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PeopleSoft Enterprise CRM Industry
Application Fundamentals Preface

This preface discusses:

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

PeopleSoft Enterprise CRM business object management.
PeopleSoft CRM product and item management.

PeopleT ools PeopleBooks.

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

PeopleSoft Enterprise CRM Application Fundamentals

The PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook contains essential information
describing the setup and design of the PeopleSoft CRM system. This book contains important topics that
apply to many or all PeopleSoft applications across the PeopleSoft CRM product line.

The PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook contains these parts:

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

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

Interactions and 360-Degree Views.

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

Self-Service for Customers.

This part discusses how to set up, administer, and use self-service applications for customers and workers.

Relationship Management.

This part discusses how system users manage their contacts and tasks.
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Entitlement Management.
This part discusses setting up agreements and warranties.
SmartViews.

This part discusses how to set up and use SmartViews to manage key customer segments and accountsin
acentral environment.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " PeopleSoft Enterprise Customer
Relationship Management Application Fundamental s Preface”

PeopleSoft Enterprise CRM Automation and Configuration Tools

Xiv

The PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook discusses automation
and configuration tools that are common to multiple CRM applications. Thisis an essential companion to
your application PeopleBook.

There are four parts to the PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook:

Correspondence management.

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

Automation tools.

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

Configuration tools.

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

Knowledge management.

This part discusses the setup of Verity search.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook
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PeopleSoft Enterprise CRM Services Foundation

The PeopleSoft Enterprise CRM 9.1 Services Foundation PeopleBook discusses configuration options that are
common to PeopleSoft Enterprise Integrated FieldService, PeopleSoft Enterprise Order Capture, and the
PeopleSoft call center applications (PeopleSoft Enterprise Support, PeopleSoft Enterprise HelpDesk, and
PeopleSoft Enterprise HelpDesk for Human Resources).

There are three parts to the PeopleSoft Enterprise CRM 9.1 Services Foundation PeopleBook:
»  Solution management.

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

« Transaction Billing Processor Integration.

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

«  Environmental Systems Research Institute (ESRI) integration.

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

See Also

PeopleSoft Enterprise CRM 9.1 Services Foundation PeopleBook, "PeopleSoft CRM Services Foundation
Preface”

PeopleSoft Enterprise CRM Business Object Management

The PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook discusses how to create and
manage customer and worker business objects in PeopleSoft CRM.

The PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook has these parts:
» Business Object Management Basics.

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

» Data Management for Organization Business Objects.

This part discusses how to set up and manage companies, sites, and partner companies.
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» Data management for Individual Business Objects.
This part discusses how to set up and manage persons, including contacts and consumers, and workers.
» Business Object Management.

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

»  Customer and Worker Data I ntegrations.

This part discusses how to integrate customer and worker data with other systems. PeopleSoft Enterprise
CRM 9.1 Business Object Management PeopleBook.

See Also

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, " PeopleSoft Enterprise Customer
Relationship Management Business Object Management Preface”

PeopleSoft Enterprise Product and Item Management

The PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook discusses how to set up
products in PeopleSoft CRM, including installed products, product packages, and products that are service
offerings such as service agreements and warranties.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " PeopleSoft Enterprise CRM
Product and Item Management Preface”

PeopleTools PeopleBooks

Cross-references to PeopleT ools documentation refer to the PeopleTools 8.50 PeopleBooks.

PeopleBooks and the Online PeopleSoft Library

A companion PeopleBook called PeopleBooks and the Online PeopleSoft Library contains general
information, including:

« Understanding the PeopleSoft online library and related documentation.
» How to send PeopleSoft documentation comments and suggestions to Oracle.

» How to access hosted PeopleBooks, downloadable HTML PeopleBooks, and downloadable PDF
PeopleBooks as well as documentation updates.
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» Understanding PeopleBook structure.

» Typographical conventions and visual cues used in PeopleBooks.

» 1SO country codes and currency codes.

» PeopleBooks that are common across multiple applications.

«  Common elements used in PeopleBooks.

» Navigating the PeopleBooks interface and searching the PeopleSoft online library.
« Displaying and printing screen shots and graphicsin PeopleBooks.

» How to manage the PeopleSoft online library including full-text searching and configuring areverse
proxy server.

« Understanding documentation integration and how to integrate customized documentation into the library.
» Glossary of useful PeopleSoft termsthat are used in PeopleBooks.

Y ou can find this companion PeopleBook in your PeopleSoft online library.
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Chapter 1

Getting Started with PeopleSoft
Enterprise CRM 9.1 Industry Applications

This chapter provides an overview of PeopleSoft Enterprise Customer Relationship Management (Peopl eSoft
CRM) industry applications and discusses:

»  PeopleSoft CRM cross-product integrations.

» PeopleSoft CRM cross-product implementation.

PeopleSoft Enterprise CRM Industry Application Fundamentals
Overview

This book contains essential information describing the setup and design of PeopleSoft CRM industry-
specific applications and the use of features that are common to multiple applications within PeopleSoft CRM
industry applications, including information on:

»  Setting up industry-specific tables.

»  Setting up setIDs and roles.

«  Working with products for communications and energy.

« Working with products for financia services and insurance.
»  Setting up and maintaining arrangements and contracts.

« Working with business objects.

» Configuring application security for financial services.

«  Working with financial accounts.

«  Working with churn management.

»  Working with fraud management.

Note. This book documents the mechanics of setting up and using industry - specific PeopleSoft CRM
functionality. The use of that functionality within abusiness process, such as order capture or support, is
discussed in the application PeopleBook.
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See Also

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook
PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook
PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook

PeopleSoft Enterprise CRM Applications Implementation

PeopleSoft Enterprise Setup Manager enables you to generate alist of setup tasks based on the features that
you are implementing. Setup tasks include:

« A list of components that you must set up.
Thislist isthe order in which you must set up the components and enter data into them.
» Linksto the corresponding PeopleBook documentation.
See Also
PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook
Enterprise PeopleTools 8.50 PeopleBook: PeopleSoft Component I nterfaces
Enterprise PeopleTools 8.50 PeopleBook: Setup Manager
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Understanding PeopleSoft CRM Industry-
Specific Applications

This chapter discusses:
« CRM industry-specific application design.
» CRM industry-specific documentation structure.

«  Documentation roadmap.

PeopleSoft CRM Industry-Specific Application Design

Because the structure of the industry-specific documentation is similar to the design of the applications, the
best way to understand the documentation is to review the design of the application itself.

For example, the financial services extension is built on the core products of Marketing, Sales, Service, and
Customer Analytics.

PeopleSoft CRM Industry-Specific Documentation Structure

Like the applications, the documentation for industry-specific applications consists of two parts. the core
application books and a separate industry-specific book.
Core Documentation

The documentation for the core products in PeopleSoft CRM, such as Marketing, Sales, or Service, describes
the setup and functionality applicable to all implementations. Thus, while it describes the core set of tools that
you can use for your implementation, it doesn't discuss the industry-specific features that have been set up for
you. For information about how PeopleSoft has extended core capabilities to meet your requirements, refer to
the industry-specific documentation.

Industry-Specific Documentation

Just as industry-specific extensions in the application address specific industry needs, the industry-specific
information in this documentation covers functionality that applies only to those industries. This includes:

« Business objects
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« Sitesand service locations
« Churn

« Fraud

« Business projects

e Products and services

« Case management

« Sdf-service

Documentation Roadmap

The core and the industry-specific documentation complement each other, therefore, it isimportant to read
both sets of documentation.
What to Read When

Y ou can approach the documentation in the following way:

» |f aprocess setup is shared between the core application and the industry-specific extension, read the core
documentation first and then the industry-specific extension documentation.

For example, case management is a feature that you first define in the core application and then often
continue in the industry-specific extension, because most industry-specific extensions have some type of
case management functionality. Y ou would first read the case management information in the core
documentation, and then the case management chapter in the industry-specific extension documentation.

« |f aprocessisset up only in the core application, read the core documentation.

« |If aprocessisset up only in the industry-specific extension, read the industry-specific extension
documentation.

The chapters following this chapter provide details on industry-specific functions and processes. When the
industry-specific extension uses core functionality as delivered, you will see alink to the core documentation.
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Chapter 3

Understanding Industry Solutions

This chapter introduces the main concepts for industry solutions and discusses business processes for:

Communications.
Financial services.
Government.
Energy.

High Technology.

Note. Financial Servicesincludes banking financia services, insurance, and wealth management.

PeopleSoft Enterprise CRM Industry Solutions

PeopleSoft industry solutions provide deep industry functionality that integrates easily with existing
enterprise applications and solutions. All PeopleSoft Enterprise CRM industry solutions are built on three key
functional areas:

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.

Extended and enhanced data models.

