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ABOUT THIS PEOPLEBOOK

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 CRMBSr0 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 CRMBSr0.

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

Bold

Italics

KEY+KEY

Cross-references

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

Indicates a code example.

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).

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.

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.

The phrase "For more information" indicates where you
can find additional documentation on the topic at hand.

e Capitalized titles in italics indicate the title of another
PeopleBook. For example: For more information
about billing, see PeopleSoft 8 Billing PeopleBook.

e C(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.”

e C(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.”

e C(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 CALENDARI.

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

Requirements | 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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CHAPTER 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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CHAPTER 2

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:

e The business project codifies the best practices of your organization into a reusable
template.

e 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:

e 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
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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:
e Send a notification alerting someone to the event that just occurred.
e Add a description of the event to the case history.
e Initiate a business project for the case.
e (Cascade case status and resolution information from a parent case to all of its children.
e  Alert the call center agent to the presence of an upsell script.
e 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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e Send notifications related to the guaranteed response time or guaranteed recovery time
to which the customer is entitled.

e Ifan 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:

e PeopleSoft CRM Support and PeopleSoft CRM HelpDesk
e 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:

e Setting up and managing workers

Setting up and managing customers

e Setting up and managing products

e Setting up and managing solutions

e Setting up and managing agreements and warranties
e (Creating and running branch scripts

e 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 This chapter describes how to change time zone display,
Elements 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
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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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CHAPTER 3

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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o 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.

e SetlDs 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.

e 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).

o 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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Manual Pr ystem Pr

Enter the business
unit name and
description.

Choose a default
setID.

System establishes The tableSet control
tableSet control for the associates all record groups
business unit with the default setID

Click the System saves the
Create BU button business unit

(Optional)
Modify tableSet
control: change the
setID for specific
record groups

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.

e 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.

e 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.

e 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:

e 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.

e There is one set of case impact attributes (record group RC 04); the values are shared
by all three business units.

e 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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Your Business Units Delivered by PeopleSoft Your SetIDs
Business Units TableSet Control Record Groups Setup Tables Setup Table Values SetlDs
Case Type
BU HelpDesk — SetlD Value
SetlD
SUP  Problem
HelpDesk Rec Group | SetiD Eose Typd i SuP
RC 03 HD Service Order
RCO4 SHARE HD ErMﬁl SetlD
RC_07 SHARE RC_03 oblem %
Case Problem — Pl:;)blem Change Req e
Attributes ype
BU Support US Category
Support US Rec Group SetlD SetlD Value
RC_03 SUP Category HD Hardw are
RC_04 SHARE Softw are
RC_07 SHARE S— Telecom
[ Priority
BU Support EUR Priority SetlD |Value SetlD
Support EUR Rec Group SetlD RC_04 SHARE Low SHARE
RC 03 SUP Case Impact —|
S Attributes ) Standard
RC 04 SHARE Severity High
RC. 07 BR Critical
[ Source
Source SetlD Value
RC_(_)7 ! SHARE Self-service
Communication —
Channels Contact Telephone
Method Email SetiD
EUR  Telephone EUR
Email

Business units, setlDs, 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 setlDs. 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.

Call center Field service Sales
business unit business unit business unit

Customer
setID

Different business units use the same customer setlD

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 Description Tables Included
Group
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.
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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

3-8

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:

e The standard agent-facing component.
e The self-service component used to report new problems.
e 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.

DEFINING CALL CENTER BUSINESS UNITS PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL DEFINING CALL CENTER BUSINESS UNITS
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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

3-10

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:

o Default business units for other PeopleSoft applications with which you
integrate.

¢ Rules to control reopening of closed and canceled cases.
e Permission to create return materials authorizations (RMAs).

e Permission to use independent text solutions in addition to predefined
solutions.

Object Name

BUS_UNIT RCI

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.

DEFINING CALL CENTER BUSINESS UNITS
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{ Call Center BU Y Case Defaults
Business Unit: CRMO4
*Description: |HardwareI80ﬂware
*Short Description: IHWISW
*Default SetlD: |CRMU1 Q)
Create BU |
*Status: ICIosed vl
Field Service Unit: IUSQDD F
v
Return To IBLE: IUSQDD ::
Business Unit SFA: IUSQDD Ll
Last Modified:
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 ficld 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 Click this button to establish the tableSet controls for the
unit) 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 The default PeopleSoft Inventory business unit to use

inventory business unit) 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 Select this check box to permit users to reopen cases that
Status have been canceled.

Closed to Open Case Status  Select this check box to permit users to reopen cases that
have been closed.

DEFINING CALL CENTER BUSINESS UNITS PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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RMA Creation (return Select this check box to permit users to create RMAs.
material authorization This field is only relevant if you integrate with PeopleSoft
creation) 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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL DEFINING CALL CENTER BUSINESS UNITS
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Call Center BLI v Case Defaults

Business Unit: U300 CRMCO HARDWARE/SOF TWARE
*Call Center Vertical [rc_casE_sw 4 support [+1=]
New Case Status: | Open- Mew j

Resolved Case Status: |Clased - Resalved =]

Case Type: |Misunderstand j

Case Priority: |Medium R

Case Severity: |Intermit‘lent |

Source: | Direct Call R

Problem Type: | Software |

Case Defaults page (1 of 2)

General WorKflow: | Support Workflow
Entitlement Workflow: | Service Level Agreement
Case History: |Suppor‘t Case Action Histary

Manage Upsell Opportunities: |

Manage Case Relationships: |Cascade Global Case - Support

Manage Entitlement Balances: | Updated the prepaid amount lef

L Lef e e L L e

Initiate Business Project: |

Last Modified: 05142001 5:28PM POT  SAMPLE

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, sct
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.

Attribute
New Case Status

. |Support Self-Service
Support Self-Service
View Existing Case

. |HelpDesk Self-Service

2 |Report a Problem
HelpDesk Self-Service
View Existing Case

A Report a Problem

X X
xX | X

Resolved Case Status
Case Type

Case Priority

Case Severity

Source

x
x

x [x [x |x |x |* |HelpDesk

x |x |>x [>x |x |x |x |Support

Problem Type
Category
Specialty Type
Detail X
Provider Group ID X X X
Note Type X X X X
*R = Required

X | X

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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Event Set Type a ladlos| £ |2&[2S
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
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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CHAPTER 4

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

[Attribute]

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

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.

SETTING UP CALL CENTER ATTRIBUTES
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Short Name

Long Description

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.

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.

A long name, up to fifty characters, that describes the
value.

Setting Up Attributes for All Cases

4-2

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 inferested 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 None
Requirements

SETTING UP CALL CENTER ATTRIBUTES
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Case Status

*SetiD *Case Status ‘*Category *Short Name Long Description

CRMO1  CLOSD |cancelied x| [cancelled |cancelled =]
CRMO1  LEVEL | open x| |revel 2-Eng |Level 2 - Engineering =1
CRMO1  OFEN | Open | |open - New |Open - New Case =1
CRMO1  RESOL [Closed x| [Closed |Closed - Resalved =]
CRMO1  RMa fopen x| |open- Rma [open- RMa =]
CRMO1  SRVOD |Open | |open- 50 |open - Service Order =1

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:
e Open statuses indicate that the case needs to be resolved.
e Closed statuses indicate that the case is resolved and no further work is necessary.

e 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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL SETTING UP CALL CENTER ATTRIBUTES
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Object Name RC CASE TYPE

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

Access None

Requirements

Case Type

*SetlD *Case Type *Short Name Long Description

CRMO1  ADMIN |rdministrative |pdministrative 15sue =]

CRMO1  CHGRQ  [Change Request |change Request [+]1[=]

CRMO1  DEFEC  |Defect |Possible Product Defect =1

CRMI1  DOC |Dacumentation |Dacumentation GQuestion =]

CRMO1  ENH |Enhancement |Enhancement Request =]

CRMOT LT |Literature |Literature Request =]

CRMDT  MIS |Misunderstand |user Misunderstanding [+]1[=]

CRMO1  QUEST  |Question [Technical Question [+1[=]

CRMO1  RMA |Rma |Return Material Advise =1

CRMO1 S0 |zenvice Order |zenice Request =]
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 None

Requirements

SETTING UP CALL CENTER ATTRIBUTES
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Priority

*Setld *Priority
1 CRMO1 HIGH

2 CRMO1 Loy
3 CRMO1 MED
4 CRMO WHITE

*Category *Short Hame Long Description

[Fgh =] [High [Figh =]
|L0w j |L0w |L0w El
|Medium j |Medium |Medium El
|High | Jwnite Board |white Board Issue =1

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 betwe

en 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 None
Requirements
Severity
Find First (4 112 &
*SetiD *Severity *Short Name Long Description
1 CRMO1  INTER [sometimes |Intermittent =1
2 CRMOT  ONETI [onee [Onetime Gceurence =1
3CRMOT  RECUR  [Always [Recuring =]
4CRMOT  REPRO  [Consistent [Reproducible =]

Severity page

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

in the Case Attrib

ute 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 None

Requirements

Source

Find First (4 1.15 ot 45 [ Last

*SetiD *Source *Short Hame Long Description

CRMOT  CTI JeT [Phane - cTI [+]1[=]

CRMO1  EMAIL Je-mail [email =1

CRMDT  FaX |Fax [Fax =

CRMO1  PHONE  [DirectGall [Direct call =]

CRMO1  WEB |self Senice [self senvice [+]1[=]

Source page

JUNE 2001

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

in the Case Attribute Pages.

SETTING UP CALL CENTER ATTRIBUTES

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 None

Requirements

Contact Method

*SetlD *Contact Method *Short Name Long Description

CRMO1  EMAIL [e-mail [Email

CRMO1  PHONE [Phane |Phane

CRMO1 83 [Self Serice |Zelf Service

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 None
Requirements
Note Type
First (4 1909 [P] Last
*SetiD *Mote Type *Short Name Long Description
CRMO1  CALL [Can [cust can =]
CRMO1  COMNT  [Comment [comment =]
CRMO1  RSRCH  [Research [Research =]
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 None
Requirements

Reason Interested

First (4] 150t5 [ Last

*SetlD *Reason *Short Name Long Description
1 CRMO1  AGE [gent [agent =]
2 CRMOT  MGR [manager [manager =]

Reason Interested page

SETTING UP CALL CENTER ATTRIBUTES
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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 None

Requirements

Category

Find First (] 1505 [ Last

*SetlD *Category  *Short Name Long Description

CRMO1  APPL |Epnliances [popliances =

CRMOZ  Hy |Hardware [Hardware =

CRMOZ MW |Hetwark [Metwark =]

CRMOZ S |software [Software [+]1[=]
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 None
Requirements
Specialty Type

Find First (4] 190t 9 [ Last
*SetiD *Specialty Tvpe  *Short Name Long Description
CRMOZ  ACCS |recess [Access [+]1[=]
CRMDZ  DESK |Desktop |Desktan =]
CRMOZ  EMAIL [Email [Email =]
CRMOZ  LAPT |Lantop [Laptan =1
CRMOZ  LOGIN |Lagin |Login [+]1[=]
CRMOZ  PSFT |Peapiesot [Peaplesot =1

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 None
Requirements
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Detail

First (4] 1-12 o 12 [P] Last

*SetlD *Detail *Short Hame Long Description
1 CRMO2  ACCS |recess problem |rccess problem =1
2CRMOZ  CRM |cRM |cRM =]
3CRMOZ  DAMG |pamaged |pamaged =]
4 CRMOZ  DIAL |Meed Dialup Mumber |Need Dialup Number =1
§CRMOZ ERROR  [ErrorMessage [Error Message =1
Detail page

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

JUNE 2001

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

in the Case Attribute Pages.

Quick Code Page

*Effective Date: |04r1 32001 B

- +
*Status as of Effective Date: |*“*C“‘fE -] =]

First (4 1054 [P]

*Description; |Soﬂware Ermnail, Mew Account
*Category: | Software j Case Priority: I MED vl
Solution ID: I Q
*Specialty Type: | Ernail | QJ
Provider Group ID: Wﬂ
*Detail: [ Mew Accaunt =]
Assigned To: 20 Q)
Last Modified: 0401202001 10:14AM PDT - FUN
Quick Code page

SETTING UP CALL CENTER ATTRIBUTES

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 Enter a business unit and a quick code.

Requirements

Quick Code

Quick Code:  2C3 Business Unit: U5300
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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 None
Requirements
Problem Type

Eind First (1 1.5 ot 5 [ Last
*SetlD *Problem Type *Short Name Long Description
CRMO1  APPL |rnpliances |rppliances =1
CRMOZ  HARDW |Hardware |Hardurare Pratiem =1
CRMDZ  METWO |Netwark |Network Prablem =]
CRMOZ  SOFTW |software |5oftware Prablem =1
CRMOZ  FITM [FitEquip [Fitness Equip =1

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 Enter a setID.
Requirements

Problem Codes

Setip:  CRMOT

Problem Codes ind | " First [ 160t [] Last
*Prohlem Code *Description Short Description

[cUSTERR |customer Error [cusTERR =]
[DamacE |tem Defective [Defective =]
[ovERSTK |Return Over Stock item [overstack +1=]
[REJECT |Reiected Shipment [Rejected =1
[TRAMNS-DAMG |Damaged in Transit |Damaged =1
|WRONG |Wr0ng Itern Shipped |Wr0ng Iterm El

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.
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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 fickets) 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.

e 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.

o 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 Enter a setID and a relationship type.

Requirements

Relationship Type

Relationship Type: GLOBE

*ShortName:  [Glabal

Long Descriptiun:lGIobal

¥ Hierarchical

Last Modified:

03/02/2001 Z:43PM PST  DWP1

SetiDp: CRMO1
Parent Label: IPare nt
Child Label: |Chi|d

Equivalent Label: I

Relationship Type page

General Relationship Information

Relationship Type

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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 Ticker. 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.
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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.
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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 | Open - Chg Request Open - Change Request
Q

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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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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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CHAPTER 5§

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:

e "Event Processing and PeopleSoft CRM Workflow" provides a brief summary of how
component event processing extends the standard PeopleSoft CRM workflow
functionality.

e "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.

e "Event Processing and Workflow Actions" explains the integration between event
processing and the PeopleSoft CRM Workflow objects call workflow actions.

e "Event Processing Architecture" explains the mechanics of setting up event
processing.

e "Setting up Event Models" and "Setting Up Event Sets" document the two
components where you set up event processing.

e "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

5-2

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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e  General workflow

e 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:

e C(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.

e Updates the child case resolution information.

