelpDesk

This workflow action sends a worklist

notification to the default self-service

provider group associated with the business

unit

None
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Case History

Case history event processing adds a row of data to the Case History.  The event handler

includes the following parameters:

• Which page to associate with the Details button on the Case History page.

• The visibility of the newly created row of case history data.  Visibility controls

whether self-service users can see the data.

The events in this event set reference the delivered case statuses.

Support Case History

Event Set ID and Description

Event Set ID PSCASESW

Event Set Description Support Case action History

This event set includes the following events.

Event Name Description Page Name Visibility

AssignedToChanged The "assigned to" agent changes to

someone other than the person who

updated the case.

RC_CASE_SW All

InitiateSLA The warranty, agreement, agreement

line, or agreement renewal number

associated with a case changes.

Because you cannot change agreement

or warranty information for a case, this

event occurs only when an agreement

line or warranty is first associated with a

case.

RC_CASE_SW All

NewCaseIsClosed The case is new and the status is set to

the delivered Closed - Resolved status.

RC_CASE_SW All

NewCaseStatusOpen The case is new and the status is set to

any of the eight delivered open statuses.

RC_CASE_SW All

NoteAddChangeDelete Any field in a case note changes. RC_CASE_NOTE All

Status Changed The case status changes from any value

to any value.

RC_CASE_SW All

StatusOpenToClosed The case status changes from any of the

eight delivered open statuses to the

delivered Closed - Resolved status.

RC_CASE_SW All
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HelpDesk Case History

Event Set ID and Description

Event Set ID PSCASEHISTORY

Event Set Description Help Desk Case History

This event set includes the following events.

Event Name Description Page Name Visibility

AssignedToChanged The "assigned to" agent changes to

someone other than the person who

updated the case.

RC_CASE_HD All

Case is New A new case is created. RC_CASE_HD All

Note is Changed Any field in a case note changes. RC_CASE_NOTE All

Status Changed The case status changes from any value

to any value.

RC_CASE_HD All

Status Open To Close The case status changes from any of the

eight delivered open statuses to the

delivered Closed - Resolved status.

RC_CASE_HD All

Manage Case Relationships

Manage Case Relationships event processing enables you to cascade case statuses from a

parent case to all of its children.  The event handler specifies the relationship type and the

cascade action.

These event sets reference delivered case relationship types.

Support Case Relationships

Event Set ID and Description

Event Set ID CASCADESTATUS

Event Set Description Cascade Global Case - Support

This event set includes the following events.

Event Name Description Cascade? Relationship Type

Status Changed The case status changed from

any value to any value.

Yes Global
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HelpDesk Case Relationships

Event Set ID and Description

Event Set ID CASCADESTATUSHD

Event Set Description Cascade Global Case - HelpDesk

This event set includes the following events.

Event Name Description Cascade? Relationship Type

Status Changed The case status changed from

any value to any value.

Yes Global

Entitlement Workflow

Entitlement Workflow event processing schedules notifications based on the agreement line

that is associated with a case—or, more specifically, that is associated with the entitlements

that make up that agreement line.  The event handler includes the following parameters:

• Whether to add a row to the case history to record that the notification was sent.

The delivered event handlers do not add data to the case history.

• If a row is added to the case history, the visibility of the row of data. Visibility

controls whether self-service users can see the data.

The delivered event handlers set the visibility to all, but this setting is not relevant

because the system is not adding data to the case history.

• Whether to include a URL in email notifications.  (Worklist notifications always

include a link.)

The delivered event handlers include a URL.

• The email template used for email notifications.  (Worklist notifications do not require

email templates.)

• An event to be evaluated at the time the notification is to be sent.  If the evaluation

event is true, the notification is sent.  If it is not true, the notification is canceled.

Support Entitlement Workflow

Event Set ID PSSLAWF

Event Set Description Service Level Agreement

This event set includes the following events.
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Event

Name Description

Email

Template

Eval.

Event

InitiateSLA The warranty, agreement, agreement line,

or agreement renewal number associated

with a case changes.

Because you cannot change agreement or

warranty information for a case, this

event occurs only when an agreement line

or warranty is first associated with a case.

None

If the workflow action

sends an email

notification, you must

associate an email

template with this event

handler.

None

Manage Entitlement Balances

Manage Entitlement Balances event processing increases or decreases the remaining quantity

associated with an agreement line that is priced to cover a fixed number of prepaid support

calls.  The event handler specifies whether to add to or subtract from the remaining balance.

Support Entitlement Balances

Event Set ID MANAGEPREPAID

Event Set Description Update the prepaid amount left

This event set includes the following events.

Event Name Description Action

AgreementIsSelected The agreement line associated with a case changes and

the case is in any one of the eight delivered open

statuses.

Because you cannot change which agreement line is

associated with a case, this event occurs only when an

agreement line is first associated with a case.

Subtract

StatusCancelledToClosed The case status changes from the delivered canceled

status to the delivered Closed - Resolved status.

Subtract

StatusCancelledToOpen The case status changes from the delivered canceled

status to any of the eight delivered open statuses.

Subtract

StatusOpenToCancelled The case status changes from any of the eight delivered

open statuses to the delivered canceled status

Add
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