Data models support the unique data needs of different industries. These models include product data
models, which enable you to define products and services based on your industry business model, and
customer data models, which not only capture industry-specific attributes but also support one-to-one,
one-to-many, and many-to-many relationships.

Customer data models provide insight into the roles and relationships that a customer has so that you have
a complete understanding of their total value. For example, when insight into a customer's consumer and
commercia accounts is combined with other entities that are associated with those accounts, afinancial
ingtitution can make better decisions regarding retention and cross-selling strategies.
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»  Prebuilt business processes.

Prebuilt business processes reflect the core transactional needs of different vertical industries. Viaan
easy-to-use graphical interface, users have the ability to configure these business processes and rulesto
work the way they need them to. They can be simply configured within PeopleSoft by a business user
without writing or modifying any code or having to depend on I T for assistance. Examples of these
prebuilt business processes include:

e Service activation.
»  Order prequalification.
« Complex and ssmple service configuration.
« Claimsand policy administration.
« First notice of loss submissions.
»  Phone number assignments.
« Prebuilt integration and integration points.

Prebuilt integration and integration points at the process and data level. PeopleSoft integrates businesses
processes across the front office and into the back office, offers arobust architecture for integrating
applications and data, and leverages existing technology investments. The PeopleSoft Integration Broker
provides prebuilt Enterprise Integration Points (EIP) that can retrieve data from legacy systems at
runtime, unify and display the data, manipulate it, and send it back to the source.

For example, insurance organizations can seamlessly integrate the solution to back office policy and
claims management systems. This capability provides tremendous advantages for vertical industriesin
terms of solution deployment and cost, the ability to leverage existing technology, ongoing cost of
ownership, and quality of customer service.

PeopleSoft Enterprise CRM Communication Solution

The communications solution is a comprehensive suite of industry-specific business processes that enables
wireline, wireless, broadband, satellite, cable, media, and content service providers to improve operational
efficiency, increase average revenue per user, and retain loyal customers.

Business Processes for Communications
To address these opportunities, PeopleSoft offers the following targeted solution sets:

«  Order Management for Communications
« Contact Center for Communications

«  Partner Management for Communications
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Order Management for Communications

To optimize margins, communications companies must configure complex products and services, process
orders quickly and accurately, and accelerate service activation. Order Management for Communications
delivers a comprehensive solution set for handling the order-to-cash process. It supports industry-specific
needs such as convergent product and service bundles, subscription management, pre-order qualification,
billing integration, billing account assignment and creation, dispute management, change orders, and phone
number assignment.

This table displays the business processes targeted by Order Management for Communications and provides
links to relevant PeopleBooks:

Business Process Reference

Order Capture See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, " PeopleSoft Order Capture.”

Order Capture Self-Service See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, " PeopleSoft Order Capture Self
Service."

Bill Presentment and Account Management See PeopleSoft Enterprise Bill Presentment and Account

Management 9.1 PeopleBook, "Setting Up Billing
Integration for the Communication and Energy
Industries."

Service Management See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, "Working with PeopleSoft
Service Management."

Phone Number Administration See PeopleSoft Enterprise Number Management 9.1
PeopleBook, "Getting Started with PeopleSoft Enterprise
Number Management.”

Contact Center for Communications

Contact Center for Communications allows communication organizations to enhance performance and
control costs by delivering world-class service across multiple contact channels.

It includes support for industry-specific needs such as churn management and verification of SLAsand
entitlements. PeopleSoft also provides a seamless front end to the complexity of legacy billing applications.
Thisfeatureiscritical for service providers, because on average, more than 70 percent of their incoming calls
are account or billing related. Agents can see all acaller's related accounts, view and update account
information, view bills and bill information, and handle charge disputes. PeopleSoft's prebuilt billing
integration reduces implementation costs and speeds return on investment.

Thistable displays the business processes targeted by Contact Center for Communications and provides links
to relevant PeopleBooks:

Business Process Reference

Support See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, "Business Processes."
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Business Process

Reference

Support Self-Service

See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, " Self-Service Application.”

Bill Presentment and Account Management

See PeopleSoft Enterprise Bill Presentment and Account
Management 9.1 PeopleBook, " Setting Up Billing
Integration for the Communication and Energy
Industries."

Partner Management for Communications

Partner Management for Communications enables enterprises to collaborate with partners, including retail
outlets, distributed content providers, or service resellers. As a platform to plan, execute, and manage partner
programs, it supports processes necessary to model and profile partners, manage security, drive leads to third-
party distribution channels, allow for agent activation of services, and allow partners to interact with an

enterprise effectively.

This table displays the business processes targeted by Partner Management for Communications and provides

links to relevant PeopleBooks:

Business Process

Reference

Sales See PeopleSoft Enterprise Sales 9.1 PeopleBook,
"PeopleSoft Enterprise CRM Sales Preface.”
Order Capture See PeopleSoft Enterprise CRM 9.1 Order Capture

Applications PeopleBook, "PeopleSoft Order Capture.”

Services Management

See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, "Working with PeopleSoft
Service Management."

Phone Number Administration

See PeopleSoft Enterprise Number Management 9.1
PeopleBook, "Administering Phone Numbers."

Partner Platform

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Understanding PeopleSoft
Partner Relationship Management.”

Partner Sales

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Executing Partner
Relationship Management Transactions."

PeopleSoft Enterprise CRM Financial Services Solution

The financial services solution provides a comprehensive suite of industry-specific business processes that
enables banks, brokerage firms, and insurance companies to increase profitability, improve market position,

and create strategic growth.
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Business Processes for Financial Services

To address these opportunities, PeopleSoft offers the following targeted solution sets:

« Multichannel Salesfor Banking
« Contact Center for Banking

«  Wealth Management

» Agent Salesfor Insurance

« Contact Center for Insurance

Multichannel Sales for Banking

Multichannel Salesfor Banking makesit possible to implement successful customer acquisition and retention
strategies, including planning, designing, and executing multichannel marketing campaigns that are relevant,
timely, and compelling. The solution enables customers, branch employees, and contact center agents to
easily access product catalogs and information, select and configure product options, submit new account
applications, track trailing documents, and more. Prebuilt integration allows afinancial institution to more
easily tie the financial services solution to legacy account management applications.

This table displays the business processes targeted by Multichannel Sales for Banking and provides links to

relevant PeopleBooks:

Business Process

Reference

Sdes

See PeopleSoft Enterprise Sales 9.1 PeopleBook,
"PeopleSoft Enterprise CRM Sales Preface.”

Strategic Account Planning

See PeopleSoft Enterprise Srategic Account Planning 9.1
PeopleBook, " PeopleSoft Enterprise CRM Strategic
Account Planning Preface.”

Order Capture

See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, " PeopleSoft Order Capture.”

Order Capture Self-Service

See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, "PeopleSoft Order Capture Self
Service."

Configurator

See PeopleSoft Enterprise CRM Advanced Configurator
9.1 PeopleBook, "Getting Started with PeopleSoft
Enterprise Advanced Configurator.”
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Contact Center for Banking

Contact Center for Banking provides arobust, flexible customer data model that gives financial ingtitutions a
complete understanding of a customer's total value to the organization. It provides comprehensive service
capabilities that include easy-to-use branch scripting, a robust solution advisor, advanced search tools, and a
knowledgebase for fast problem resolution. In addition, it enables both customers and employees to execute
various banking transactions easily.

This table displays the business processes targeted by Contact Center for Banking and provides linksto
relevant PeopleBooks:

Business Process Reference

Support See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, "Business Processes.”

Support Self-Service See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, " Self-Service Application.”

Banking Transactions See PeopleSoft Enterprise Banking Transactions 9.1
PeopleBook, "Getting Started with PeopleSoft Enterprise
Banking Transactions.”

Wealth Management

The Wealth Management solution set provides tools and technology to develop and build strong customer
relationships with clientsin both the high-net-worth and mass-affluent categories. Its comprehensive contact
management, referral management, and risk management functionalities enable advisors to grow assets under
management, increase profits, and improve customer loyalty. It also enables them to plan, create, and manage
client sales and service goals.

This table displays the business processes targeted by Wealth Management and provides links to relevant

PeopleBooks:

Business Process Reference

Client Management See PeopleSoft Enterprise Client Management 9.1
PeopleBook, "Getting Started with PeopleSoft Enterprise
Client Management."

Strategic Account Planning See PeopleSoft Enterprise Srategic Account Planning 9.1
PeopleBook, " PeopleSoft Enterprise CRM Strategic
Account Planning Preface.”

Sales See PeopleSoft Enterprise Sales 9.1 PeopleBook,
"PeopleSoft Enterprise CRM Sales Preface.”