= [f the parent case has been closed, this action copies the successful resolution
from the parent case to the children.

= Ifthe 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:
e 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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL SETTING UP COMPONENT EVENT PROCESSING

5-5



PEOPLESOFT CRM SUPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

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.

e 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:

e 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.

e  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).

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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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 A// 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:

e The standard Support component.

e The self-service Support component used to report new problems.

e The self-service Support component used to view existing cases.

e The standard HelpDesk component.

e The self-service HelpDesk component used to report new problems.
e 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 A// 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.
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— PO B I [7) N © [0 %
E |§¢|80| & |8¢|&d
Case Defaults Field g /88|8z| 2 |28|23
. . S Sao|32 [ 0 0|l 2
Built In Action Name »n |wxXx|n>| T |[TX|T>
Workflow General Workflow
X X X X X X
Senvice Lewel .
Entitl Workfl
Agreement Work. ntitlement Workflow X
Case History Case History X X X X X X
Upsell Opportunities Manage queII
Opportunities X
Case Relationship Manalge Cgse
Relationships X X
Entitlement Balances Manage Entitiement
Balances X X X
Business Project . . .
Tracking Initiate Business Project X X X M 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.
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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 (I

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.

SETTING UP COMPONENT EVENT PROCESSING

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

Setting Up Event Models

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

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 Enter a component name.

Requirements

Event Model Y Ewvent Definitions

Last Modified: 03/0272001 3:53PM PST

Component Hame: RC_CASE_SWy

*Component Interface Name: IRC—CASE—SW—Cl j

Description: |Supp0n Case Event Model

Comments: Ewent Model for Support Case. This even model includes ;I

evants far Business Process Instantiation, Case Action Histary
and Workflow Routing and Processing.

OvP1

Event Model page

Component Name

Component Interface Name

Description

Comments

Last Modified

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

The component interface that provides access to the
records and fields in the component.

A short text description of the event model.

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.

The date and time the component was last modified, and

the User ID of the person who made the last modification.

SETTING UP COMPONENT EVENT PROCESSING
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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 Enter a component name.
Requirements

[ Event Maodel )‘ Event Definitions \L

Component Name: RC_CASE_HD Help Desk Workflow Model

Event *Event Name: |Asswgnee Changed Delete Event Definition
Assignes Changed )
Case Priorityis changed *Description: ICaSE assighment changed
Cage iz New Event Conditions
73;21?5:;1?03” Order Logical Mot {i..  Level ‘Rowset Row Operations: Y
Mote 1s Lhanded
fio [ = m [ =0 =l[re_casemi =l =l =HEE
Status Changed
Status COpen To Close
Order Logical MNot (. Record Field Name cache Field Operations  ))...
| | = =] [Re_casE =] [#ssienEn_To =] I [Changed =H[ = =1
Add a New Event Definition |

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

Description

Delete Event Definition

Row Level Conditions

In the Event Conditions region, create the logical statements that constitute the event criteria.

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

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.

A short description of the event.

Click this button to delete the event. This button is not
available if the event is used in an event set.

All event conditions start by identifying the record to be evaluated and any record-level

evaluation criteria.

Order

Logical

Not

((... (open parentheses)

Level

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

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.

Select this check box to change a logical And to And Not
or to change a logical Or to Or Not.

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.

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.

SETTING UP COMPONENT EVENT PROCESSING
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Rowset

Row Operations

))... (close parentheses)

Field-Level Conditions

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.

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.

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.

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.

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
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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 %Userld

%OPERATORID %Userld

%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 Enter a setID and an event set ID.
Requirements
{ EventSet Y EwentHandlers
Event Set ID: PSCASESW SetlD: SHARE
*Description: |Supp0r1 Case action Histary
*Event Model: I RC_CASE_Si ﬂ Support Case Event Model
*Event Set Type: | Case History =
System Data: |Peaplesott =l | Wodify System Data |
Comments: ;l
=
Last Modified:  05/21/2001 516PMPDT  FUN
Event Set page
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Event Set ID
SetID

Description

Event Model

Event Set Type

System Data

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

The unique identifier for the event set.

The setID determines which business units have access to
this event set.

A text description of the event set.

The event model that contains the events that will be used
in this event set.

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.

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. 1f PeopleSoft
delivered the event set and you have modified it, the value
is PeopleSoft / Customer Modified. 1f 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.

Comment

Last Modified

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.

A long text description of the event set.

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 Enter a setID and an event set ID.

Requirements

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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Ewent Set Event Handlers

Event SetlD:  PSCASESW Case History for Support Case

Component Workflow Rules

*Seq# Enabled *Event Hame Page MName Visibility

[lil  ® [NoteAddChangeDelete I B |Rec_cAsE_NOTE R | =1
[2i7  ®  [Staws changed | B |rc_case_sw R | =1
il ®  [stawsopenTociosed x| & |rc_case_sw R =l [=1
{0 ™ [AssignedToChanged | & |rc_case_sw = e | =1
i ® [NewCasslsClosed =l B |Ro_casE_sw R | =1
[t [NewCaseStatusopen | B |rc_case_sw R | =1
o7 ™ [initisests x| B |rc_case_sw =l fan =l [=1

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:

Field

Sequence
Enabled

Trigger Event
Business Project
Page Name
Visibility X
Child Reaction to Parent X
Relationship Type X
Prepaid Consumption Action X
Track History
Visibility

Workflow Schedule
Email Template
URL

Evaluation Trigger
Run Mode

> > |* [Service Level Agreement Workflow

> |* [* |Entitlement Balanced
> |> |* [Upsell Opportunities
> > > |(General) Workflow

> |* [* |Case History
> |* [* |Case Relationship

> |> > |* |Business Project Tracking

x

X IX |IX X | X |[X |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 A/l 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 Select Add to increment the number of prepaid support
Action 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

CITOrS.

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 None

Requirements

Component Event Trace Settings

[ workflow Function Call [ component Event

™ Workflow Function Parameters [~ Event Condition Evaluation
™ workflow Event Set to Process " Condition Logical Evaluation
™ workflow Events to Process [~ Show Logical Eval Stack

™ workflow Processing Details

" case History Function Call " upsell Details

["' Case History Function Parms

I Case History Value Resolution [ Business Project Function Call
I’ Case History Details [ Business Project Details

[ Save Trace to Database

™ upsell Function Call

File Name: | gtat | stop | clear | Selectan

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 Enter a user ID or the date and time the trace began.
Requirements
{ Trace Results 3
Userip: DvP1 05f21/2001 6:42:47PM
Line# Run Time Elapsed Message Text
1 6:42:47FM 0 Testing 2001-05-21-18.42.47.000000
2 B:43:08FPM 18 Function Start: Check_for_Upsell_Opportunity
3 6:43:08PM 0 Function End: Check_for_Upsell_Opportunity
4 6:43:19PM 14 Function Start: Check_for_Upsell_Opportunity
5 6:43:19PM 0 Function End: Check_for_Upsell_Opportunity
B 6:43:19FPM 0 Function Start: InsertCaseActions
T B:43:19PM 0 Parm1 : &sEventSetlD Tvpe = string; walue = PSCASESYY,
0 6:43:19PM 0 Parm2 : &sSETID Type = string; value = CRMO1;
9 6:43:19PM 0 Function Start: EventHasBeenTriggered
10 6:43:20PM 1 Function Start: EventHasBeenTriggered

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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CHAPTER 6

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 nof 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:
o 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.

e 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

e 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.

e 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.

e  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.

e 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).

e  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 fokens for specific field values and by inserting those
tokens into the notification text. Tokens follow the format %on where # is an integer.

For example, you could define the token %/ 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 %l 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:

e C(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.

e Customer information is available when you send Confact 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:

e Value displays the current field value. If the value changes, this is the value after you
save the change.

e Original Value displays the previous value of a field that has changed.
e Formatted Value displays a formatted value for a date.

e 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
3

o\°

Note Summary:
Full text of note:
4

khkhkhkkhkkhkhhhkhkhkdhkhhhhhhhhdhhhkddhkhhhhhdhhddhrhdhhkrhddhkrhhdrrhdhhkhhx

o\°

}

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.

6-4 CREATING EMAIL TEMPLATES PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001 PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

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 Enter a component name and an email template name.
Requirements

Email Template

*Component Name: |RC_CASE_5W G/ *Component Interface Name: |RC_CA5E_SW_ALL_C| =y
*Email Template: ICASEPRIORIT‘(CHANGED *Description: ICASEPRIORIT‘(CHANGED

Subject; |The priority of case %1 is changed to %2

Message Text: The case %1 is equivalentto one of your assigned cases. Its priority has been changed to %2, please ;l

review your related case.

Case %1 summary. %4
Case %1 Status: %45

=

Token Definition First (4] 1.4 0t a [¥]
*Token I(;::;urs Primary Record ;I:'e“t]:grd (Table) *Field Hame *Display Type
[t ] =] |ro_casE =l |rC_cAsE =l |casED =] |value | =1
[e2 |0 =] |rc_casE =l |rc_casE =l |rc_PrRioRTY =] [value | =]
[=3 |0 =] |rc_casE =l |rc_casE =l |re_summary =] [value I =]
|4 |0 =l |rc_case | |rc_case | [rc_sTATUS =l |[Formatted value 7] =]

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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CHAPTER 7

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:

o The business project codifies the best practices of your organization into a reusable
template.

o The business project enforces the proper sequence of tasks.

e 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:

e An agent select a business project and initiate it in the Related Objects page

e 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:
e  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.

e 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:

e 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.

e 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:

e 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.

e 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.

e 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:
e 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.

e 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:

=  Arole (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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL SETTING UP BUSINESS PROJECTS 7-5



PEOPLESOFT CRM SUPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

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:
e 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.

e 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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Email notification configuration:

Query role
i Role query that returns
Business person IDs or email addresses
project
event
Query role
Workflow
action
Business process
RC_BUS_PROJECT
Email
template Activity

RC_BUS_PROJECT_ROUTING

Event
Email Event

Configuration for an email notification based on a query role

Worklist notification configuration:

Query role
Role query that returns

Business user IDs

project

event

Query role

Workflow

action

Business process
RC_BUS_PROJECT

Activity
RC_BUS_PROJECT_ROUTING

Event
Task Worklist Event or
Business Project Worklist
Evnt

Configuration for a worklist notification based on a query role

Worklist notification configuration:
Static user list role

Business User List Role
project

event i
Business process

RC_BUS_PROJECT
Workflow

action Activity
RC_BUS_PROJECT_ROUTING

Event
Task Worklist Event or
Business Project Worklist
Evnt

Configuration for a worklist notification based on a status user list role
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7-8

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 A business project begins.
(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:
e 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.

e 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:

e If a business project-specific event triggers the notification, you can bind in any value
from the RC_BP_STATUS record.

e If a phase-specific event triggers the notification, you can bind in any value from the
RC_ACTIV_STATUS record.

e 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.

Create a query role based on the role query.

For more information about setting up query roles, see Roles in the Security
PeopleBook.

Select Define Business Rules, Define General Options, Use R-Z, Workflow Actions
The Workflow Action - Rule page appears.
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.

Go to the Workflow Action - Notifications page.
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.

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

7-12 SETTING UP BUSINESS PROJECTS PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001 PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

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 WEF 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 URLSs 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:

7-14 SETTING UP BUSINESS PROJECTS PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

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
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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 Use this value for all notifications.
Process
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 Enter a task ID.

Requirements

{ Task \'. Assion f Events

References

Task: CHC_1A

*Description: |Change Computer Task 1a

Short Description: IComp 1a

*Time Units: I Minute(s) vI

Standard Time: IED Maximum Time: |4D

[ Billable Indicator

™ External

Currency Code: IUS Dollar =l

Cost: I

Comments: ;I

=l

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

Standard Time

Maximum Time

Additional Page Controls

Billable Indicator

External

SETTING UP BUSINESS PROJECTS

The units to use when defining how long the task takes to
complete. Valid values are Minute(s), Hour(s), and

Day(s).

The amount of time this task normally takes, measured
according to the units of time that you selected.

The maximum amount of time this task should take,
measured according to the units of time that you selected.

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.

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

Cost

Comments
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If the task is billable, enter the currency in which you
define the cost of the task.

If the task is billable, enter the cost of the task, expressed
in the currency that you specify.

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 Enter a task ID.

Requirements

Task Assign [ Events Y References
Task: CHC_1A Description:  Chanoe Computer Task 1a
Assignment Options: I Rale vI
Assigned To: |In\rent0r\yAgent Q)
Inventory Agent
Task Event Setup First (4 10t 14 [M] Last
*Task Event: | Beginning of Task j EI
*Rule Name: |Send Transaction Details Q)&=
Email Template: I BP Task Begins ﬂﬂ

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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This task used by
Phase
1 HR

This task used n:
Business Project

Description
Human Resources

Description

e Al

First (4 10t 14 [M] Last

First (4] 12 ot 2 [ Last

1 TER
2 TER1

Termination of Employee

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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.
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Prerequisites None.
Access Enter a task ID.
Requirements
Task Assignf Events ¥ References 3
Task: 14 Description: Collect Badge

Phase Page

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.

Usage

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

SETTING UP BUSINESS PROJECTS



PEOPLESOFT CRM SUPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

Prerequisites Create the tasks that make up the phase.
Access Enter a phase ID.
Requirements

{  Phase Y Refarences

Phase: OFFICE SETUP
*Description: |0fﬂCE Setup Short Description: IOfﬁce

*Tirne Units: IHDur(s) ,l Recalculate Timesl

Standard Time: IE Standard Calculated Time: 0
Maximum Time: |24 Maximum Calculated Time: 0

Currency Code: I j Total Cost:

*Sequence  Required *Task Description
[ 72 [sETUPCUBE QJ 7 setup Office Space atHQ =1
Comments: I ﬂ
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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Task

Description

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.