SmartViews See PeopleSoft Enterprise Client Management 9.1
PeopleBook, " PeopleSoft Enterprise CRM Client
Management 9.1 Preface.”
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Agent Sales for Insurance

Understanding Industry Solutions

Agent Sales for Insurance improves agent and broker satisfaction and loyalty through information sharing,
elimination of bottlenecks, and reduced errors. It provides rich functionality for leads, opportunities,
forecasts, quotes, orders, territory management, and more. As a platform to plan, execute, and manage partner
programs, it includes the processes necessary for modeling and profiling partners, managing security,
supporting self-service quoting on behalf of customers, and allowing effective partner interaction.

This table displays the business processes targeted by Agent Sales for Insurance and provides links to relevant

PeopleBooks:

Business Process

Reference

Policy Management

See PeopleSoft Enterprise Policy and Claims Presentment
9.1 PeopleBook, "Working with Policies.”

Sales See PeopleSoft Enterprise Sales 9.1 PeopleBook,
"PeopleSoft Enterprise CRM Sales Preface.”
Order Capture See PeopleSoft Enterprise CRM 9.1 Order Capture

Applications PeopleBook, " PeopleSoft Order Capture.”

Configurator

See PeopleSoft Enterprise CRM Advanced Configurator
9.1 PeopleBook, "Getting Started with PeopleSoft
Enterprise Advanced Configurator.”

Partner Platform

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Executing Partner
Relationship Management Transactions.”

Partner Sales

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Executing Partner
Relationship Management Transactions.”

Partner Commerce

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Executing Partner
Relationship Management Transactions.”

Contact Center for Insurance

Contact Center for Insurance enables health, life, and property and casualty providersto retain good
customers by ensuring that they experience convenient, consistent, and positive service. Its 360-degree
customer view unifies legacy data—including policy, claims, and billing information—and helps prioritize
services and resources for the most profitable and important customers. The solution also includes support for
insurance-specific service and fulfillment requests, such as capturing first notice of loss, updating policy

information, checking claims status, and more.

This table displays the business processes targeted by Contact Center for Insurance and provides links to

relevant PeopleBooks:
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Business Process

Reference

Policy and Claims Presentment

See PeopleSoft Enterprise Policy and Claims Presentment
9.1 PeopleBook, "Getting Started with PeopleSoft
Enterprise Policy and Claims Presentment."

Support

See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, "Business Processes.”

Support Self-Service

See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, " Self-Service Application.”

Bill Presentment and Account Management

See PeopleSoft Enterprise Bill Presentment and Account
Management 9.1 PeopleBook, "Getting Started with
PeopleSoft Enterprise Bill Presentment and Account
Management."

Partner Platform

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Understanding PeopleSoft
Partner Relationship Management."

Partner Service

See PeopleSoft Enterprise Partner Relationship
Management 9.1 PeopleBook, "Executing Partner
Relationship Management Transactions."

PeopleSoft Enterprise CRM Government Solution

Business Processes for Government

12

Worldwide, government agencies are facing pressures on a number of fronts. Due to the private sector's CRM
initiatives, the public has come to expect a much higher level of convenience, availability, and reliability from
government products and services. At the same time, governments of all sizes are burdened with shrinking
budgets, disconnected systems, and business processes that make it impossible to share information, leverage
efficiencies, and meet constituent expectations. The answer is industry-specific business processes that will
enable governments to create constituent-focused organizations, improve service levels, and operate with

greater efficiency.

To address these opportunities, PeopleSoft offers the following targeted solution sets:

» Revenue Management for Government
« Constituent Services for Government

« Constituent Outreach for Government

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 3 Understanding Industry Solutions

Revenue Management for Government

Revenue Management for Government provides an integrated solution for multichannel order processing that
is designed for agenciesthat are focused on revenue-generating activities such as taxes, licenses and permits,
educational materials, tourism, and more. It enables agencies to plan and manage targeted campaigns for
relevant offers by providing arobust and configurable product data model, along with capabilities for guided
selling, product configuration, and order capture.

This table displays the business processes targeted by Revenue Management for Government and provides
links to relevant PeopleBooks:

Business Process Reference

Marketing See PeopleSoft Enterprise CRM 9.1 Marketing
Applications PeopleBook, "Getting Started with
PeopleSoft Marketing."

Support See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, "Business Processes.”

Support Self-Service See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, " Self-Service Application.”

Order Capture See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, "Getting Started with
PeopleSoft Enterprise CRM Order Capture Applications.”

Constituent Services for Government

Constituent Services for Government gives intake workers, case workers, practitioners, and service delivery
workers tools to deliver personalized service and keep support processes running efficiently. A variety of
problem-solving tools provided within a multichannel framework improve contact center productivity, while
integration with leading geographic information systems helps manage field service organizations with
greater efficiency.

This table displays the business processes targeted by Constituent Services for Government and provides
links to relevant PeopleBooks:

Business Process Reference

Support See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, "Business Processes."

Support Self-Service See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, " Self-Service Application.”

FieldService See PeopleSoft Enterprise Integrated FieldService 9.1
PeopleBook, "Getting Started with PeopleSoft Integrated
FieldService."
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Constituent Outreach for Government

The Constituent Outreach for Government solution set offers afull range of applications that allows you to
plan, execute, and manage coordinated outreach and awareness campaigns across a wide range of contact
channels, including direct mail, email, web, and phone. The system allows you to develop and manage event-
driven, personalized dialogs with your constituents that provide consistent communications over time and
across channels. It also provides state-of-the-art capabilities for segmentation, list management, campaign
workflow, campaign optimization, and campaign effectiveness reporting.

This table displays the business processes targeted by Constituent Outreach for Government and provides
links to relevant PeopleBooks:

Business Process Reference

Marketing See PeopleSoft Enterprise CRM 9.1 Marketing
Applications PeopleBook, "PeopleSoft Enterprise
Marketing Applications Preface.”

Online Marketing See PeopleSoft Enterprise Online Marketing 9.1
PeopleBook, "PeopleSoft Online Marketing User Guide."

Telesales See PeopleSoft Enterprise CRM 9.1 Marketing
Applications PeopleBook, "Using PeopleSoft TeleSales.”

PeopleSoft Enterprise CRM Energy Solution

The energy solution is a comprehensive suite of industry-specific business processes that enable regulated

utilities, distributors, and retailersto gain a complete understanding of every customer—resulting in greater
revenues, cost containment, and competitive advantage.

Business Processes for Energy

14

To address these opportunities, PeopleSoft offers the Contact Center for Energy solution set.

Contact Center for Energy

To thrive in a highly competitive environment, energy companies need to create a customer-centric approach
to support interactions. Contact Center for Energy deliversthis capability through a real-time, 360-degree
customer view. The solution includes support for industry-specific needs, including robust premise
management functionality that allows companies to model the relationships between customers, premises,
service points, and assets. It enables organizations to improve customer service through account management
and bill presentment capabilities and automates field service order management to ensure that problems are
handled promptly and correctly.

This table displays the business processes targeted by Contact Center for Energy and provides links to
relevant PeopleBooks:
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Business Process

Reference

Order Capture See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, " PeopleSoft Order Capture.”
Support See PeopleSoft Enterprise CRM 9.1 Call Center

Applications PeopleBook, "Business Processes.”

Bill Presentment and Account Management

See PeopleSoft Enterprise Bill Presentment and Account
Management 9.1 PeopleBook, "Getting Started with
PeopleSoft Enterprise Bill Presentment and Account
Management."

PeopleSoft Enterprise CRM High Technology Solution

CRM for High Technology is a comprehensive suite of industry-specific business processes that enable
software and consumer electronics companies to build profitable, long-term customer relationships, improve
operational efficiencies, and leverage service as a differentiator and revenue driver.

Business Processes for High Technology

To address these opportunities, PeopleSoft offers the following targeted solution sets:

« Multichannel Salesfor High Technology
» Contact Center for High Technology

Multichannel Sales for High Technology

This table displays the business processes targeted by Multichannel Sales for High Technology and provides

links to relevant PeopleBooks:

Business Process

Reference

Marketing

See PeopleSoft Enterprise CRM 9.1 Marketing
Applications PeopleBook, "Getting Started with
PeopleSoft Marketing."

Online Marketing

See PeopleSoft Enterprise Online Marketing 9.1
PeopleBook, "Getting Started with PeopleSoft Online
Marketing."

Sales See PeopleSoft Enterprise Sales 9.1 PeopleBook, "Getting
Started with PeopleSoft Enterprise Sales."
Order Capture See PeopleSoft Enterprise CRM 9.1 Order Capture

Applications PeopleBook, " Getting Started with
PeopleSoft Enterprise CRM Order Capture Applications.”
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Business Process

Reference

Order Capture Self-Service

See PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, "PeopleSoft Order Capture Self
Service."

Contact Center for High Technology

Thistable displays the business processes targeted by Contact Center for High Technology and provides links

to relevant PeopleBooks:

Business Process

Reference

Support

See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, "Getting Started with
PeopleSoft Enterprise CRM Call Center Applications.”

Support Self-Service

See PeopleSoft Enterprise CRM 9.1 Call Center
Applications PeopleBook, " Self-Service Application.”

FieldService See PeopleSoft Enterprise Integrated FieldService 9.1
PeopleBook, "Getting Started with PeopleSoft Integrated
FieldService."

Quiality See PeopleSoft Enterprise CRM 9.1 Call Center

Applications PeopleBook, " Setting Up PeopleSoft Quality
Management."
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Setting Up Industry-Specific Functionality

This section provides an overview of industry-specific functionality and discusses how to:
»  Set up common industry functionality

»  Set up insurance industry translate values

«  Set up configuration tables for energy and communications

«  Set up communications industry-specific tables

«  Set up online application forms for FNOL

Understanding Industry-Specific Setup

Industry-specific setup consists of three setup steps:

« Corefunctionality required for the industry.

* Requirements common to all industry-specific installations.
» Requirements for your specific industry.

This chapter discusses the setup requirements for industry-specific functionality. The setup requirements for
core functionality are discussed in the appropriate PeopleBooks.

Requirements Applicable to All Industries
This section discusses:
* Rolesand user IDs.
e  Markets
» Industry-specific page setup.
 Industry-specific translate values.
+ Attributes.

« Display templates.
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Roles and User IDs

Chapter 4

PeopleSoft provides several roles with predefined user profiles and permission lists in the demonstration
database. Y ou can use these sample security configurations as they are delivered, or you can modify them to
meet your specific security requirements. The roles and permissions are part of the system data, and the users
are part of the sample data delivered in the demonstration database.

Communications is delivered with four roles:

Role Definition

CSP Admin System administrator role with accessto all functionality.

CSP Agent Agent or customer service representative role with access
to the agent view and customer support functionality.

CSP Self-Service Self-service user with accessto My View.

CSP Partner Representative Communications Partner Representative with access to

Billing Account and Order Capture functionality

Energy is delivered with three roles:

Role

Definition

ENERGY ADMIN

System administrator role with access to all functionality.

ENERGY AGENT

Agent or customer service representative role with access
to the agent view and customer support functionality.

ENERGY SELFSERVICE

Self-service user with accessto My View.

Financial servicesis delivered with three roles:

Role

Definition

FSI Administrator

System administrator role with accessto all functionality.

FSI Agent Agent or customer service representative role with access
to the agent view and customer support functionality.
FSI Self Service Self-service user with accessto My View.

Insurance is delivered with three roles:

Role

Definition

Insurance Administrator

System administrator role with accessto all functionality.

Insurance Agent

Agent or customer service representative role with access
to the agent view and customer support functionality.
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Role Definition

Insurance Self Service Self-service user with accessto My View.

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up Security and User
Preferences,” Predefined Security Roles and Sample Users.

Markets

PeopleSoft CRM industry applications are built on the core applications. Market is an attribute of every
PeopleTools component that is used to enable the system to make components available to only certain
industries. When devel opers add custom features to the copy of a core component that is going to be used for
a specific industry, the component is marked with an industry market setting so that the system knows that
both the component and the added custom features are specific to an industry application.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up General Options.”

Industry-Specific Page Setup

PeopleSoft CRM identifies alist of component pages that are used in both core and industry applications
using the Industry-Specific Page Setup page. Set by market, each page setup definition includes information,
such as the base page, menu name, item name, page name, record, base record, bar name, component name,
page item name, and component interface name of the specified component page. The system uses this page
setup data to facilitate the communication between applications.

Industry-Specific Translate Values

Using industry-specific trandlate pages, you can set up field values for industry use without performing any
devel opment tasks in PeopleSoft Application Designer. As you open a page after the setup, depending on the
market to which this opened page belongs, the industry-specific trandate values (for drop-down list boxes
with declared industry-specific trandate values) appear.

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring Field
Vaues," Maodifying Industry-Specific Trandate Values.

Attributes

Flexible attributes are a mechanism to extend the data model without changing the underlying table structure
in the database. In the PeopleSoft system, objects can be configured to accept attributes. Y ou can define an
unlimited number of attributes for any object that is configured to accept attributes. The financial services,
communications, and energy markets use attribute-enabled objects.

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring
Attributes," Understanding Attributes.
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Display Templates

The introduction of display templates eliminates the need for component cloning. The ideais to make the
look and feel of components entirely configurable using templates, so that they can potentially be used in any
scenario. In the display template framework, only one version of a component exists. This component is a
consolidation of all its variants and it consists of all the parts and pieces that can be manipulated. Each
implementation that wants to present the component in its specific way creates a display template for the
component. Through the display template, you can control the visibility of component pages and fields, alter
section and field labels, apply field-level security and setup options that are available to the component.

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring Display
Templates."

Requirements for Financial Services

This section discusses setl Ds and autonumbering.

Set IDs and Autonumbering

Autonumbering is generally controlled by setID. Certain objects that are not keyed by business unit or setlD
are hard-coded to use rules that are set up under the SHARE or NONE setlDs.

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up General Options,”
Automatic Numbering.

Requirements for Insurance

Y ou can build web application forms for FNOL using form templates and configure them to meet your
business needs.

See Chapter 18, "Working with Salf Service Transactions for Insurance," Reporting an FNOL, page 195.

Requirements for Communications

20

This section discusses:

» Call center business unit setup.
» Label change.

«  Service management.

Call Center Business Unit Setup for Communications

When setting up business units and setlDs for communications, consider that the minimum requirement for
your setup is one setl D with two business units, if you use fraud. If you do not use the fraud functionality,
then one business unit is adequate.

Before you can set case defaults for call center for communications, you must set up the default valuesin the
appropriate call center prompt table.
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Note. Communications has a fraud business project that is instantiated when a case with the type of Fraud is
submitted. This functionality relies on call center applications events for business projects, which are
delivered as disabled. To enable the Fraud business project, the call center events must be enabled.

See PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Defining Call Center Business
Units and Display Template Options."
Order Capture for Communications

When you prepare Order Capture for communications, consider:

»  The RO_COM application classinitiates the codes.

» Select Use Accounts to ensure that the entire communication Order Capture component is visible.

« The COM_PRICE pricelist ID sets up the ability to have recurring costs.
This automatically links each new customer with apricelist.

« Order Capture supports business event logic, in the form of application class sets. These events are used
out-of-the-box in the communications industry.

Label Change

The label change utility enables you to perform minor layout changes to core component pages for
application-specific (core or industry alike) implementation without having to clone the associated
components and pages. From the components that are modified to support the utility, you can change field
labels, hide fields and pages, and switch the mode of pages to display-only. The label change utility does not
work on pages that are not enabled to support the feature.

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring Field
Values," Understanding the Label Change Utility.
Service Management

Service management provides the infrastructure to flow the submitted orders through to the appropriate
operations support system applications for provisioning and activation using product actions and product-
specific business projects.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Peopl eSoft
Service Management."

Requirements for Energy

This section discusses installed services used for energy related industries.

Installed Services

The service management functionality provides the interface for the customer service representative (CSR) as
well as the self-service user to initiate changes such as addition, replacement, or removal of featuresto an
existing service. It also provides the interface to perform changes at the service level, such as disconnect
service, suspend, and resume service.
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Installed services represent physical assets such as electric meters and gas meters. These assets may be owned
by the customer or the utility company. In addition, installed services can be associated with a site that is not
attached to a customer. For example, a utility company installs assets (gas and electric meters) at a new
housing development. Since the new homes have not been sold, there are no customers associated with the
site or with the assets.

Using service points, you can define the actual service provided at the premise and the physical location of
the equipment (asset) that controls the service. For example, the main power switch to a building constitutes a
service point. However, you can only associate one service with a service point. For example, the electrical
power switch outside aresidential home can be associated with one service even if the switch is also used for
commercia service.

Order Capture provides the functionality to automatically update an installed service record when the order
capture process takes place, which is achieved by the three business project templates delivered in energy for
Order Capture: ENRGY_START_SVC,ENRGY_STOP_SVC, and ENRGY_TRSFR_SVC.

Different capture types use different filters on the installed product record. For example, the start service and
stop service templates require that all installed products active at a site be made available for the transaction.
Similarly, the transfer service requires al installed products active at the current site and are eligible to be
transferred to the new site, be made available for the transaction.

Installed services are used to set up a hierarchy between service and its service features for product packages.
Having a well-defined relationship between service and service featuresis significant for service management
because it dictates what features are available for a particular service. This parent - child structure is viewable
through the Installed Product Hierarchy.

Installed service records display account information (captured during the order capture process) and pricing
information (unit price & non-recurring pricing) used for the installed services. Y ou can also view product
attributes in the records, if attributes have been specified to display in the Installed Service component.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Peopl eSoft
Service Management."

See PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Tracking Installed
Products."

Setting Up Common Industry Functionality

22

This section discusses how to:
«  Set up industry-specific pages.