The task ID for the task to be performed.
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 Enter a phase ID.

Requirements

Fhase { References 3
Phase ID:

Description:

This phase used nz
Business Project
1 NEW_HIRE

SETUPHQOFFICE

Setup Office at HQ

Description
Hire Mew Employee

First (4] 105 1 [¥] Last

Phase - References page

Business Project

Description

The ID of the business project that references this phase.

The description of the business project that references this
phase.

Defining Business Projects

7-26

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.

SETTING UP BUSINESS PROJECTS
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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 Enter a business project ID.

Requirements

{ Business Project ' Transitions Events

Farent Ohject

Business Project: BRCHC

Effective Date:  |01/01/2001 5]

*Description: |Change Computer

alidate Business Project I

*Time Units: I Houris) - l
Standard Time: |3

Mazimum Time: |24

¥ validated

Times are recalculated when the Business
Projectis Validated.
Standard Calculated Time:

Maximum Calculated Tirme:

First (4] 1oz I Last

=]
I Active = I

IChg comp

Status:
Short Description:

Currency Code: I

ﬂ Total Cost:

Comments:

Change Employee's Computer

0
0

—

=

[

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

Effective Date

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

The unique identifier for this business project.

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 Enter a business project ID.

Requirements
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/ Business Project | Transitions

BFCHC

" Parent Object |

Change Computer

Business Project:

Effective Date: ID“D'UQDD“I @
| | | | Left | validate Business Project | I Validated

[= Change Computer Phase 1
[Z Change Computer Phase 2
= Change Computer Phase 3

*Source Phase: |Change Computer Phase 1 jﬂ

& Automatic
" Manual Delete Phase |
*Target Phase: |Change Computer Phase 2 jﬂ

Add Phase |

¥ Default Target Phase
Automnatic transition when:

¥ Alltasks completed successfully.
[T Alltasks completed, but one failed.
[T Anytaskfails.

[T The tasks do not complete in time.

Update Tree |

Transitions page

General Business Project Information

Business Project

Effective Date

The unique identifier for this business project.

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

Update Tree

7-30 SETTING UP BUSINESS PROJECTS

These links help you move around the tree when the tree
is too large to be displayed in its entirety.

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 Select this check box if you want to transition to the
successfully current target phase only after all required tasks in the
source phase have the status Complete - Success.

All tasks completed, but one Select this check box if you want to transition to the
failed ’ current target phase after all required tasks are completed,
but one or more has the status Complete - Failed.

Any task fails Select this check bo>.< 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.

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.

The tasks do not complete
in time

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 ficld.

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. Seclect 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 Enter a business project ID.
Requirements
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| Business Project | Transitions | Events

Business Project: BRCHC

Effective Date: 010172001

Business Project Event Setup

Description: Change Computer

\{ Farent Ohject ‘.

=]

[+1=]
*Nofication Type: [Phs - Completes I
Rule Name: [BP_CC_Rale_Ernail =
Email Template: |Phase Completes jﬂ

Business Project - Events page

Notification Type

Rule Name

Email Template

SETTING UP BUSINESS PROJECTS

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.

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.

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 Enter a business project ID.
Requirements
Business Project Transitions Events I.’ Parent Ohject
Business Project: BRCHC
First [ 10i2 DI Last
Effective Date: 01i01/2001 [+1=]
Description: Change Computer
Record that Stores the Business Project Instance: |RC_CASE g
Field that Stores the Business Project Instance: |EIUS_F'ROC_INSTANCE g
Record that Stares the Parent Object Information: |RC_CASE g
Field that Stores the Parent Object Information: |RC_SUMMARY g
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

Field that Stores the
Business Project Instance

Record that Stores the
Parent Object Information

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

Identify the field on the parent object record where the
business project instance ID is stored. Enter
BUS PROC INSTANCE in this field.

The business project references information from the
parent object that provides contextual information about a
particular instance of the business project.

SETTING UP BUSINESS PROJECTS
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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 Select the field that contains the contextual information

Object 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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CHAPTER 8

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 1D, 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 1D
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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CHAPTER 9

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 APPSERYV directory in the subdirectory with the
same name as your database (X:\PT820\APPSER V\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:
e Credit Card Setup page

e 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 Select a credit card type and a credit card name

Requirements

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL SETTING UP CREDIT CARD PROCESSING 9-3



PEOPLESOFT CRM SUPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

Credit Card Setup

Credit Card Type: 02

Credit Card Name: |MASTERCARD

Credit Card Number Length: |1 6 | *Credit Card Status: IActive 'I

Credit Card Valid Prefizes: |51 525354 55

*Use Check Digit Algorithm: IY 'I

Credit Card Setup page

Credit Card Type

Credit Card Name

Credit Card Number
Length

Credit Card Status

Credit Card Valid Prefixes

Use Check Digit Algorithm
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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.

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.

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.

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.

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.

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 ¥ (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 None
Requirements
CyherSource Setup

Credit Card Merchant ID: ITEST

Credit Card Hist. Backup Days: ID

Credit Card Tracing: [ Cannectwith Trace =]

On-line Transmission Retrys: |5_

Address Verification Flag: |P\dd Wi OFF 'I

*Credit Card Transaction Types: |Auth0rize Qnly j -

Credit Card Processing Server: |TEST.IC.COM

Credit Card IP Override: I

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 This ﬁ.eld .does not currently affect retention of credit gard

Days (credit card history agthorlzatlon history. If you create a process ‘.[hat archives

backup days) 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 ﬁelq, 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.

Enter a value between 0 and 9 to specify how many times
the system should reattempt transmissions in the event of
transmission failure.

Online Transmission Retrys

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

Address Verification Flag

On is the default.
Allow Agents to Process
Credit Card Transaction Choose which types of transactions your agents are
Types 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.

Enter the credit card processing server supplied by

Credit Card Processing
CyberSource.

Server

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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CHAPTER 10

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

10-2

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 Enter the component name.

Requirements
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Audit - Setup

*Component Name: |RC_CA5 E_HD Q| :augit Record Name: IRC_CASE_AUD”' =Y

Description: |HeIpDesk- Case
Record - Audit Options First [ 15015 [P Last

Record (Tabhle) Mame Add Update Select Delete

[ro_case a © r r O =]
[RC_casE_ATTACH al ™ r r O =]
[RC_case_HD a r r r =1
[Re_casE_NOTE a - r r r =]
[Rc_RESOLUTION al r r r =1
I Show Field Label

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 a/l 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

Update

Select

Delete

Display Options

Show Field Label

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:

e  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.

e  When you save data in a field that was previously
null.

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 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.

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.

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 Audit Record Source Records
RC_CASE RC_CASE_NOTE
CASE_ID RE_CASE_AUDIT CASE_ID
BUSINESS_UNIT AUDIT_OPRD BUSINESS_UNIT
RC_VERTICAL AUDT_STAMP | NOTE_SEQ_NBR
CASE_TYPE AUDT ACTIN | RC_SUMMARY
FIRFORLI Y AUDIT_RECNAME | RC_NOTE_TYPE
SIN CASE D RSLN_SEQ_NBR
SETID_CUSTOMER NOTE SEQ_NBR RC_VISBILITY
CUST_ID RSLN_SEQ_NBR RB_AUDIT_SBR
SITE_ID PERSON PN RC_DESCRLONG
CASE_CONTACT SN
SETD BN CUSTD

= SITE_ID RC_RESOLUTION
CASE_CONTACT CASE_ID
RC_DESCRLONG CONTACT_ID BUSINESS_UNIT
Kov: RC_DESCRLONG RSLN_SEQ_NBR
A_t oo RC_VISBILITY SOLUTION_ID
it recor d ' SOLUTION_ID RSLN_SUMMARY
Rcufgfsfch‘?fld eVATelos RSLN_SUMMARY RSLN_STATE

lelds
2 RSLN_STATE

RC_CASE_NOTE fields SLNLS SOURCE CASE D

RC_RESOLUTION fields

Partial case audit record
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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.

child record of RC_CASE NOTE.

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
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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 keyto 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 Source Field label
Record Page 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 Not displayed. Represents the

(Support unique identifier for a

cases only) customer. The customer name
is displayed in the Customer
field.

SITE ID RC _CASE Case Not displayed. Represents the

(Support unique identifier for a

cases only) 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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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Field Source Source Field label
Record Page 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 Serial Number
(Support
cases only)
ASSETTAG RC_CASE Case Asset Tag
(HelpDesk
cases only)
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 Source Field label
Record Page 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 Case Description
RC CASE NOTE
RC_VISIBILITY RC_CASE_NOTE Notes and Visibility
Attachments
Also on the record
RC CASE_ATTAC
H, but never
populated there.
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 Not displayed. Represents the
Attachments | unique attachment identifier
assigned by the system.
ATTACHUSERFILE RC CASE ATTACH | Notes and File name.
Attachments
PERSON_ID RB INT PRTY SBR | Interested Name (name of the interested
Parties party)
RC REASON_CODE RB INT PRTY SBR | Interested Reason
Parties
LEAD ID RC ASSOC TABLE | Related Not displayed. Represents the
Objects unique identifier for a related

lead.
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Field Source Source Field label
Record Page on source page
SO _ID RC _ASSOC _TABLE | Related Not displayed. Represents the
Objects unique identifier for a related

service order.

RMA 1D RC _ASSOC TABLE | Related Not displayed. Represents the
Objects unique identifier for a related
RMA (return material
authorization).
TYPE RC _ASSOC TABLE | Related Type (type of related object)
Objects
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CHAPTER 11

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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Simple case lifecycle

Search page

Case page -
Problem
Information

Case page:
Resolution
Information

Case page:

Case Status field

Identify the
caller

Record
problem
information

Verify
entitlement to
support

Assign the
case

Work the case

Resolve the
case

Close the
case

Case management process flow

e Track time
* Send notifications
¢ Recognize upsell

opportunities

Record case notes and

attach external files

Review highlights of
case lifecycle

Track relationships

among cases

Associate external
objects

Identify interested
parties
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Additional case processing

Case page -
Toolbar

Notes and
Attachments page

—— Case History page

Related Cases
page

Related Objects
page

Interested Parties
page

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

casc.

To create a new case, you must identify the caller—the person who is reporting the problem:

e 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.

e 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:

e You can save and retrieve search criteria.

e 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.

MANAGING CASES
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o Ifthe 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:
e 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.

e (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.

e 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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e If the agreement line covers unlimited support, no further processing is necessary.

e Ifthe 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.

e Ifthe 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:
e There is a warranty associated with the case.

e 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.

e 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:
e There is no entitlement contract associated with the case.

e 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
speé)ﬁ{l(fr i related
P agreements
Warranties or No warranties or
agreements lines agreement lines
found found Charge customer's

credit card, sell
customer an
agreement, or

Provide No deny support
Is the problem No support
covered? without valid Yes
agreement? Work the case
without a valid
agreement
Yes
Associate the Agreement Work the case
case with an requires credit No with a valid
agreement line card payment? agreement
or warranty Charge
Yes customer's

credit card

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.

e  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.

e 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:

e Open statuses indicate that the case needs to be resolved.
e (losed statuses indicate that the case is resolved and no further work is necessary.

e 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:

e Your business unit settings determine whether you can reopen canceled and closed
cases.

e You can never cancel a closed case.

e  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.

e Ifa case is associated with a business project, the business project must be closed or
canceled before you can close the case.

e Ifa 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.

e In order to close or cancel a case, all related service orders must be closed, canceled,
or completed.

e 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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL MANAGING CASES 11-9



PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

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.

e The Send Notification button opens a blank notification.
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e 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:

e 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.

e 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:

e If you access the case from the Interactions page.

e Ifa caller uses self-service pages to access the case.

11-12 MANAGING CASES PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

e 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:

e Manage Call Center, Manage Cases, Use, Support - Add Case

e Manage Call Center, Manage Cases, Use, Support - Update Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

e 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.

e For PeopleSoft CRM HelpDesk, valid callers are workers.

Access
Requirements

None
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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.

e Ifyou 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).

e 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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e Click the Find an Existing Case link to shift the page into Find an Existing Case
mode.

e 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:

e The following attributes are searchable for all call center cases: Case Status, Case
Type, Case Severity, Case Priority, and Source.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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o The following attributes are searchable for PeopleSoft CRM Support cases: Problem
Type.

e 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.

e If you enter dates in both fields, the system searches for dates between and including
the dates.

e Ifyou enter a date in the From field only, the system searches for all dates equal to or
later than the one you entered.

e 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:

e 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).

e 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.

e 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.

e 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.

e 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.

e 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:

e 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

e 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 To access a new case, identify the caller on the Case Search page.
Requirements -y . .
To access an existing case, identify the case on the Case Search page.
[ Case | Motes and Atachments | Case History | Related Cases | Related Ohjects | Interested Parties |
B B850 B 05721101 5:36:56PM POT [ My Titme Zore ]
Case Customer Contact Status Summary
11 Spatkle Clean Laundromats Boyd, Jimmy COpen - Pendi... Reftigerator not cooling to desired tempe...