»  Set up industry-specific trandlate values.
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Pages Used to Set Up Common Industry Functionality

Page Name Definition Name Navigation Usage
Industry-Specific Page RB_MKT_PAGE Set Up CRM, Product View alist of component
Setup Related, Industry, Industry- | pagesthat are used in the
Specific Page Setup, industry applications.
Industry-Specific Page
Setup
RB_MKT_XLAT Set Up CRM, Product View or modify alist of

Industry-Specific Trandates

Related, Industry, Industry-
Specific Trandates,
Industry-Specific Trandlates

translate values that are
used in the industry
applications.

Setting Up Industry-Specific Pages

Access the Industry-Specific Page Setup page (Set Up CRM, Product Related, Industry, Industry Specific
Page Setup, Industry Specific Page Setup).

Industry Specific Page Setup

Market Fin Svcs Base Menu RE_DEFINE_PRODUCTS
Base Menu Bar USE Base Item FROD_GROUF_TBL

Base Page FROD_GROUP_TEBL

*Base Page |FROD_GROUP_TEL OJ Base Record [FROD_GROUP_TEL OJ
*Menu Name |REF_PRODUCTS @, *Bar Name USE @,
*Itemn Name |PROD_GROUF_TEL @, Component Name PROD_GROUP_TEL
*Page Name |[REFFROD_GROUP_TEL @, Page Item Name RBFPROD_GROUP_TBL

Record |FROD_GROUP_TBL OJ Component Interface Name [REF_FROD_GROUF_CI OJ

Industry-Specific Page Setup page

Set by market, each page setup definition includes information, such as the base page, menu name, item
name, page name, record, base record, bar name, component name, page item name, and component interface
name of the specified component page. The system uses this page setup data to facilitate the communication
between applications.

Note. Do not modify the information delivered on the Industry-Specific Page Setup page unless you are
customizing PeopleSoft CRM. Customizing requires you to update several values (such as the component
interface name) on this page.
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Access the Industry-Specific Translates page (Set Up CRM, Product Related, Industry, Industry-Specific
Trandates, Industry-Specific Trand ates).

Market Fin Svcs

*Field Value *Effective Date
BB 01/01/1900
BK 01/01/1900
IM 0150171900
LO 010171900
MG 01/01/1900
FB 01/01/1900
WM 01/01/1900

Industry-Specific Translates

Field Name FSI_SERVICE_TYFPE

*Status
Active |=
Active |=
Active |=
Active |=
Active |=

Active |*

EARK

Active |*

*Long Name

Length 2

=]

B 4]

#Short Name

3

Business Banking Bus Bank ﬂ ﬂ
Banking Banking ﬂ ﬂ
Insurance Insurance ﬂ ﬂ
Loan Service Laan [+]|[=]
Maortgage Mortgage ﬂ ﬂ
Personal Banking Fers Bank [+]|[=]
Wealth Management Wilth Mgt [+]|[=]

Industry-Specific Translates page

Using industry-specific translate pages you can set up field values for industry use.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Business Units

and TableSet Controls."

Setting Up Insurance Industry Translate Values

This section discusses how to set up insurance industry translate values.

Page Used to Set Up Insurance Industry Translate Values

24

Page Name

Definition Name

Navigation

Usage

Insurance Trandlate Values

RBI_XLAT_VALUE

Set Up CRM, Product

Related, Financia Services,
Insurance Trandlate Values,
Insurance Trandlate Values

View and create trandlate
values for insurance-rel ated
fields.
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Setting Up Insurance Industry Translate Values

Access the Insurance Translate Values page (Set Up CRM, Product Related, Financial Services, Insurance
Trangdlate Values, Insurance Trandate Values).

Insurance Translate Values
Field Name POLICY STATUS Length 13
B 4] ]

*Effective Date *Field Value *Status *Long Name *Short Name
01/01/1900 EJ ISSUED I-'-'\cti'-;e vI Palicy is izsued and available for char  [Issued ﬂ ﬂ
01/01/1900 EJ MOTQUOTEDNOTE I-'—'\cti'-;e vI Folicy 1= not in force not inforc ﬂ ﬂ
01/01/1900 @ QUOTEDAWAITIM I-'-"cti'-;e vI Has been rated, quoted & iz awaiting | [Awaiting R ﬂ ﬂ
01/01/1900 EJ QUOTEDNOTBOUI I.-'-'lcti'-;e vI Submiszsion has been quoted, but is r |[Submizsion ﬂ j
01/01/1900 |3 |[REX [Active =] [Non-Renew Non-Renew [+]|[=]
01/01/1900 [ |[xLC [Active =] |[Cancel Cancel [+]|[=]
* Required Field

Insurance Translate Values page

Effective Date Enter the date on which you want this value to take effect. The default is today's

date. If you want the effective date to predate all rows on your database, enter
01011900 (January 1, 1900).

Field Value Enter the trandate value for the field. The number of characters entered in this
field cannot exceed the number specified in the Length field.

Status Select Active. When avalue for afield becomes obsolete, select Inactive rather
than deleting it. Deactivating a value enables fields in the database that still
contain the value to use the correct long and short names. If you delete an
obsolete code from the Trand ate table and you still have recordsin the database
that contain that value, you must change all of those valuesto active values.

Long Name Enter up to 30 characters. Field values are sorted by their long names at run time
and appear in the system in ascending order. For example, if the long names
entered for the three field values are Activated,Suspended, and Disconnected,
they appear in the corresponding drop-down list box in this order: Activated,
Disconnected, and Suspended.

Short Name Enter up to 10 characters.
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See Also

Chapter 4

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Business Units and
TableSet Controls,” Defining Business Units and TableSet Controls

Setting Up Online Application Forms for FNOL

Y ou can build web application forms for FNOL using form templates and configure them to meet your

business needs.

This section discusses how to set up online application forms.

Pages Used to Set Up Online Application Forms

Page Name

Definition Name

Navigation

Usage

Application Form

RBF_APPFORM_SETUP

Set Up CRM, Common
Definitions, Process
Automation, Application
Form, Application Form

Set up online application
forms.

Page Toolbar Detall

RBF_APPFORM_SETUP

Select the Page Toolbar
Detail tab on the
Application Form page.

Configure the toolbar.

Page Event Detail

RBF_APPFORM_SETUP

Select the Page Event Detail
tab on the Application Form

page

Trigger events when the
application pages load and
unload.

Definitions, Process
Automation, Application
Form, Application Form,
Related Products

Audit Detall RBF_APPFORM_SETUP Select the Audit Detail tab | View ahistory of
on the Application Form application form changes.
page

Related Products RBF_APPFORM_PROD Set Up CRM, Common Displays all products using

the application form.

Setting Up Online Application Forms

Access the Application Form page (Set Up CRM, Common Definitions, Process Automation, Application

Form, Application Form).

26
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Application Form " Related Products N

“SeﬂD|F5101 @, Form Title |Generic Online Application

Description |4 generic Online Application \El

Application Form Templates Eind | view All  First

Page Navigation Setup Information

Effective Date [12/18/2001 B Node Name | v/
*Menu Name |[REF_MANAGE_APPFORM @, *Menu Bar Name [COMMON @,
*Item Name RBF_COMMON_APPFORM @, Page Name [REF_COMM_APPLICANT @,

Form Load EventlBC_LOADFORM Q@ Form Submit El.rent| %

1-50f 5

ST
Customize | Find | vizw all | El | B8 First

RN S Page Toolbar Detail || Page EventDetail || AuditDetal | [F==¥

Navigation Page  *Sequence *Page Name *Page Title
| 10/ [RBF_COMM_APPLICANT @, [About You E|
O | 12| [RBF_COMM_COAPPL @, [About Your Co-Applicant =]
O | 13/ |REF_COMM_cCOM @, |About Your Company E|
| 20/ [RBF_COMM_CONTACT @, |[Contact Information (=
| 30 [RBF_EMPLOY @, |[Employment Information =

Madified 01/07/2002 4:47AM PST FSISYSTEM  Test Application Form |

Non-Data Derived Records Information Customize | Eind | view all | B | 3§ Firet
" Non-Data Derived Records TN L

Derived Record Name Record Description

1of1

Last

[F=2K

@, (+]|[=]

Modified 01/25/2002 5:25PM PST FSISYSTEM

Application Form page

SetID

Form

Descr

Select the setID that will have access to the application form.
Title Enter the application title to be used when the application form is processed.
iption Enter the application form usage and any specifications.

Usethefieldsin the Application Form Templates group box to set up the template that you will use for the
application form.

Effective Date Displays the application form effective date.
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Node Name Select the node in which the application form is processed. This functionality is
not supported for thisrelease.

Menu Name Specify the menu where the application form component is added.

Menu Bar Name Specify the menu bar name where the application form component is added.

Item Name Specify the item name where the application form component is added.

Page Name Specify the first page to appear when the application form is processed.

Form Load Event Specify the action set to be triggered when the application form is processed. For

example, this could be afunction call to pre-fill information.

Form Submit Event Specify the action set to be triggered when the Submit button is clicked.

Use the fields in the Page Navigation Setup Information group box to set up the navigation within the

application.

Navigation Page Select or clear to specify if this page is navigable or not.
Sequence Enter the order of the navigable pages.

Page Name Specify the page to appear.

Page Title Enter thetitle to appear when the page is |oaded.

Test Application Form  Click to preview the form.

Usethefieldsin the Non-Data Derived Records Information group box to specify records, such as links that
the system will not process.

Derived Record Name  Specify any records that are not used as data records—that is, any records that
the system will not process. Thisinformation results in performance
improvement.

Page Toolbar Detail

Select the Application Form page: Page Toolbar Detail tab (select the Page Toolbar Detail tab on the
Application Form page).
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Page Navigation Setup Information iz |y First 4] 1-5of 5 o Last
Page Navigation Detail Page Toolbar Detail Page Event Detail Audit Detail
Toolbar Ttem Sequence  Page Name Toolbar Ttem Label

10 RBF_COMM_APPLICANT |Personal (=]
O 12 REF_COMM_COAPPL | | =]
O 13 REF_COMM_COM | =
20 REF_COMM_CONTACT [Contact | =]
30 RBF_EMPLOY [Employment | (=

Modified 01/07/2002 4:47AM PST FSISYSTEM Test Application Form

Application Form page: Page Toolbar Detail tab

Toolbar Item Select the check box, if the page is accessible from the toolbar.
Toolbar Item Label Enter the toolbar title that appears as the link's tooltip for the page. When the user

moves the mouse on the link, the name appears. When the user clicks the link,
the system loads the related page.

Page Event Detail

Select the Application Form page: Page Event Detail tab (select the Page Event Detail tab on the Application

Form page).
Page Navigation Setup Information iz ; I T ( T b
Page Navigation Detail || Page Toolbar Detail Audit Detail
Sequence  Page Name *Page Load Event *Page Exit Event
10 REF_COMM_APPLICANT | @, | @, +] [=]
12 REF_COMM_COAFPL | @, | @, [+]|[=]
13 RBF_COMM_COM | @, | @, [+]|[=]
20 REF_COMM_CONTACT |Dialing problem salution @, | @, +] =]
30 RBF_EMPLOY | @ | @ [+ [=]
Modified D1/07/2002 4:47AM PST FSISYSTEM Test Application Form
Application Form page: Page Event Detail tab
Page L oad Event Specify the action set that is triggered when the page is loaded and before the

page appears. For example, you might transfer data from one page to another.

Page Exit Event Specify the action set that is triggered before the page is unloaded. For example,
you might validate data on the current page before moving to the next page.
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Viewing Related Products

Access the Related Products page (Set Up CRM, Common Definitions, Process Automation, Application
Form, Application Form, Related Products).

Application Form

SetID FSI01 Form Title Generic Online Application

L Kl ]
Description Channel
= Auto Loan All Channels
ﬁ Fremium Package All Channels
ﬁ Fremium Savings Account All Channels
ﬁ 529 College Savings Flan All Channels
ﬂ Retirement Planning All Channels
ﬁ College Savings Flanning All Channels
ﬁ Estate Flanning All Channels
Modified 01/25/2002 5:25PM PST FSISYSTEM

Related Products page

View alist of al products using the application form.
See Also

Chapter 18, "Working with Self Service Transactions for Insurance," Reporting an FNOL , page 195

Setting Up Configuration Tables for Energy and Communications

When setting up the Configuration table for communications, consider:

« The Communications Configuration table establishes configuration parameters for your system.
» The Configuration table is delivered with default values and is maintained by PeopleSoft.

« The Configuration tableis based on setID.

When setting up the Configuration table for energy, RBT_CONFIG_TBL, consider the following:

30 Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 4 Setting Up Industry-Specific Functionality

» The Energy Configuration table establishes configuration parameters.

» The Configuration tableis delivered with default values and is maintained by PeopleSoft.
« The Configuration tableis based on setID.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Understanding
Configuration Tools"

Pages Used to Set Up the Configuration Table for Energy or Communications

Page Name Definition Name Navigation Usage

Communications Setup RBT_CONFIG_PG Set Up CRM, Product Set up the configuration
Related, Communications, | parametersfor the
Communications Setup, communications industry.

Communications Setup

Energy Setup RBT_CONFIG_PG Set Up CRM, Product Set up the configuration
Related, Energy, Energy parameters for the energy
Setup, Energy Setup industry.

Setting Up the Communications or Energy Configuration Table
Access the Communications (or Energy) Setup page (Set Up CRM, Product Related, Communications,

Communications Setup, Communications Setup or Set Up CRM, Product Related, Energy, Energy Setup,
Energy Setup).
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Communications Setup

SetID ComMol

d 341 0f a1 U Losc

£Name #*\alue Description

AGETIMEBUS |20 [Number Aging time for Bus Cust ] 2
AGETIMEIND [180 [Number Aging time for Ind Cust [+] 3
BILLSYSTEM |PORTAL |Billing System for Telco [+]
FFMSYSTEM |PsFT [Fulfillment System (+]
FRAUDBU |FRAUD |Business Unit for Fraud [+]
FRAUDPG |FRAUD |Fraud Provider Group [+]
INTEGRATBILL loN |Billing Integration ON/OFF [+]
MAKNUMLISTWAL |25 [Max Numbers to show in assign [+] 2

Copy Configuration to New SetID

Communications Setup page

Note. The setup page for energy is similar to the communications page.

Copy Configurationto  Create an identical setup for anew setlD.
New SetlD

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Understanding
Configuration Tools"

Setting Up Communications Industry-Specific Tables

This section provides an overview of call center and order capture business unit setup for communications
and discusses how to:

»  Set up call center business units.

»  Set up Order Capture business units.
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Understanding Call Center Business Unit Setup for Communications

When setting up business units and setl Ds for communications, consider that the minimum requirement for
your setup is one setl D with two business units, if you use fraud. If you do not use the fraud functionality,
then one business unit is adequate.

The communications solution has a fraud business project that is instantiated when a case with the type of

Fraud is submitted. This functionality relies on call center applications events for business projects, which are

delivered as disabled. To enable the Fraud business project, call center events must be enabled.

Setting Up Case Creation for Self-Service Users

This setup is necessary to enable self-service usersto create cases successfully:

1. Defineacall center business unit, options, and the case defaults for the Self Service Case components.
The business unit is used by both internal and external users.

2. Define user preferences for the self-service user.

Make sure the self-service user belongs to the communications market and has a default business unit and
setID.

3. Associate the person with the user profile.

Users that are created by using the self-service registration functionality inherit the setup as described in steps
2 and 3 automatically, provided that the correct guest user is used for the purpose. As seed data, PeopleSoft
provides the guest user with operator ID GUESTCOMM for this purpose. Usersthat are created by the guest
user GUESTCOMM have the PeopleTools role of CSP Self-Service, which enables them to perform self-
service transactions.

See Also

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Defining Call Center Business Units
and Display Template Options,” Defining Call Center Business Units

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Configuring Self-Service
Applications,” Understanding PeopleSoft Call Center's Self-Service Application Configuration

Understanding Order Capture for Communications
When you prepare Order Capture for communications, consider:
+ The RO_COM application classinitiates the codes.
» Select Use Accounts to ensure that the entire Communication Order Capture component is visible.
« TheCOM_PRICE pricelist ID sets up the ability to have recurring costs.

This automatically links each new customer with aprice list.
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See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Defining Order Capture
Business Units," Defining Order Capture Business Units.

Pages Used to Set Up Communications Industry-Specific Tables

34

Order Capture Definition

Related, Order Capture
Definition, Order Capture
Definition

Page Name Definition Name Navigation Usage
Call Center BU BUS UNIT_RC1 Set Up CRM, Business Unit | Set up business units that
Related, Call Center are specific to the
Definition, Call Center BU | communications call center.
BUS UNIT_RO1 Set Up CRM, Business Unit | Set up Order Capture

business units for
communications.
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Setting Up Business Objects

This chapter provides an overview of the business objects used in industry-specific applications and discusses
how to:

»  Set up companies.
«  Set up partnerships and alternate capacities.
»  Set up households.

Understanding Business Objects

This section lists prerequisites and discusses:

« Core application business objects.
» Business objectsin PeopleSoft industry-specific applications.

» Rolesand relationships.

Core Application Business Objects

PeopleSoft delivers these core application business objects:

+  Company
* Person

+ Consumer
» Contact

- Site

For complete details about the setup and management of core application business objects, refer to PeopleSoft
Enterprise CRM 9.1 Business Object Management PeopleBook

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Business Object
Management Basics'; PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Data
Management for Organization Business Objects" and PeopleSoft Enterprise CRM 9.1 Business Object
Management PeopleBook, "Data Management for Individual Business Objects.”
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Business Objects for Industry-Specific Applications

This section discusses the business objects used by PeopleSoft industry-specific applications.