*Customer: Im ==
PIN: =Y
*Name: W =Y=]
Phone Type: | Business =]
Email Type: |Business I
Elr]enftl:jr(:te:ﬂethud: [Phone |

¥ Customer Information

Business Unit: CRMCOAPPLIAMNCES usz00

| Q

SIN:

Site: l—ﬂ ﬂ
Phone: a08714-44561

Email: jhoyd@sparkle.cam
Eruenftl;rt:tegetails: ISDBIH 4961

Case page - Support (1 of 3)

¥ Problem Information

Product: ||Nsnuuuu19 =Y)=]
Serial Number: ISR1D12-1021 g

19.6 cu. Ft. Top Refrigeratar

Search Entittement |

Credit Authorization
*Summary: |Refrigeratornot cooling to desired temperature
Description: Refrigerator not coaling to desired temperature -]

=

Problem Type: | Apnliances | Case Type: | Question |
Priority: | High | Severity: | Intermittent =]
*Case Status: |Open - Fending Cust j Source: |CTI j
Provider Group: I— Q5 b  Assigned To: I— QI

Case page - Support (2 of 3)
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¥ Resolution Information

Attemnpt to Solve this Case Using:

Freguently Used Solution | Solution Advisor | Solution 1D | Independent Text Solution I

- Sort Considered Solutions:
Solutions Considered for this Case fiew
Select Solution ID  Summary *Status Date Modified
28 Eixing At Temperature inthe freezer |Waiting On Custorner j 05/2172001 8:38:52PM PDT
s Cleaning the condenser coil ofthe Refrigerator? |In Consideration j 05/2102001 8:38:52PM FDT
Wigelect Al [ClClear Al

Email Selected Solutionis)

Created: 040801 952:31AMPDT  FUN Last Modified:  09/21/2001 2:39FW PDT  DVP1

Closed:

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.

B 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.

EJ 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.

MANAGING CASES

11-21



PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

&S 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.

E 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.

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.

E Upsell

Current User Time The time you opened the component. This is
(unlabeled) 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.

e The header for PeopleSoft CRM Support cases shows the Customer, Contact,
Status, and Summary.

e 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 The personal identification number that is automatically

number) 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 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.

number)

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.

The employee who reported the case.

Name

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 An alternate contact for a case—for example, a secretary
Contact) or office manager who handles calls for other employees.

This field is specific to PeopleSoft CRM HelpDesk.
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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.

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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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

Search Entitlement

[Warranty Name] or
[Agreement Name line n]

Credit Card

11-26 MANAGING CASES

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.

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.

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.

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

Priority

Severity

Case Status

Source

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.

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.

The severity typically classifies the case according to its
reproducibility. For example, a problem can be
reproducible, intermittent, or one-time.

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.

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
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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 ficlds. 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.

Ty Suggest a Provider Click this buttpn to generate a list qf suggested prov1der

Group 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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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.

Assigned To

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.

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.

‘it Suggest an Agent

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:

e Four methods of locating potential solutions: frequently used solutions, Solution
Advisor, solution IDs, and independent text solutions.

e 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.

e 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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CHAPTER 12

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:

e [n 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.

o Waiting on Customer: You have suggested this solution to the caller, but you don't yet
know whether the solution worked.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL RESOLVING CASES 12-1



PEOPLESOFT CRM SUPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK JUNE 2001

12-2

e Fuailed Resolution: The caller attempted the solution, but the solution did not solve the
caller's problem.

e Successful Resolution: The solution solved the caller's problem. Only one solution
can have this status.

e 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 IDs uniquely identify predefined solutions. Click this button
Solution ID to open the Solution ID page, where you can enter a memorized
page solution ID, choose the initial status of the solution, and bring the

solution back into the Solutions Considered for this Case grid.

Independent | Independent Ideally, you solve cases by referencing predefined solutions.
text solution | Text Solution | Sometimes, however, you are able to solve a case even though no
page 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 Frequently Frequently used solutions are the solutions that have resolved the
used Used most cases for this particular product.
solution Solutions L )
page 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 Solution Solution Advisor is a tool that searches for solutions that might relate
Advisor Advisor - to the case and then enables you to bring selected solutions into the
Search page Solutions Considered for this Case grid.

You can search for:

e Solutions—both predefined solutions and independent text
solutions.

e 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.

e 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

Change status of an i

Solution ID Chqose the  existing solution Consideration
solution status
Independent text Waiting on
solution Set the initial Customer
status for a
Frequently used solution Failed
solution Resolution
Attempt the
solution
Solution Advisor Withdrawn
Successiul f e v ool
Resolution

case

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:
e Update the solution status.
e 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.

e  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

Attempt to Solve this Case Using:

Frequently Used Salution | Salution Advisor | Salution 1D | Independent Text Solution |
"' Resolved by First Contact *Sort Considered Solutions: I Date Modified 'I
Soltions Considered for this Case Wiew All First (4 12062 DM Last
Select Solution ID Summary *Status Date Modified
roz Cleaning dishes in the Dishwasher. |In Consideration j 052972001 10:01:33AM POT
o1 Remaving Yellow and Brown discalaration from the O |Waiting On Customer j 05/2772001 6:37:04PM PDT
Wiselect Al Clciear Al

Email Selected Solution{s) |

RESOLVING CASES

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

Independent Text Solution

Solution ID

Solution Advisor

Resolved by First Contact

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

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.

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.

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.

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.

RESOLVING CASES
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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

Summary

Status

RESOLVING CASES

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.

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.

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.
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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. 1f 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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL RESOLVING CASES
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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 Sgnd Notiﬁcat.io.n 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

05/29/01 10:09:5240M PDT I ity Titme Zone 'l

Case Customer Contact Status Summary
Pl ey Cady Montgomenry Albright,Fred Qpen - Mew Case Refrigeratorisnt keeping food cold enough

Freguenthy Used Solutions

ggmﬂ Solution Summary *Status

72 Eixing Air Ternperature in the freezer |In Caonsideration j Attermpt This Solution |
64 Steps to fixvweater leaking frorm the refigerator onto the floor. |In Cohsideration x| Attempt This Solution |
4] The refrigerator is not ranning. |In Consideration j Attermpt This Solution |
&0 cHaD|T,Vm fixif the refrigerator runs oo long® When to schedule 3 senvice |In Consideration j Attempt This Solution |
a7 Adr blowy out from the front grill atthe bottorm of the refrigerator, |In Caonsideration j Attermpt This Solution |

133 Steps to measure reftigerators. |In Consideration j Afternpt This Solution |
53 Steps to cut refrinerator's eneroy costs. |In Consideration j Afternpt This Salution |
a0 Cleaning the condenser coil ofthe Refrigerator? |In Consideration j Atternpt This Solution |
47 iteps to rerove strange odor on the outzide ofthe refrigerator. What is |In Consideration j Atternpt This Solution |

44 Steps to rermove frost build-up on the inside of the refrigeratar. |In Consideration j Attempt This Solution |

Eeturn to Case

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.

Case

Select Solution ID

0:3/29/01 10:09:524M PDT I My Time Zone 'I

Case Custormer
MNewy Cady Montgomery AlbrightFred Open - Mew Case Reftigerator isnt keeping food cold enough

Contact Status Summary

Enter the ID ofthe solution you want to use to try to solve this case.

Solution ID: |15 Q)  Steps to remove frost build-up on the inside of the refrigeratar,
“Status: |In Consideration =]

Afternpt This Solution |

Eeturn to Case

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.

RESOLVING CASES
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Case

Independent Text Solution

05528/01 10:21:024M POT I Wy Tirme Zone VI

Case Customer Contact Status Summary
332 Cady Montgomery Albright Fred Open - Mew Case  Refrigerator isn't keeping food cold enough

Describe the solution that you want to use to try to solve this case.

Independent Text Solution;  [Sheckthe termperature dial in the freezer ;I

o

*Status: [waiting On Custorner =]
Atternpt This Solution |

Beturn to Case

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.

e 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.

e 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.

Case

Solution Details

05/28/01 12:35:32PM PDT I Wy Tirne Zone 'I

Case Customer Contact Status Summary
332 Cady Montgomery Albright,Fred Open - Mew Case Refrigeratorisn't keeping food cold enough
ID: 26
Summany: Fizing Air Temperature in the freezer
Symptoms: The airin the freezer is cold hutthe airin the refrigerator feels warm. YWhat's the problem?
Details: Mast likely there is an ice build up. Ifitis not an automatic defrost refrigerator, you should unplug the unit
and let it defrost naturally far 24 hours. Occasionally, ice will build up in the drain tube of an automatic
defrost unit, causing this problem. Ifthis happens, manually defrost the unit.
“Status: In Congideration j

Atternpt This Solution |

Eeturn to Select Solution 1D Page

Solution Details page

ID (solution ID), Summary Only the Summary and Details appear if you're looking
Symptoms, and Details at an independent text solution on the page accessed from

Status

the Solutions Considered for this Case grid.

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  Click this link to close the page and return to the
Solutions page or Return to  originating page without attempting the solution.
Select Solution ID page

12-12  RESOLVING CASES
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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

0552801 10:21:024M POT I Wy Tirme Zone VI

Case Customer
332 Cady Montgomery

Contact Status Summary
Albright, Fred Open- Mew Case Refrigerator isn't keeping food cold enough

Solution Details

First (4] 12 O Last

Add Mote or Attachment |

Beturnto Case

*Status: Waiting On Custormer j
Summang Check the termperature dial in the freezer.
Details: Check the ternperature dial in the freezer, =
=
Motes Summary First (0 4of 4 [ Last
Summary Visibility Added By Date Added
;reeei::nd checked the dial in the refrigeratar, but nat in the Iriternal STEWART TOM 05/20/2001 10-455M

Case - Solution Details page (for an independent text solution)

General Information

Status

Summary and Details
ID (solution ID), Summary

Symptoms, and Description

Return to Case

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

The solution status.

These fields appear only if the solution is an independent
text solution. You can modify the text if you like.

These fields appear only if the solution is a predefined
solution.

Click this link to close the page and return to the
originating page.

RESOLVING CASES
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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:
e The note summary.

e The note visibility—whether the note is visible to all
users (including self-service users) or to only internal
people.

e Who added the note.
e  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.

Case

Resolution Notes

05529101 12:33:32PM PDT I My Titme Zone 'l

Case Customer Contact Status Summary
332 Cady Montgomeny Albright, Fred Open - Mew Case Refrigerator isn't keeping food cold enough

Resolution Notes

Added: 05/28/2001 10:21AM PDT STEWART, TOM
*Summary: Fred had checked the dial in the refrigeratar, but not in the freezer.
Details: =
=
“isibility: Internal - Note Type: | Comment |
Sort By: I :I"
Attachments
File Mame File Description Added By Date Added
l
HiEE B e | Return to Resolution details

RESOLVING CASES
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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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CHAPTER 13

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:

e When you open the Solution Advisor page, the system enters text from the case
Summary and Details fields into the search criteria field.

e The search areas are all related to solutions.
e 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

Ad hoc solutions that were created for specific cases.

solutions . . . . L
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

arcas:

Configure Search

Parameters

Search

Solutions
Found

Independent
Text Solutions
Found

Cases Found

View related
solutions

Attempt
solution(s)

Using Solution Advisor
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PST Found

Let script suggest
solutions
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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:

Search Area Solution Advisor Navigation Options
Detail Pages
Solution Advisor -
Solution Solution page
Solution Advisor - * Select and return to search
Independent Independent Text * Select and return to case
Text Solution Solution page ¢ Return to Search

¢ Return to Case

Solution Advisor -

Selltifiol Akl = Solutions Considered

Case Case page page
* Return to Search
¢ Return to Case
Problem Branch Script ¢ Return to case
Solving Execution page * Execute action to bring
Techniques solution back 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:

e How well the solution matches the search criteria.
e How often the solution has been used.

e 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.

Search
Case Customer Contact Status Summary
329 Sparkle Clean Laundromats  Boyd, Jimmy Cpen- bew  Discoloration in the dishwasher
Search Information
Search Criteria:
Discoloration in the dishwasher ;I
| Solution
¥ Case
¥ Problem Solving Technique
= ¥ Independent Text Solution
IPhrases 'I
Restare Caze Search Criteria I SearchTips  Returnto Case
*Show Results From: | Solution - 5 Returned =l Atternpt Gelected Solutions |
Select Score Solution ID  Summary Solved Count
r 92% 1 Removing Yellow and Brown discoloration from the Dishwasher? 1]
I 92% 5 How to get rid of the Yellow and Brown discoloration in my Dishwasher? i}
| a7% 11 Steps tofix ifthe Dishwasher Cycle is too long. i}
Il aT% 2 Cleaning dishes in the Dishwasher. i}
r 57% B Hiowe to getthe dishes clean in the Dishwasher. 1]
Atternpt Selected Solutions |

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

Search Type

Search

Restore Case Search
Criteria

Search Tips

Return to Case

Search Results - General

Show Results From
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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.

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.

Click this button to perform your search. When the search
is complete, the system displays the search results at the
bottom of the page.

If you've edited the search criteria, click this button to
restore the default criteria.

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.

Click this link to return to the case and leave Solution
Advisor without performing a search.

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.

USING SOLUTION ADVISOR
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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 A description of the solution. Click the summary to

(solution summary) 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 A description of the solution. Click the summary to

(solution summary) 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.

13-6  USING SOLUTION ADVISOR
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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

page

Navigation Click the Attempt Selected Solutions button on the Solution Advisor - Search

Solution Advisor

Confirm

Select Solution ID Resolution Summary *Resolution Status
M o1 Removing Yellow and Brown discoloration from the D |In Consideration j
¥ A Haowe ta get rid of the Yellow and Brown discolarati |In Consideration j

Atternpt Selected Solutions | Returnto Search  Returnto Case

Solution Advisor - Confirm page

Select

Solution ID

Resolution Summary

Resolution Status

Attempt Selected Solutions

Return to Search

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

The unique identifier for a predefined solution.
Independent text solutions do not have solution IDs.

A description of the solution.

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.

Click this button to add the solutions to the case's
considered solution list.

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.

USING SOLUTION ADVISOR
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Return to Case

Solution Detail Pages

The results grid in the Solution Advisor - Search page includes a summary of each item in the

Returns to the originating case without brining any of the
selected solutions into the considered solutions list.

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

Select and Return to Case

Return to Search

Return to Case

13-8  USING SOLUTION ADVISOR

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.

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.

Returns to the Solution Advisor - Search page without
selecting the current solution.

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
Case Customer Contact Status Summary
329 Sparkle Clean Laundromats  Boyd, Jimmy Open- New  Digcoloration in the dishwasher

Select and Return to Search Select and Return to Case Eeturnto Search  Return to Case
Solution ID: 5
Solution Type: Standard
Solved Count: 0
Usage Count: ]
Summary: Haw to get rid of the Yellow and Brown discalaration in my Dishwasher?
Symptoms: Dishes and the interior of the dishwasher are turming yellow and brown?