Company

A Company is an organization that does business with your organization. The company may or may not have
been sold a product by your organization. Companies are represented by a business object type of
Organization and arole type of Company.

If acompany is set up for the financial services industries, you can store additional information on financial
accounts related to the company.

Partnership

A Partnership is atype of unincorporated business organization composed of multiple individuals called
general partners. A partnership does business with your organization and may or may not have been sold a
product. Partnerships are represented by a business object type of Organization and arole type of
Partnership. TheroletypeID is 30.

A record for each partnership that you do business with is created in the Partnership table (RBF_PARTSHP).
Because partnerships participate in business transactions, a record for the partnership is also created in the
Business Contact table (BC), which enables records to be defined for the partnership.

Note. Partnership is designed specifically for financial serviceindustries, such as banking or insurance. The
partnership business object is not the same as the partner functionality that is available when you licence
PeopleSoft Partner Relationship Management.

See PeopleSoft Enterprise Partner Relationship Management 9.1 PeopleBook, "Understanding Peopl eSoft
Partner Relationship Management.”

Alternate Capacity

An alternate capacity is any type of non-legal entity, such as an association or company baseball team. An
aternate capacity does business with your organization and may or may not have been sold a product.
Alternate capacities are represented by a business object type of Organization and arole type of Alternate
Capacity. Theroletype ID is 31.

A record for each alternate capacity that you do business with is created in the Alternate Capacity table
(RBF_ALT_CAP). Because aternate capacities participate in business transactions, arecord for the alternate
capacity is aso created in the Business Contact table (BC), which enables records to be defined for the
alternate capacity.

Note. Alternate Capacity is designed specifically for financial serviceindustries, such as banking or
insurance.
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Household

A Household is an association of related persons (consumers). Every client isan individual person

(consumer) in the system. Household is arelationship category. Household relationships are established in the
Relationship tab of the Client component. A household is an organization business object which extends the
Organization class of the revised Business Object Relationship Model and Customer Data Model Application
Class Hierarchy. Households are represented by a business object type of Organization and arole type of
Household. TheroletypeID is 68.

Note. Household is designed specifically for Wealth Management functionality.

See PeopleSoft Enterprise Client Management 9.1 PeopleBook, "Working with Wealth Management,”
Understanding Household Relationships.

Roles and Relationships
This section discusses roles and relationships in PeopleSoft industry-specific applications.

» Roles define the customer's relationship to your company.

For example, a customer may be an account owner, a beneficiary, an agent, or a broker. One customer
may have multiple roles. An account owner might be the beneficiary on another policy.

» Relationships further define the customer.

Relationships can define how one customer isrelated to another. For example, you may want to define
how a beneficiary isrelated to the insured. Relationships a so define how customers are related to
financial accounts. A customer may be the owner of an account or the beneficiary of an account.

Y ou can add roles and relationships to meet your business needs.
See Also

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Control Values for
Business Objects," Defining Role Types and Role Categories

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Control Values for
Business Objects," Defining Relationship Types and Relationship Categories

Prerequisites

The industry-specific customer data model is based on core PeopleSoft CRM functionality. It is highly
recommended that you review the following documentation before implementing the customer data mode!:
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Process Details More Information
Understanding business object Business object relationship See PeopleSoft Enterprise CRM 9.1
management model components. Business Object Management

PeopleBook, "Understanding
+  Integration with other systems. Business Object Relationship
Model Components.”

e Control values.

* Relationship viewer.

* Business object directory
searches.

e Quick Create.

Setting up core business objects «  Company. See PeopleSoft Enterprise CRM 9.1
Business Object Management
e Person PeopleBook, "Understanding
Business Object Relationship
e Consumer. Model Components'; Peopl eSoft
Enterprise CRM 9.1 Business
» Contact. Object Management PeopleBook,
_ "Defining Control Values for
¢ Site Business Objects'; PeopleSoft
) ) Enterprise CRM 9.1 Business
*  Ad hoc business objects. Object Management PeopleBook,

"Defining Site Business Objects’
and PeopleSoft Enterprise CRM 9.1
Business Object Management
PeopleBook, "Defining Ad Hoc

Business Objects.”
Setting up details for business « Nameinformation. See PeopleSoft Enterprise CRM 9.1
objects Business Object Management
«  Contact information. PeopleBook, "Defining Name and

Address Information for Business
Objects’; PeopleSoft Enterprise
CRM 9.1 Business Object
Management PeopleBook,
"Defining Control Valuesfor
Business Objects," Setting Up
Contact Methods and PeopleSoft
Enterprise CRM 9.1 Business
Object Management PeopleBook,
"Defining Company Business
Objects," Defining Company
Contacts.

Setting Up Companies

This section discusses how to:
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» Define company general information.

« View and maintain contracts.

« View company financial accounts.

Pages Used to Set Up Companies

Setting Up Business Objects

Page Name

Definition Name

Navigation

Usage

Company - Summary

RDF_COMPANY_MAIN_2

Customers CRM, Search
Company, Company,
Summary

Customers CRM, Add
Company, Company,
Summary

View and define primary
information about the
company.

Company - Contracts

RDFCOMPANY_ACNT

Customers CRM, Search
Company, Company,
Contracts

Customers CRM, Add
Company, Company,
Summary

View and maintain
contracts associated with
the company.

Company - Financial
Accounts

RDFCOMPANY_ACCT

Customers CRM, Search
Company, Company,
Financial Accounts

Customers CRM, Add
Company, Company,
Summary

View financial accounts
associated with the
company.

Viewing Summary Company Information

Access the Company - Summary page (Customers CRM, Search Company, Company, Summary).
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Company

| &Hiz60-Degree View | ® Search | Hiprevious | EiNext | F Add Company | Persocnalize
Customer Jordan Enterprises Location New York, NY, USA
Contact Kevin Jordan Job Title

Phone 555 555 1213 Email kevinrepresentative@kevinrepresentative.net

Summary ’ﬁccountIeam \’Ta.si_cs VCalIBeports ”Einancialﬁccounts \’Elillingﬂ.ccounts Vantrac:ts b E)

Summary | Details |

Purchasing Info | Tax Exempt Certificate

Company Info Primary Contact

Company Name Jordan Enterprises Mame Kevin Jordan

Address 150 East 58th Street, New York, NY, Title
10155, USA dd
Phone 555 5551200 Address t;ilst Street, East Rutherford, N1, 45678,
Fax Phone 555 555 1213
Email Fax
Web URL http://www.peoplesoft.com Email kevinrepresentative@kevinrepresentative.net]
Details Details

Company - Details page (1 of 2)

Customer Type Taxpayer ID 0587123345

Location Type
Year Started
SetID

FSI01

Partner Mo [ Add Fartner Dats

Business Equity Symbol
Industry Legal Structure
Country Employee Total

Parent Company
Year Incorporated

Company ID

200004
Corporate Hierarchy

Details

Customer Status Active
Customer Since 11/08/2001

Status Date
Segment Code

11/08/2001

Medium

w Financial Summary

Fiscal Year End Equity Symbol
Currency Code Exchange
Revenue Market Cap

Net Income Stock Price
Credit Rating Quote Date

Details

Company - Details page (2 of 2)
Explanations of these fields are provided in the PeopleSoft Enterprise CRM 9.1 Business Object Management
PeopleBook.

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Company Business
Objects.”

Maintaining General Company Information

40

Access the Company - Details page (click the Details link on the Company page).
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Company

360-Deqree View | ® Search |

Customer lordan Enterprises
Contact Kevin Jordan
Phone 555 555 1213

Bi Previous |

Binext | E Add Company | Personalize

Location New York, NY, USA
Job Title
Email kevinreprezentative@kevinreprezentative.net

Summary " Account Team ATe Tasks  call Repors

Details | Purchasing Info

Summary |

w Company Details

Sy . -
Financial Accounts

*Company |J ordan Enterprises

Countr\rl

Incorporated In |

5P

DUNS Number |

Dwnershipl

Legal Structure I

Customer Typel

K1 N Kl

Business|

Website URL |http:ﬂwww.peupl&suf‘t. com

[example: http:/wew.peoplesoft.com)
- Minority Owned
Partner No [H Add Partner Data

Corporate Hierarchy

" Billing Accounts || Contracts | [

| Tax Exempt Certificate

Maore Mames

Taxpayer ID |098?123 345

Location Typel ;I

Employee Total |

Parent Company| %

Year Started |

Year Incorporated |

*SetID | FS101 =

*Company ID |200004
Frivacy [ pg Not Contact
" Do Not Email
" Do Not call
" Do Not Mail

Company - Details page (1 of 3)
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Contact Info Entries

*Description |E"“5i ness

S Cﬂ"" Number Ext/PIN
|Business =] | |555 5551200 |

|Ce|lu|ar LI | | |

| Fax = | | I

[Pager =] | | |
T ——
*Typa Email Address

|Business x| |

|D‘ther LI |

More...