Solution Description: ~ There is probablytoo much Iron or Manganese inthe water. To get rid ofthe discoloration, run a gquarter to half a
cup of cittic acid crystals (availahle at drug stores) through a complete washing cycle without dishes,

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.
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Solution Advisor

Independent Text Solution

Case Customer Contact Status Summary
1 Savannah Lee Lee,Savannah Cpen-MNew The lce Makeris broken.

Independent Text Solution First (4] 1cf 1 [®] Last
Select and Return to Search Select and Return to Case Eeturnto Search  Eeturnto Case
Case ID: 1
Summany: Plug into grounded outlet. Do not use a two-prong
Details: Plug into grounded outlet. Do not use a two-prong to three-prong converter to plug this into an outlet that is not
grounded.

Solution Advisor - Independent Text Solution page

JUNE 2001

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

cases found by Solution Advisor.

Navigation On the Solution Advisor - Search page, click the Summary link from the list of
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Solution Advisor

Case
Case Customer Contact Status Summary
329 Sparkle Clean Laundromats  Boyd, Jimmy Cpen- New  Discoloration in the dishwasher
irat K1 515 [M] Last
Case ID: 126 Status: Open-Mew Case Type:  @uestion
Sumrmary: Dishwasher has yellow grime and the pipes are clogged

Problem Description;  Dishwasher has vellow grime and the pipes are clogged

Solutions Considered for this Case

Select Solution D  Summary Resolution Status
r 1 Remaving Yellow and Brown discalaration from the Dishwasher? In Consideration
I ] Howe to et rid of the Yellow and Brown discoloration in my D Waiting On Customer
Attempt Selected Solutions I Return to Search Return to Case

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

solutions found by Solution Advisor.

Navigation On the Solution Advisor - Search page, click the Summary link from the list of

USING SOLUTION ADVISOR
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Solution Advisor

Solutions Considered

Case Customer Contact Status Summary
329 Sparkle Clean Laundromats  Boyd Jimmy Open - Mew  Discoloration in the dishwasher
Select and Return to Search Select and Return to Case Return to Search  Beturnto Casze

Case ID: 126

Solution ID: 3

Solution Type: Standard

Sohved Count: 0

Usage Count: 0

Sumrmany: Howe to get rid of the Yellow and Brown discolaration in my Dishweasher?

Symptoms: Dishes and the interior of the dishwasher are turning yvellow and brovwn®?

Solution Description: There is probably too much Iron or Manganese in the water. To get rid of the discolaration, run a guarer to
half 3 cup of citric acid crystals (available at drug stores) through a complete washing cycle without
dishes.

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

Case

Custorner

Contact
Lee,Savannah

Status Summary
Cpen-Mew The lce Makeris broken.

Savannah Lee

Solution ID:

Summary:

Details:

*Resolution
Status:

Atternpt Selected Solutions I

24

The refrigerator is not running.

First, make sure the cold control and the onfoff switches are inthe an position. Then, make sure the unitis plugged into a
live outlet- you may need to check the fuse box or circuit breaker as well. Ifyou have an automatic defrost unit, it may bein
a defrost cycle sowait at least half an hour to see if it starts running again.

=

| In Congideration

Return to Branch Script Execution Page

Case - Solution page

The header fields provide information about the case from which you ran the script.

The Solution ID, Summary, and Details ficlds provide information about the suggested

solution.

Status

Attempt Selected Solutions

If you want to associate this solution with the originating
case, select the initial solution status to use.

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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CHAPTER 14

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:

e Adding notes and attachments.
e Tracking case history.

e Relating cases to each other.

e  Working with related objects.
e 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:

o 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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o 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.

e 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:
e Manage Call Center, Manage Cases, Use, Support - Add Case
e Manage Call Center, Manage Cases, Use, Support - Update Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Add Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Update Case
Prerequisites Set up valid note types in the Note Type page.
Access To access a new case, identify the caller on the Case Search page.
Requirements To access an existing case, identify the case on the Case Search page.

WORKING CASES
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Case Motes and Attachrnents '} Case History " Related Cases | Related Objects | Interested Parties
Bl 2addl B 0524/01 1:11:308M o7 [My Time Zone =]
Case Employee Employee Name Status Summary
145 CRM101 Davies,Susan D Open - Pendi... Caomputer hangs while running a program
Summary of Motes Summary of Attachments
*SUmmans: |Ctr|—AIt—DeIete doesntwork, needs a hard reboot
Details: =
“fisibility: Internal hd Note Type: |Comment j
Sort By: | :l'
Attachments
File Hame Description Added By Date Added
|
Aftach afile |

Add Mote or Attachment |

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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL WORKING CASES
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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:
e Manage Call Center, Manage Cases, Use, Support - Add Case
e Manage Call Center, Manage Cases, Use, Support - Update Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Add Case
e 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 To access a new case, identify the caller on the Case Search page.
Requirements o . .
To access an existing case, identify the case on the Case Search page.
Case MNotes and Attachments Casge History Related Cases Related Objects Interested Parties
B B8 & B 082411 1:54:40PM FOT [Ny Time Zone =]
Case Customer Contact Status Summary
] MMA Property Managemen... Albright,Fred Open - New Case Refrigerator condensor coil notworking
Case Audit Trail Sort By: I ﬂ
Case History Find | First (4] 1.5 01 5 [P Last
Date Action Taken Value Before Change Value After Change Changed By
B 0410/2001 2:57FM PDT Gase Note Oprid for CRMQAMST
B 04110/2001 2:57PM POT Case Mote Oprid for CRMQAMST
% 04/1002001 2:57PM PDT status of case is changed LEVEL COPEMN Cprid for CRMQAMET
By 041102001 2:43PMPDT status of case is changed OPEN LEVEL Oprid far CRMQAMST
B 040572001 4:24FM PDT Case Note Oprid for CRMQAMST

Case History page (Support)

Case Audit Trail
Sort By

14-4 WORKING CASES

Click this link to display the Case - Audit Trail page.

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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El% Details

Date

Action Taken

Value Before Change
Value After Change

Changed By
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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).

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.

A description of the event. For example, your
organization might set up events such as Note Added and
Case Status Changed.

If the event is a field value change, this field shows you
the value before the change.

If the event is a field value change, this field shows you
the value after the change.

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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Case
Audit Trail

B2 B8 O B 0524101 1:54:4050 POT | My Time Zone =]

case Customer Contact Status Summaw

9 hihd& Property anagemen Albright Fred Open- New Case  Refrigerator condensor caoil not working
Eeturn to Case History Click Refresh huttan to view the latest Audit Infarmation.
Audit History First (4 1100 15 D Last
Record Name Field Hame ?ac::: Date/Time Changed By Value Before Change  Value After Change
RC_CASE RC_PAY_FOR_SVC_FLG Change g‘g;%’égmm 8;1.1':'@?\;.15 h
RC_CASE INST_PROD_ID Change g“;;_ﬂgégmm ggﬂgﬁhm INS0000002
RC_CASE SERIAL_ID Change g“;;%’;gmm ggﬂgﬁhm SR1010-1002
RC_CASE RC_STATUS Change g‘g;gggmm ggﬂgﬁhm LEVEL OPEN
RC_CASE RC_SEVERITY Change g‘g;gggmm ggﬂgﬁhm REFRO INTER
RC_CASE RC_SEVERITY Change g‘fj;:ﬂu’égﬁpm ggﬂfgﬁ[\dm RECUR REFRO
RC_CASE RC_STATUS Change gﬂ;gggﬁpm ggﬂfgﬁ[\dm OPEN LEVEL
ook orE kbR e OSINT Gplr wloreieen o e g e 1
RC_RESOLUTION RSLMN_STATE Change g‘ggﬁ’égf}m ngrriqd@rf\;qm In Cansidaration Walting On Custamer

Audit Trail page (Support)

Return to Case History
Record Name

Field Name

Action Taken

Date/Time

Name

Value Before Change
Value After Change

Click this button to return to the Case History page.

The database record being audited.

The database field being audited.

The action that was performed: Change, Add, Select, or

Delete.

The date and time the change was saved to the database.

The name of the user who made the change.

The field value before the user changed the data.

The field value after the user changed the data.

Working with Related Cases

14-6

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

WORKING CASES
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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.

e 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.

e  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:

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL WORKING CASES 14-7
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Identify
customer

‘ 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.

WORKING CASES

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

The Create a New Case - Relationship page appears.
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.

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.

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.

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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL WORKING CASES 14-9
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Relate an Existing Case |

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:
e Manage Call Center, Manage Cases, Use, Support - Add Case
e Manage Call Center, Manage Cases, Use, Support - Update Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Add Case
e 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 To access a new case, identify the caller on the Case Search page.
Requirements _y . .
To access an existing case, identify the case on the Case Search page.
Case Motes and Attachments Case Histary ' Related Cases ' Related Objects Interested Parties
B2 2858 B 0se24i01 3:26:200M POT [My Time Zone 7|
Case Employee Employee Name Status Summary
163 KUDT03 Holmes Francine K Open - Mew Case  Printer jamming
Existing Related Cases First (4] 13
Relationship Type Case Employee 1D Employee Name Status Date Added
. - 06/24/2001 3:28PM |
Child Global 296 KUDT0 Martini, Gayle M Cpen - New POT Delate
. . . 05/2412001 3:27PM |
Child Global 2495 KUDT02 Martin Frederick Tysan Cpen - Mew POT Delete
: 05/24/2001 3:27FM |
Child Global 2494 KUDT04 Jackson Sam E Open - MNew POT Delete

Create and Relate a New Case

Related Cases page (HelpDesk)

Creating New Case Relationships

Relate an Existing Case

Create and Relate a New
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.

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.

14-10
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Reviewing Existing Case Relationships

The Existing Related Cases grid lists all existing case relationships.
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Type

Relationship

Case

Customer, Contact

Employee ID, Employee
Name

Status

Date Added
Delete

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

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.

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.

The case number of the related case. Click the case
number to display the related case.

If this is a PeopleSoft CRM Support case, these fields
identify the customer and contact associated with the
related case.

If this is a PeopleSoft CRM HelpDesk case, these fields
identify the employee associated with the related case.

The status of the related case (from the Case Status field
of that case).

The date and time the relationship was established.

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

Select the relationship characteristics between Case 1 and Case 116,

*Relationship Type: I

*Case 1: I

*Case 116: I

Ok | Cancell

Relate Existing Case - Relationship page

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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Relationship Type

Case [case number]

OK

Cancel

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.

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.

Click this button to establish the relationship between the
two cases and return to the Related Cases page.

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

JUNE 2001

created.

which information from the originating case is copied into the case that is being

Object Name RC _REL COPY

Navigation Click the Create New Case button on the Related Cases page.

Create a New Case

Relationship

Select the relationship characteristics between the two cases.

*Relationship Type: [Global =]
*Case 163: IParent j
*New Case: IChiId j

Select information to be copied from case 163 to the new case.

[T Employee
¥ Problem
¥ Resolution

oK | Cancell

Create a New Case - Relationship page (HelpDesk)

WORKING CASES
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Relationship Details

Relationship Type

Case [current case number]

New Case
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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.

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

Employee

Problem

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

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.

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.

WORKING CASES
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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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL WORKING CASES
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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 Require several touch points to perform. The

service order can be reassigned, but typically one | touch points may even need to be performed in a

person does this action. particular order.

Is not automated and does not automate Is predefined and reusable and thus can

notification or escalations 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:

e Survey scripts gather information. For example, you can use surveys to gather
customer satisfaction feedback.

e 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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e 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:

e You can use component event processing to relate business projects to cases when
specified criteria is met.

e 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. Inthe 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.

o 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:

e Generate return material authorizations (RMAs)

e Service orders. Service orders are available only if you've implemented
PeopleSoft CRM Field Services.

e 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:

e Manage Call Center, Manage Cases, Use, Support - Add Case

e Manage Call Center, Manage Cases, Use, Support - Update Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

e 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 To access a new case, identify the caller on the Case Search page.

Requirements - . .
q To access an existing case, identify the case on the Case Search page.

Case Motes and Attachments Case History Related Cases Related Objects Interested Paries
= I = S R == 052401 225:07PM DT [ My Time Zone |~
Case Employee Employee Hame Status Summary
1485 CRM402 Chow Bernard J Cpen- Pendi... Blank screen on the monitar

Action: j il

Case Related Objects WiEy
Tvpe Summary Associated Date

B Problem Solving Script Black Screen-Started 0&24/2001 2:24:58PM PDT
Fé. Business Project Change Computer 0672452001 2:25:33PM PDT

Related Objects page (HelpDesk)
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Creating New Objects

Action
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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.

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 Region that Identify the script Click this button to

Type appears in this field 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 Problem Solving Technique Name | Initiate PST
Technique

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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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Business Project

Create 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.

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
Description

Create Sales Lead

The sales business unit of the lead that you're creating.
A short text description of the 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

RMA Line Items

Replacement Items

Create RMA

Enter the following return material authorization header
information: the RMA type, problem code, return to IBU,
and address.

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.

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.

Click this button to create the RMA.

JUNE 2001

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.

B 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

14-22

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.

JUNE 2001

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:

e Manage Call Center, Manage Cases, Use, Support - Add Case
e Manage Call Center, Manage Cases, Use, Support - Update Case
e Manage Call Center, Manage Cases, Use, HelpDesk - Add Case

e 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 To access a new case, identify the caller on the Case Search page.
Requirements

To access an existing case, identify the case on the Case Search page.

Case Motes and Attachments Case History Related Cases Related Dhjects ¥ Interested Paries
Bzl B2ES B 0572701 9:04:09PM POT [ My Time Zone v
Case Employee Employee Hame Status Summary
165 CRM402 Chow Bernard J Cpen- Pendi... Blank screen on the monitor
First [4] 1.0t 1 [ Last
*Name *Reason Date Added
||Mar1in,PeterPr0dman QJ [Manager =| 0siz7izoo1 a:05PM POT | Add

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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CHAPTER 15

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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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:

e You can select and initiate a business project in the Related Objects page

e 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.

*Tree Type: | Task Tree
| | | [ L]

Node type ic@ﬁ @ Benefits

. &7 Revoke Benefits
Node status ioon |~y 0 ve 4 Benatite HEWO
L7 @ Contact Cobra
—
Selected nodef & @|Process Termination Lefier
£7 @ Mail Termination Lefter

Node text (ink)|— % {hoiify HR Directar

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

w

E 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.

0

This icon indicates a task.

The second icon in each tree node indicates the status of the phase or task:

Status Icon Description

Y In Progress

»® Canceled

] Not Started

o 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
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or other processes associated with the following events:

e A task, phase, or business project begins.

e 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.

e A task, phase, or business project is not completed within a specified time.

e A task is reassigned.

e 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

Business Project: Change Computer

*Tree Type: |Phase Tree =]
| | | | |

[ @ change Computer Phase 1
[ @ Channe Computer Phase 2
= @ Change Computer Phase 3

Returni to Case

Status: IIn Process vl
Phase: Change
Cormputer
Fhase 1
Status: InProcess
Transition: I j
Comments: ;'
=
Save and Update Tree |
Last Maintained By DR
Last Modified: 05/24/2001 2:25PM

Business Project Status page

General Information

Business Project

Status (business project
status)

Description

USING BUSINESS PROJECTS

The name of the business project. This is a generic name
that comes from the business project definition.

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).

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

First, Previous, Next, Last,
Left, Right

[Node]

Phase Detail

The Phase Detail region appears when you select a phase in the business project tree. When
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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.

These links help you navigate through the tree when the
tree is too large to be displayed in its entirety.

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.

you select a task, the system replaces this region with the Task Detail region.

Phase

Status (phase status)

Transition

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

The name of the phase currently selected in the business
project tree.

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.

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.

USING BUSINESS PROJECTS
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Comments

Last Maintained By

Last Modified

Task Detail

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.

Enter comments related to this phase.

The person who last updated this phase. This does not
reflect changes made to constituent tasks, only changes
made to the phase.

The date and time that this phase was last updated.

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

Status (task status)

Assignment Type

Assigned To

USING BUSINESS PROJECTS

The name of the task currently selected in the business
project tree.

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.

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.

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

Task: Setup Office Space at HQ
Description: Hire Eric Speer inta the system. ﬂ
Status: Mot Started
Assignment Type: Persan
Assigned To: 584
Zigardo,Marion J
Comments: ﬂ
Last Modified:
Task Status page
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Task

Description

Status

Assignment Type

Assigned To

Comments

Last Modified

USING BUSINESS PROJECTS

The name of the task.

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.

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.

Indicates whether the task is assigned to a Person, a
Provider (provider group), or a Role. This field is not
available for entry.

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.

Enter comments related to this task.

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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CHAPTER 16

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:
e Advanced exchange
e Return-and-replace
e Repair-and-return
e 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 Inventory or

PeopleSoft CRM Support Third-Party Inventory System

i Return To
RMA Form EIP Inventory .
Create RMA _— Business N Gl Es‘t::x'ang and
Unit b
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:
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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. RMASs 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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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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:

e Save the RMA component (default values are applied to all RMA lines).

o  Click the Details button on the RMA Header (default values are applied only to the
specific RMA line that you are accessing).

o Insert a new RMA line (default values are applied only to the new RMA line).

e 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.

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.

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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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.

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
RMAss 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.

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.

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.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL MANAGING MATERIAL RETURNS
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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 Enter a business unit and an RMA number. You can enter Next as the RMA
Requirements | 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.

{ RMAHeader Y Notes and Altachmenis

RMA: 100000022
Unit: 115200

“RMA Type: Advanced Exchange ¥
*Case: IQ—E
*Est Return Date: M

*Problem Code: W

*Customer: Jtame Pranerty Management Group =
Site: |aneap0|ls =
Address: |1 Display Address

*Return To IBU: |U8201 APPLWHS1

*Narne: IA\bright,Fred QJ B (Lastname Firstname)
Phone Type: W Q)
Int'l Prefix: [ phone: [651r785-6687 Ext: |
First [ 1.0t 1 [P Last
*item ID *(ty Returned UOM Serial ID Lot ID Product ID
B srinsE 24 in Dishwasher 5 1.0000 Ea SR1016-1000 SR1015%]

Cycles (Stainless Steel)

Added: 05/04/2001 10:024M PDT  DVP1
Last Modifieq:  D5/0472001 10:024M PDT  DVP1

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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Case

Est Return Date (estimated
return date)

Problem Code

16-12 MANAGING MATERIAL RETURNS

For more information about RMA processing options,
see Understanding Material Return Processing in this
chapter.

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.

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.

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."

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

Site

Address

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

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.

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.

MANAGING MATERIAL RETURNS
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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 The inventory business unit where the customer will ship

inventory business unit) 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.

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.

Phone Type

Int’l Prefix (international The international prefix for the contact person’s telephone
prefix) 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.

B 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 The amount of the item that the customer is returning. For

returned) 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 Click the Details button on the RMA Header page.

Requirements
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RMA Lines
RMA: 100000022
Unit: 115200
Case: P

RMA Line Type:

Est Return Date: IDSID4I2E|EI1
Problem Code: IDAMAGE

|Advanced Exchange  [%]

Return To IBU: IUSED1

Inst. Product:  \NS000001 35

Requester: IDVP1
Customer: MMA Property Management Group 5
Site ID: |Minneap0|is =
Address: |1 Display Address

CRMGCO Appliance YWHS 1

Serial ID: ISR1D15-1DDQ

Replacement Kemis)

Product ID: ISR1 015 =]
*ftem ID: ISR1D15 =
*Qty Returned: |1 .anan EA

Status: Installed

Lot ID: I

24in. Dishwrasher § Cycles (S5t

24 in. Dishwasher 5 Cycles (5t

First (40 105 1 [¥] Last

*ltern 1D Oty Requested UOM
SR101 53@ (284tin. Dishwasher & Cycles 1 oona EA EI
Comments: :I
=
Added: 05/04/2001 10:024M PDT  D¥P1
Last Modified:  D5/04/2001 10:024M PDT - DWP1
Return
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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

The type of RMA processing that will be used for the
returned material. Four options are available:
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Est Return Date (estimated
return date)

Problem Code

Requester

MANAGING MATERIAL RETURNS

Advanced Exchange: Sclect 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.

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.

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."

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, seec 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, warechouse, or repair facility that will receive the returned material.

Return To IBU (return to The business unit where the customer will ship the
inventory business unit) 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)

Status

Serial ID

Lot ID

Product ID
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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.

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.

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.

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.

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

Qty Returned (quantity
returned)
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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.

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

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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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i

Qty Requested (quantity
requested)

UOM (unit of measure)

Comments

16-22 MANAGING MATERIAL RETURNS

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.

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.

The standard unit of measure defined for the item.

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 For new RMAs, click the Override Address link in the Return From group box

Requirements | 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

unit: Y5200 ppa Number: 100000021

Country: USA United States

Address 1:  |1200 Lake Drive

Address 2 |

Address 3: |

City: [circle Pines

County: [Anoka Postal: 55014

State: IMN Minnesota

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 For new RMAs, click the Override Address link in the Return From group box

Requirements | 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

unit: Y5200 RpA Number: 100000021 Line Hbr: 1
Country: usA United States

Address 1: |1200 Lake Drive

Address 2: |

Address 3: |

City: |Circ|e Fines

County: [Anoka Postal: [e5014
State: IMN linnesota

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

Installed Product List

Sel Customer Site

Sparkle Clean
l_ p

Laundramats TS Gl

r Sparkle Clean Bentan

Laundromats

Sparkle Clean
r p

[ o Jacksanville

r Sparkle Clean
Laundramats

r Sparkle Clean

A o Mountain Wiew

r Sparkle Clean
Laundromats

Arkansas City

Find  First ] 1505 [B] Last

Serial ID ::)ruduct Description  lem ID

FB0 BTU
SRIOT- cRi001  Room Air (Light SR1001
1012 i

Beige

BE00 BTU
SRIO01- opipg1 Room Air (Light SR1001
1014 i

Beige

#600 BTU
SR100T- op1001  Room A (Light SR1001
1015 i

Beige

#B0 BTU
SRIO0T- cpino1 Room Air (Light SR1001
1016 i

Beige

BE00 BTU
SRIO01 opipg1  Room Air (Light SR1001
1017 i

Beige

#600 BTU

SR1001  Room Air (Light SR1001
Beige

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)

Customer

Name

Contact

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

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.

The name of the customer who owns or leases the
installed product.

The identification of the site defined for the customer on
the Site page of the Maintain Customer component.

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 Header Motes and Attachments \L

RMA: 100000022
Uniit: usz00
Case: | Summary of Motes
Added:
*Summarny.
Details: =
“isihility: |AII 'I
Sort: IFiIe Mame vl
Attachments
File Hame Description Added By Date Added
Aftached File |
Attach a File |

Add Mote ar Attachment I

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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CHAPTER 17

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.

e 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.

e 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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Go to the Biress. ail
Authorize Credit e dit éard Validation Fai
alidation Fails
Cardipace information
CyberSource
Installed?
Yes
No Click the Submit System checks that EVstem validates System sumbits
for Approval all required fields crg,dit card numBe transaction to
button are filled in CyberSource
No
h CyberSource
System saves Authorize
Return to 4 : No returns
information to the Only ..
the Case credit card history transaction? Elthorizatiol

information

Yes

Save the case

Credit card processing

When the system validates the credit card number, it checks the following conditions:
e The credit card number is the correct length.
e The credit card number starts with a valid prefix.

e Ifthe 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:
e The Authorize Credit Card page

e 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.
Case
Authorize Credit Card
E ':J 05427101 9:09:13PM PDT I hty Time Zone Vl
Case Customer Contact Status Summary
11 Sparkle Clean Laundromats Bowd, Jirmmmy Qpen - Mew Case
First Mame: |Jimm\,r
Last Marme: |B°Yd
Country: IUSA Q| United States
Address 1: |
Address 2: |
Address 3: |
city: |
County: | Postal: I
State: | 4
Telephone: |
Email Address: |

Authorize Credit Card page (1 of 2)

Credit Card Type: |Visa I
Credit Card Number: |
Expiry Month ! Year: | j I I j

Amount: I lﬁ Ql

& futhorize Only ¢ Authorize and Bill < Bill Only " Credit Only

Authorization Status: | j
Credit Card Auth Code: I Authorization Date: I
Returh Message Status:

Eeturn to Case

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 § 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.

The current state of authorization for the credit card
transaction.

Authorization Status

For more information and a list of authorization statuses,
see Credit Card Authorization Codes at the end of this
chapter.

Credit Card Auth Code The approval code returned by the CyberSource if the

(credit card authorization credit card processing transaction was successful.

code)
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Authorization Date

Message Status

Returning to the Case Page

Return to Case
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The date the transaction was authorized. The
authorization date appears only if the credit card was
successfully authorized.

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.

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

establishes.

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

Object Name | RC_CRDT_CRD_HST

Navigation Manage Call Center, Manage Cases, Inquire, Credit Card Process History

Access You can search on any of the following criteria to access the Credit Card
Requirements Process History page: business unit, case number, credit card first name, credit
card last name, or history sequence number.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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Credit Card Process History

5200 case ID:

Business Unit:

Phone Number: 408/998-5647

Email ID: wevilliamsi@healthcon.com

Message 1: IC5:1 50K

Message 2: Reguestwas processed successfully.
Message 3:

Address Verification Service:  ExactAddress Match

Authorization Date/Time: 2001-05-25T1741242

Last Modified: 052572001 10:47AM PDT  Madic

First [ 1081 [Pl Last
Sequence Number: 1
Authorization Status: Authorized
Authorization Date: 0&126/2001 Authorization Code: 889888
Credit Card Number: i R R B Expiry Month fyear: 04/ 2003
First Name on Card: Yictoria
Last Hame on Card: Williams Caontact Address
Amount: 445000 UsD

120

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

MANAGING CREDIT CARD PAYMENTS
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Address Secondary Page

Country: | : United States
Address 1: | {ac 3 Drlve

Address 2: |

Address3: |

City: I: htor
County: [ Postal: o458
State: | A California

Return |

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 The transaction is approved. The status signifies that someone contacted the
Approved/Settled 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.
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CHAPTER 18

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:

e Basic case information, including the case number, caller information, product
information, and the summary, and description of the problem.

e (Case notes with visibility set to 4//.

e (Case history entries with visibility set to A//. The event handler that creates the entry
determines the visibility.

e 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 A/l

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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e Identify a different person as the case contact.
e Add new notes.

e Request a call from an agent. The request appears on a worklist that you must set up
specifically to handle such requests.

e 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.

= [l 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 1D, 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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Report a Problem page

No or I'll Try it Later-
Resolution Details page i i
Solution Advisor page e Rid t;\cl)sufolve Yes Problem Resolved page
problem?

Contact Me 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
Produc‘t:l j
Problem Details: [My dishes are not getting clean enough ;l
=
| Solution Advisor | | Submit Prablem Beview Existing Cases
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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Resolution Details page.

In self-service mode, Solution Advisor searches only solutions, not independent
text solutions, cases, or problem solving techniques. Therefore the results arca
lists only solutions. Each solution summary is a link that displays the

Object Name | RC_CASE SW_SS SA,RC_CASE HD SS SA

Solution Advisor

FPossible Resolutions are listed helow. To refine wour search, enter Additional
Search Criteria and click the Search button.

Customer: hMhA Propery Management Group
Contact: AlbrightFred
Product: 24 in. Dishwasher 8 Cycles (St
Problem Summary: My dishes are not getting clean enough.

Additional Search Criteria: My dishes are not getting clean enough. ;l
Additional Solutions | Freguently Used Solutions |
[ 150s M
Solution Summary Usage Count
%7 Cleaning dishes in the Dishwasher, g9
%% Howto getthe dishes clean in the Dishwasher,
¥ Rernoving Yellow and Brown discoloration fram the Dishwasher?
§7 How to et rid of the Yellow and Brown discalaration in my Dishwasher?
«, Howto avoid permanent filim on Glasses when washes dishes in the
" Dishwasher
¥ Howto fix dishwasher leaks. 1
| Contact ke Regarding this Problem Eeturn to Problerm Sumrmary
Solution Advisor page
Resolution Details Page
Usage Self-service users use the Resolution Details page to review a potential

appropriate status.

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

Object Name | RC_CASE_SW_SS SOLN, RC_CASE_HD SS_SOLN
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Problem Report
Resolution Details

Customer: MMA Property Management Graup
Contact: Albright Fred
Product: 24 in. Dishwasher 5 Cycles (5t

Summany: My dishes are not getting clean enough.

Resolution Details

Resolution Summany:. How to get the dishes clean in the Dishwasher.

A lot of factors can affect the cleanliness of your dishes when the wash
cycle is done: Do not overload the dishwasher Make sure the spray arm
iz nothlocked and is ahle o rotate freely Use fresh powder detergent
lake sure the water temperature is hetween 120 and 140 degrees
Fahrenheit Load dishes so thatwater spray can reach all surfaces [fyou
live in & hard water area, use more detergent

| Yes | | Mo | | Il try it later |

Resolution Description:

Eeturn to Search Results

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 Report
Problem Resolved

Your Prablem has heen Cloged
Successiully.

Eeturn to Prablem Search

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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Problem Report
Contact Me

Your Reference Mumber is 383

ou will be contacted by one of our Customer Service Personnel.

Eeturn to Problem Search

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.

Identify and view a case

Ask to be Review case Review case S::Fa%? Search for con\gi(ej\gred
contacted notes history e matial solutions e tion

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 Existini Cases
Search Criteria

Customer:lCadv Montgomery j
Case ID: I— =]
Problem Status: | |
Contact: | |
Product: | |

Date Created From:|0512412001 @ Through: |05131IEDD1 @ (example: 12631/2000)

Problem Summary: |

Search | | Clear |

Search Results Find |
Case Number  Problem Summary Contact Hame Status Product Date Created
288 My dishes aren't getting clean enough Marx, Stu Mangr glfsnelfn'd 0483152001

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
Here is a summary of your problem. Additional information and other availahle functions are
atyourfingers by pressing the buttons helow.

CAddiview Motels) & view Case Histary

Case ID: 333

Customer:
Contact: Fine Teresa P8245/694-2001 & Change Contact Information
Product:

Problem Summany; freezeris burming

Problem Details: freezeris buming

Contact Me Regarding this Problem | | Search for Solutions

There are no attempted Reseolutions for this Problem

Eeturn to Prablerm Search

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 /n 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
Contact Me page Notes Summary page Note Details page

Add a Note page

Save

Save Confirmation 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

Problem Report
Notes Summary
CaselD: 3282
Customer: hhA Property Management Group
Contact:  Albright Fred B51/785-6687
Product: 24 in. Dishwasher & Cycles (5t

Summany: My dishes are not getting clean enough.

Sortey: | |

Hotes Find | EIRFF R
Summary Added By Date
:—“’g—p—"—r”e“rsu estions helped. My 8ishes  yyyont Freq 04/28/2001 9:09PM
| Add Mote I | Contact e Regarding this Problem

Eeturn to Problem Sumimary...

Notes Summary page
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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

Problem Report

Note Deta

Case ID:
Customer:
Contact:
Product:
Summany:

Added:

Hote Content:

Return to Motes

ils

382

MMA Property Management Group
Albright Fred G51/795-6687

24 in. Dishwrasher 5 Cycles (5t

Wy dishes are not getting clean enough.

ote Details

0472872001 9:04PM  Albright,Fred

Summary: Your suggestions helped. My dishes are a lot cleaner now. Thanks!

our suggestions helped. My dishes are a lot cleaner now. Thanks!

Sumrmary Eeturn to Problem Sumrmary...

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

Problem Report

CaselD:
Custormer:
Contact:
Product:
Summary:

Add a Note

a2

mhld Property Management Group
Albright,Fred B51i785-6687
24 in. Dishwasher 5 Cycles (5t

Wty dishes are not getting clean enough.

Details: [Canvyou send me a copy of the dishwasher instructions? ;[

=

Save rmy wark

| | Contact ke Regarding this Problem Return to Motes Surnmary

Eeturn to Problem Summary...

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

Support Case Problem Report
Save Confirmation
V The Save was Successful.

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 Report
Problem History

CaselD: 382

Customer: MMA Property Management Group
Contact: Albright,Fred G51/785-6687
Product: 24 in. Dishwasher 5 Cycles (5t

Summary. My dishes are not getting clean enough.

Sort By: I
Problem Action History Find
Action Taken Value Before Change Value After Change Changed By Date
status of case is changed Cpen - New CUST Albright,Fred 0472852001 8:39PM
Case MNote AlbrightFred 0412872001 8:39PM

Eeturn to Problem Sumimary..

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 Save Confirmation page

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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Preblem Report

Change Contact Information

Case ID: 332
Customer: MWA Property Management Group

Problem Summary: My dishes are not getting clean enough.

Current Contact:  a\pright Fred
Current Contact Method: Fhone

Current Contact Details: £51/735-6687

New Cuntact:lJDhnson,Earb |

New Contact Method: | Phane |

Mew Contact Details: IBS‘IITBS—BBB?

| Save my wark | | Contact Me Regarding this Prablem I

Eeturn to Problem Summary...

To update contact information for this case anly, enter newy contact information and press save.

urrent Contact Information

ew Contact Information

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

Resolutions Waiting on
Customer page

Resolutions In
Consideration page

Solution Advisor page

Resolution Details page Did this solve
Contact Me page your

problem?

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 /n 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

Problem Report
Solution Advisor - Resolutions Waiting on Customer

The Agentworking yvour problem is waiting on your response to the resolutions listed helow. Please
state the new status of each resolution by clicking on the Resolutions Summary. Once you da this,
you may search for more resolutions by pressing the Search Solution Advisor hutton.

CaseID: 382
Customer: A FProperty Management Group
Contact: Johnson,Barb B51/785-6687

Product: 24 in. Dishwasher § Cycles (5t
Summary: by dishes are not getting clean enough.

Solutions Considered for this Case

Summary Status Last Modified
Eun dishwasher within 24 hours of dirtyi...  Waiting On Customer 0452872001 8:35FPM
How to getthe dishes clean inthe Dishw.. Waiting On Customer 0472812001 8:34Pn

| Search Solution Advisor | | Review suggested Resolutions

| Contact Me Regarding this Prablem | Return to Problern Surirmany..

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 /n 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

Problem Report
Solution Advisor - Resolutions In Consideration

Listed below are some possible resolutions we have identified for your prohlem. Alternatively, you
can choose to uge our Solution Advisar by clicking the button below.

CaselD: 382
Customer: MMA Property Management Group
Contact: Johnson,Barh B51/785-6687
Product: 24 in. Dishwasher & Cycles (St
Summany: My dishes are not getting clean enough.

Solutions Considered for this Case

Summary Status Last Modified
How ta get the dishes clean in the Dishw... Waiting On Custorner  04/28/2001 8:34PM
How to avoid permanent film on Glasses w...  In Consideration 04/28/2001 8:38PMW

| Continue to Solution Adwisor. . I

| Contact Me Regarding this Problem | Return to Resolutions in waiting...

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.

e 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.

Review Existing Cases
(RC_CASE_SW_SS_SRCH)

Problem Report

(RC_CASE_SW_SS) No or I'll Try it Later

Resolution Details Did this solve |, o Problem Resolved
(RC_CASE_SW_SS_RSL2) your (RC_CASE_SW_SS_THX)
problem?

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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CHAPTER 19

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:

e Who receives a notification when a new Contact Us message is submitted.

e 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.
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.

Go to the Workflow Action - Notifications page.

Select CONTACT _US_INTERACTION in the Business Process Name field.
Select CONTACT _US _INTERACTION in the Activity Name field.

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.

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):

e 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

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 %I1. 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

19-4

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 Enter a setID and a topic name.
Requirements
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{ Contact Us Topic Y
SetlD: CRMO Contact Us SHIPMENT HAS MOT ARRIVED
Topic:
Description: |Shipment has not arrived

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 Enter a setID, and a contact us subject.
Requirements
{ Contact Lls Subject
SetiD: CRMO1
Contact Us Subject:  SHIPFING
iy First (4 106 1 [P] Last
*Effective Date: [oaizer200 =]
Description: |Shipment FProhlems

Subject Details

=]
Contact Us Tapic: [SHIPMENT HAS NOT ARRIVED Q
Email Template: | Contact Us Form =]
Rule Name: |CnmactUs- Shipping =]

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.
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CHAPTER 20

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 RCC?2 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 RCC1007 Manage Call Center, Manage Cases,
Report 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 RCC1010 Manage Call Center, Manage Cases,
Report Reports, HelpDesk Time To Close By
Agnt
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Report

Report Name Report ID Location

HelpDesk Case By Employee Report RCCI1011 Manage Call Center, Manage Cases,
Reports, HelpDesk Case by Employee

HelpDesk Case by Business Process 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 Enter a Run Control ID.
Requirements
{HD Prob Rpt Agert
HelpDesk Case By Agent
Run Control ID:  DCGGGG ReportManager Process Monitor Run
‘Business Unit: I ﬂ *From Date: I @
Case Priority: I ﬂ *Thru Date: I @
Case Status: I ﬂ
Assigned To: | ﬂ
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,

Process Monitor

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

Click 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 Enter a Run Control ID.

Requirements
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{ HD Rpt by Dept
HelpDesk Case By Department

Run Control ID:  DCGGGE Eeport Manager Process Monitor Run

‘BusinessUnit: | | Q
‘From Date: [ e
“Thru Date: [ &
Case Status: Y

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

Run Control ID: DCGGGG

*Business Unit: I ﬂ
Case Priority: I ﬂ

Case Status: I ﬂ

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 Enter a Run Control ID.

Requirements
{ HD Rpt by Priority

HelpDesk Case By Priority

BeportManager Process Manitar Run

‘From Date: I @
‘Thru Date: I @

HelpDesk Case By Priority report run control page

Run Control ID

Business Unit

Case Priority
Case Status

From Date

Thru Date

Report Manager

Process Monitor

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity
takes place.

Select the urgency of cases to be included in the report.
Select the status of cases to be included in the report.

Select the first date of the time period to be included in the
report.

Select the last date of the time period to be included in the
report.

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).

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 Enter a Run Control ID.
Requirements
{ Cases Probh Type Rp 4

HelpDesk Case By Problem Type

Run Control ID:  DCGGGG Report Manager Process Monitor Run

‘Business Unit: l_ ﬂ
Case Type: l— Q) ‘From Date: l— EJ
Case Priority: l— g ‘Thru Date: I— @
Case Status: l_ ﬂ

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
Case Priority
Case Status

From Date

Thru Date

Report Manager

Process Monitor
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Select the type of cases to be included in the report.
Select the urgency of cases to be included in the report.
Select the status of cases to be included in the report.

Select the first date of the time period to be included in the
report.

Select the last date of the time period to be included in the
report.

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).

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 Enter a Run Control ID.
Requirements

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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{ HD Proh Rep Stat
HelpDesk Case By Status

Run Control ID: DCGGGG Eeport Manager Process Monitor Run

‘Business Unil:l ﬂ ‘From I}nte:l @
‘Thru Date: I @

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

HelpDesk Case By Category/Type/Detail

Run Control Il DCGGGGE Eeport Manager Process Monitar

‘Business Unit: I ﬂ Case Status: I ﬂ
Category: I ﬂ Person ID: I ﬂ
Specialty Type: I ﬂ Detail: I ﬂ

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 Enter a Run Control ID.

Requirements

{ HD Rpt by Category Y

Run

HelpDesk Cases By Category/Type/Detail report run control page

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

Run Control ID

Business Unit

Category
Specialty Type

Case Status

Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity
takes place.

Select the category of cases to be included in the report.

Select the general type of cases to be included in the
report.

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,

Process Monitor

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

Click 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

From Case: I ﬂ ‘From Date; I @
To Case: I Q) 'Thru Date: I— Eil
Reported By: I ﬂ Added By: | ﬂ

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 Enter a Run Control ID.

Requirements
{ Help DeskRepInfo

HelpDesk Case Information

Run Control ID:  DCGGGG Eeport Manager Process Monitor Run

‘Business Unit: I g Assigned To: I ﬂ

Help Desk Case Information report run control page

Run Control ID

Business Unit

From Case

RUNNING CALL CENTER REPORTS

Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity

takes place.

Select the first case (in numerical sequence by case ID) to

be included in the report.
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To Case

Reported By

Assigned To

From Date

Thru Date

Added By

Report Manager

Process Monitor
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Select the last case (in numerical sequence by case ID) to
be included in the report.

Select the person who reported (on behalf of a customer)
the cases to be included in the report.

Select the employee who is responsible for cases to be
included in the report.

Select the first date of the time period to be included in the
report.

Select the last date of the time period to be included in the
report.

Select the employee who entered the cases to be included
in the report.

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).

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

PEOPLESOFT PROPRIETARY AND CO
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Access Enter a Run Control ID.
Requirements
{ HD Prob Rep by Age %
HelpDesk Case Status By Agent
Run Control ID:  DCGGGG Report Manager Process Monitor Run
‘Business Unil:l ﬂ Case Ty])e:l g
Assigned To: I g
‘From Date: I @ ‘Thru Date: I @

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

HelpDesk Time To Close By Agent

Run Control ID:  DCGGGG BeportManager Process Manitar Run

‘Business Unit: I ﬂ ‘From Date: I @

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 Enter a Run Control ID.
Requirements
{ HD Time to Close

‘Thru Date: I @

HelpDesk Time To Close By Agent report run control page

Run Control ID

Business Unit

Code that uniquely identifies the instance of running the
report.

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).

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL RUNNING CALL CENTER REPORTS

20-13



PEOPLESOFT CRM SUPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

20-14

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.

JUNE 2001

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 _RCCI1011

Navigation Manage Call Center, Manage Cases, Reports, HelpDesk Case By Employee

Access Enter a Run Control ID.
Requirements

{ HDO RPT By Employee Y
HelpDesk Case By Employee

Run Control ID: DCGGGG Repott Manager Process Monitar Run

‘Business Unit: l— Ql
*From Date: I— @
*Thru Date: I @
Case Status: l— al

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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Report Manager
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Select the business unit within which the reported activity
takes place.

Select the person who reported the cases (on behalf of a
customer) to be included in the report.

Select the first date of the time period to be included in the
report.

Select the last date of the time period to be included in the
report.

Select the status of cases to be included in the report.

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).

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

Process Monitor

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 Enter a Run Control ID.

Requirements

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL RUNNING CALL CENTER REPORTS
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{ HD Rep by Bus Proc 3

HelpDesk Case By Business Process

Run Control ID:  DCGGGE Report Manager Process Monitor Run

‘Business Unit: l— ﬂ

‘From Date: I @

“Thru Date: I— @

Bus Process: I ﬂ

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 Select the business process to be included in the report.

process)

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 RCC2008 Manage Call Center, Manage Cases,

Report 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 Enter a Run Control ID.

Requirements

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL
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{ Agreement Stats

Agreement Statistics

Run Control Il DCGGGGE Eeport Manager Process Manitar Run
‘SetlD: I =Y, ‘From Date: I B

Agreement Template ID: I ﬂ ‘Thru Date: I @

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

20-18 RUNNING CALL CENTER REPORTS PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

Case Information Report Run Control Page

Assigned To: [ Q) fromcase: | | Q
ReportedBy: | Q]  Tocase: | 4
frombate: | |G
“Thru Date: l— (Ex]|

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 Enter a Run Control ID.
Requirements
( Tase normaton |
Case Information
Run Control ID:  DCGGGG ReportManager Process Monitor | Run
‘Business Unit: [ | AddedBy: | a

Case Information report run control page

Run Control ID

Business Unit

Assigned To

Reported By

Added By

From Case

To Case

From Date

Thru Date

Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity
takes place.

Select the employee who is responsible for cases to be
included in the report.

Select the employee who reported the cases to be included
in the report.

Select the employee who entered the cases to be included
in the report.

Select the first case (in numerical sequence by case ID) to
be included in the report.

Select the last case (in numerical sequence by case ID) to
be included in the report.

First date of the time period to be included in the report.

Select the last date of the time period to be included in the
report.

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL RUNNING CALL CENTER REPORTS
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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 Enter a Run Control ID.
Requirements

{ Case ByAge Report
Cases By Age

Run Control ID:  DCGGGE Report Manager Process Monitor Run

‘Business Unit: I g I
‘From Date: @

Case Priority: I ﬂ
‘Thru Date: I @
Case Status: I ﬂ

Customer ID: I ﬂ

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 Enter a Run Control ID.
Requirements
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{ Caszes By AgentRep

Cases By Agent

Run Control ID:  DCGGGG Eeport Manager Process Monitor Run
‘Business Unit: I g ‘From Date: I @

Assigned To: I Q) *ThruDate: I 3]

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 Enter a Run Control ID.
Requirements
{ Cases By Customer
Cases By Customer
Run Control ID:  DCGGGE Eeport Manager Process Manitor Run
‘Business Unit:l ﬂ Customer Type: I 'I
Case Type: I g Customer ID: I ﬂ
Case Priority: I ﬂ ‘From Date: I @
Case Status: I ﬂ *Thru Date: I @

Cases By Customer report run control page

Run Control ID

Business Unit

Case Type
Case Priority
Case Status

Customer Type

Customer ID

From Date

Thru Date

Report Manager

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL

Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity
takes place.

Select the type of cases to be included in the report.
Select the urgency of cases to be included in the report.
Select the status of cases to be included in the report.

Select the type of customers who are associated with cases
to be included in the report.

Select the customer who reported the cases to be included
in the report.

First date of the time period to be included in the report.

Select the last date of the time period to be included in the
report.

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).

RUNNING CALL CENTER REPORTS
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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 Enter a Run Control ID.
Requirements

{ Cases By Priority
Cases By Priority

Run Control ID:  DCGGGE Report Manager Process Monitor Run

‘Business Unit: l— ﬂ
Case Priority: l— <Y ‘From Date: I— Eil
Case Status: l— Q ‘Thru Date: I— Eil
Customer ID: I Ql
Case Type: l— g

‘Customer Type: | :l'

Customer [ Q)

Name:

Cases by Priority report run control page
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Run Control ID

Business Unit

Case Priority
Case Status

Customer ID

Case Type
Customer Type

Customer Name

From Date

Thru Date

Report Manager

Process Monitor
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Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity
takes place.

Select the urgency of cases to be included in the report.
Select the status of cases to be included in the report.

Select the customer who reported the cases to be included
in the report.

Select the type of cases to be included in the report.

Select the type of customers who are associated with cases
to be included in the report.

Select the descriptive name of the customer who reported
the cases to be included in the report.

First date of the time period to be included in the report.

Select the last date of the time period to be included in the
report.

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).

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 Enter a Run Control ID.

Requirements

{ Cases By Product

Cases By Product

Run Control ID:  DCGGGG Eeport Manager Process Monitor Run

‘Business Unit: I ﬂ
Case Priority: I ﬂ

Case Status: I ﬂ
Product ID: I ﬂ

Cases By Product report run control page

‘From Date: I @
“Thru Date: I (e

20-26

Run Control ID

Business Unit

Case Priority
Case Status
Product ID
From Date

Thru Date

Report Manager

Process Monitor

Code that uniquely identifies the instance of running the
report.

Select the business unit within which the reported activity
takes place.

Select the urgency of cases to be included in the report.
Select the status of cases to be included in the report.
Select the products to be included in the report.

First date of the time period to be included in the report.

Select the last date of the time period to be included in the
report.

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).

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 Enter a Run Control ID.

Requirements

[ Cases By Type Rpt

Cases By Type

Run ControlID:  DCGGGE Beport Manager Process Manitor Run
‘Business Unit: I g Case Type: I ﬂ
Case Priority: I g Case Status: I ﬂ
*From Date: I @ ‘Thru Date: I @

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 Enter a Run Control ID.
Requirements
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{ Cases Reopened 3

Run Control Iy DCGGGG

‘From Date:

‘Thru Date:

‘Date Closed:

Cases Reopened and Cases Closed

‘Business Unit: I ﬂ
‘Date Closed From: I @

Report Manader Process Monitor Run

[ =
=

[ =

Cases Reopened and Cases Closed report run control page

Run Control ID

From Date

Thru Date

Business Unit

Date Closed From

Date Closed

Report Manager

Process Monitor

Code that uniquely identifies the instance of running the
report.

Select the first date of the time period to be included in the
report.

Select the last date of the time period to be included in the
report.

Select the business unit within which the reported activity
takes place.

Select the first date when cases to be included in the report
were closed.

Select the last date when cases to be included in the report
were closed.

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).

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 Enter a Run Control ID.
Requirements
{ Emplovee Report
Employee
Run Control ID:  DCGGGG ReportManager Process Monitor Run
‘Business Unit: | Ql ‘From Date: [ &=
Contact ID: I < ‘Thru Date: l— Eil

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 Enter a Run Control ID.

Requirements
{ Support Agreement

Support Agreement Dates

Run Control ID:  DCGGGE Report Manager Process Monitor Run

‘Business Unit: I ﬂ

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 Enter a Run Control ID.
Requirements

{ Solutions Report

Solutions

Run Control ID: DCGGGGE Repatt Manager Process Manitor Run

‘From Date: I @
"Thru Date: I ()
‘Business Unit: I ﬂ

Added By: [ Ql

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 Enter a Run Control ID.
Requirements
{ Run Rcc2014 3
Top Solutions
Run Control ID:  DCGGGG Beport Manager Process Monitor Run
'SetiD: | =y
‘From Date: I @
‘Thru Date: I @

Product ID: I ﬂ

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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CHAPTER 21

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:

e 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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Event Set Type 3 o2|las| 2 |22|2S
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 a//, 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

Event Set Description

PSSUPPORTWF
Support Workflow

This event set includes the following events.

The case is closed and the credit
card amount associated with the
case is greater than zero.

This workflow action sends an email to the
caller (the contact) associated with the case.

Event Workflow Action Email Template
AssignedToChanged SendToCaseOwnerList None
The "assigned to" agent changes | This workflow action sends a worklist
to someone other than the person | notification to the person to whom the case
who updated the case. is (newly) assigned.
AssignedToProviderGroup SendCaseToGroupList None
The provider group to which a This workflow action sends a worklist
case is assigned changes, and the | notification to the provider group to whom
case is not assigned to a specific | the case is (newly) assigned.
agent in the provider group.
GlobalCaseClosed SendEmailToChildCaseOwner GLOBALCASE
. . .. . CLOSED
The case status is set to the This workflow action identifies the owners
delivered Closed - Resolved of cases that are related to the case with the
status. This event does not check | status change. If the relationship type is
whether the case is a global case; | Global and the case with the status change
the associated workflow action is the parent, then the workflow action
handles this. sends an email to the owners of the child
cases.
RelatedCasePriorityChanged SendEmailToEquivalentCaseOwner CASEPRIORITY
CHANGED
The case priority changes from This workflow action sends an email to the
any value to any value. This owners of any cases that have an equivalent
event does not check whether the | relationship with the case where the status
case is a related case; the changed.
associated workflow action
handles this.
PaidByCreditCard Send Transaction Details TRANSACTION
DETAILS

HelpDesk General Workflow

Event Set ID

Event Set Description

PSHELPDESKWF
Help Desk Workflow

This event set includes the following events.
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The case priority changes from
any value to any value.

This workflow action sends an email to the
owners of any cases that have an equivalent
relationship with the case where the status
changed.

Event Workflow Action Email Template

AssignedToChanged SendCaseToCaseOwner HelpDesk None

The "assigned to" agent changes | This workflow action sends a worklist

to someone other than the person | notification to the person to whom the case

who updated the case. is (newly) assigned.

Assigned to Provider Group SendCaseToGroupList_HelpDesk None

The provider group to which a This workflow action sends a worklist

case is assigned changes, and the | notification to the provider group to whom

case is not assigned to a specific | the case is (newly) assigned.

agent in the provider group.

Global Case is Closed SendEmailToChildCaseOwner Help NOTIFYCHILDC
ASE

The case status is set to the This workflow action identifies the owners OWNER

delivered Closed - Resolved of cases that are related to the case with the

status. This event does not check | status change. If the relationship type is

whether the case is a global case; | Global and the case with the status change

the associated workflow action is the parent, then the workflow action

handles this. sends an email to the owners of the child

cases.

Case Priority is changed SendEmailToEquivalentOwner HD 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

Event Set Description

PSSUPPORTSS
Support Self Service Workflow

This event set includes the following events.

A self-service user saves any
change to the case.

This workflow action sends an email
notification to the person to whom a case is
assigned.

Event Workflow Action Email Template
CustomerUpdateCase SendEmailCaseOwner_Support CASEOWNEREM
AIL
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Report a New Problem

Event Set ID

Event Set Description
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PSSUPPORTSSRPT
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 None

This workflow action sends a worklist
notification to the default self-service
provider group associated with the business
unit

HelpDesk Self-Service General Workflow

View Existing Case

Event Set ID

Event Set Description

PSHELPDESKSSWF

Help Desk Self Service WKFlow

This event set includes the following events.

Event Name Workflow Action Email Template
CustomerUpdateCase SendEmailToCaseOwner HelpDesk CASEOWNEREM
AIL

A self-service user saves any
change to the case.

This workflow action sends an email
notification to the person to whom a case is
assigned.

Report a New Problem

Event Set ID

Event Set Description

PSHELPDESKSSRPT
SS Help Desk Report Workflow

This event set includes the following events.

Event

Workflow Action Email Template

CaselsNew

A self-service user creates a new
case.

SendCaseToGroupList HelpDesk None

This workflow action sends a worklist
notification to the default self-service
provider group associated with the business
unit
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Case History
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Case history event processing adds a row of data to the Case History. The event handler
includes the following parameters:

e Which page to associate with the Details button on the Case History page.

e 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

Event Set Description

PSCASESW
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

NewCaselsClosed

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

DELIVERED EVENT PROCESSING RULES

PEOPLESOFT PROPRIETARY AND CONFIDENTIAL



JUNE 2001

PEOPLESOFT CRM SuPPORT AND PEOPLESOFT CRM HELPDESK PEOPLEBOOK

HelpDesk Case History

Event Set ID and Description

Event Set ID

Event Set Description

PSCASEHISTORY
Help Desk Case History

This event set includes the following events.

Event Name Description Page Name Visibility
AssignedToChanged The "assigned to" agent changes to RC _CASE _HD All
someone other than the person who
updated the case.
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 | RC_CASE HD All
to any value.
Status Open To Close The case status changes from any of the | RC_CASE HD All
eight delivered open statuses to the
delivered Closed - Resolved status.

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

Event Set Description

CASCADESTATUS

Cascade Global Case - Support

This event set includes the following events.

Event Name

Description Cascade?

Relationship Type

Status Changed

The case status changed from Yes
any value to any value.

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 Yes Global
any value to any value.

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:

e 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.

e Ifarow 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 a//, but this setting is not relevant
because the system is not adding data to the case history.

e Whether to include a URL in email notifications. (Worklist notifications always
include a link.)

The delivered event handlers include a URL.

e The email template used for email notifications. (Worklist notifications do not require
email templates.)

e 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 Email Eval.
Name Description Template Event
InitiateSLA | The warranty, agreement, agreement line, | None None

or agreement renewal number associated

. If the workflow action
with a case changes.

sends an email
notification, you must
associate an email
template with this event
handler.

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.

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

Event Set Description

MANAGEPREPAID
Update the prepaid amount left

This event set includes the following events.

Event Name

Description

Action

AgreementlsSelected

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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