Address

QA Look up Address
*Type | Business =]
*Country | United States =l
Address 1 |150 East 58th Street

Address 2|

Address 3 |
City |New York

Count\rl
State [MNY 2 New York

Postal |1C'155

Set Display

*Customer Status IActive ;I
Status Date 11/08/2001

Customer Since 11/08/2001

Segment Code [Medium Q@
Registration I LI
Credit Scorel 22

Estimated Valuel 10009500.000
Spoken Languagel ;I
Verified Byl

Secret Password |

Credit Rating \"alue|

Credit Score Date|

Status and Currency Data

*Currency Code|U5D

*Currency Type |CRRNT

@,
@,

Assessment Gold

Type Company

Risk Grade|
¥ Do Not Share Information

Verified Date|

VAT Typ-e|

&
@,

Company - Details page (2 of 3)
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+ Financial Details

Fiscal Year Em:|:| | Statement Date| E

Currem:',!l % Statement Ind I ;I
Revenue Cudel Auditnr|

Annual Revenuel Audit Indicaturl ;I
Net Im:umel Exchange|
Total ﬁssetsl Equity Symbol |
Total Liabilities | Market Cap |
Acct Recei\rahlel Stock Price|

Acct Pavablel Quote Date| [
Net Worth | Credit Rating |

Primary Industrvl % Secondary Industryr| %
@,

SIC Type| @, SIC Code |

w Other Industry Classifications
Mo industry classifications have been added

| Add Industry Classification

+ Industry Classifications

Purchasing Options

¥ sold To Customer This company can makes purchases,
¥ Bill To Customer This cempany can receive bills,

Tl Ship To Customer This company can receive shipments,

Company - Details page (3 of 3)

Explanations of these fields are provided in the PeopleSoft Enterprise CRM 9.1 Business Object Management

PeopleBook.

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Company Business

Objects," Defining Company Information.

ng Company Financial Accounts

Access the Company - Financial Accounts page (Customers CRM, Search Company, Company, Financial
Accounts).
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Company

| IEE:I:BED—ree view | ® Search | BEiPrevious | Einext | E Add Company | >>

Customer Jordan Enterprises Location New York, NY, USA
Contact Kevin Jordan Job Title
Phone 555 555 1213 Email kevinrepresentative@kevinrepresentative.net

Summary Account Team Tasks Call Reporis Financial Accounts Billing Accounts Contracts [»

Financial Accounts ; ; - 1 [FESFSY » T
Account Number Account Type Nickname Status
W= soo1s Credit SMALL BUSINESS LOAN Cpen
ﬂ 50019 Checking JORDAN ENTERPRISES Cpen
%= 50021 Checking BUSINESS ACCOUNT Cpen

Company - Financial Accounts page

The system displays the accounts or policies associated with the company. Click the transfer button in the
account row to view and update the account record.

See Also

Chapter 16, "Working with Financial Accounts,”" page 165

Setting Up and Maintaining Partnerships and Alternate Capacities

This section provides an overview of the set up and maintenance of partnerships and alternate capacities and
discusses: the setup for partnerships and alternate capacities.

» Viewing and maintaining general information
« Viewing financial accounts

« Viewing contracts

» Viewing and maintaining notes

» Viewing and maintaining contacts

« Maintaining relationships

Understanding Set Up and Maintenance for Partnerships and Alternate
Capacities

44

The set up and maintenance pages for partnerships and aternate capacities are essentially the same. In this
section, any differences are noted in the field descriptions. All pages displayed are from the partnership
component.
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Pages Used to Set Up and Maintain Partnerships and Alternate Capacities
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Page Name

Definition Name

Navigation

Usage

Partnership

RBF_PARTSHP 2

Customers CRM, Search
Partnership, Partnership

View and maintain name,
profile, and contact
information for a
partnership.

Partnership - Financial
Accounts

RBF_PARTSHP_ACCT

Customers CRM, Search
Partnership, Partnership,
Financial Accounts

View financial accounts
associated with the
partnership.

Partnership - Contracts

RBF_PARTSHP_ACNT

Customers CRM, Search
Partnership, Partnership,
Contracts

View contracts associated
with the partnership.

Partnership - Notes

RBF_PARTSHP_NOTE_2

Customers CRM, Search
Partnership, Partnership,
Notes

View and maintain notes
and attachments associated
with the partnership. This
page uses core PeopleSoft
CRM functionality.

Partnership - Contact Info

RBF_PRTSHP_CNTCT_2

Customers CRM, Search
Partnership, Partnership,
Contacts

View and maintain contacts
associated with the
partnership. This page uses
core PeopleSoft CRM
functionality.

Partnership - Relationships

RBF_PARTSHP_REL

Customers CRM, Search
Partnership, Partnership,
Relationships

View and maintain
relationships associated
with the partnership. This
page uses core PeopleSoft
CRM functionality.

Alternate Capacity

RBF_ALTCAP_MAIN_2

Customers CRM, Search
Alternate Capacity,
Alternate Capacity

View and maintain name,
profile, and contact
information for an alternate

capacity.

Alternate Capacity -
Financial Accounts

RBF_ALTCAP_ACCT

Customers CRM, Search
Alternate Capacity,
Alternate Capacity,
Financial Accounts

View and maintain financial
accounts associated with the
alternate capacity.

Alternate Capacity -
Contracts

RBF_ALTCAP_ACNT

Customers CRM, Search
Alternate Capacity,
Alternate Capacity,
Contracts

View and maintain
contracts associated with
the alternate capacity.
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Page Name

Definition Name

Navigation

Usage

Alternate Capacity - Notes

RBF_ALTCAP_NOTE 2

Customers CRM, Search
Alternate Capacity,
Alternate Capacity, Notes

View and maintain notes
and attachments associated
with the alternate capacity.
This page uses core
PeopleSoft CRM
functionality.

Alternate Capacity -
Contact Info

RBF_ALTCAP_CNTCT_2

Customers CRM, Search
Alternate Capacity,
Alternate Capacity, Contact
Info

View and maintain contacts
associated with the dternate
capacity. This page uses
core PeopleSoft CRM
functionality.

Alternate Capacity -
Relationships

RBF_ALTCAP REL

Customers CRM, Search
Alternate Capacity,
Alternate Capacity,
Relationships

View and maintain
relationships associated
with the alternate capacity.
This page uses core
PeopleSoft CRM
functionality.

Viewing and Maintaining General Information

46

Access the Partnership page (Customers CRM, Search Partnership, Partnership).

Partnership

Partnership

Primary | Name

Financial Accounts

Mame Lopez and Lee LLF

Contracts Motes Contact Info

*TIN Tvpel Federal Employer 1D

Legal Furml

Businessl

Revenuel

Employee Total |

Website URL |

Industry II]|

| ® Search | £ Add Partnership | i Add to My Contacts |

Personalize

Partnership ID 200001

Relationships

*Tax ID

(102003000

Chamber of Cummerce|EIDEIDDEIDDEIDEIDDEIDDEID

Revenue Generated |

Equity Symbnl|

*getID |FSI101

Location Type |

&l 2

Privacy [T pg Not Contact
" Do Not Email
" Do Not call
" Do Not Mail

Partnership page (1 of 2)
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Status and Currency Data

*Customer Status I Active LI *Currency |USD Q@.

Status Date 11/08/2001 *Currency T1,r|JE|CRRNT Q
Customer Since 11/08/2001 Credit Rating Valuel

Segment Code MED @, Assessment Gold T ir e
Status Registratiuan’rDSIJECt LI Type FPartnership

Credit 5cure| Credit Score Datel E‘J

Estimated Life Value| Risk Gradel
Spoken Languagel LI ¥ Do Mot Share Information
verified By| verified Date | [
Secret Password | VAT Tvr.lel @,

Contact Info Entries

*Description |Bu5ir|ess More...
L S ——
Country

e ﬁ Humber =l Q Lock up Address
|Business x| | |555 5551217 | *Type | Business =]
[ceular =] | | *Country | United States =]
[ax = | | Address 1 4910 Kea Lane

Address 2|
IPager ;I | | Address 3|
| ———. City [0akland
*Type Email Address County |
|Bu5ine55 =l | State [CA @, california

Postal |92040
IDther ;l | osta
Set Display

Partnership page (2 of 2)

Profile Information

Use this page region to enter descriptive information about the partnership.

TIN Type (taxpayer
identification number
type)

Taxpayer |dentification
Number

Legal Form

Business(Partnership
only)

Chamber of Commerce

Select the taxpayer identification number type.

Enter the taxpayer identification number.

Enter the legal form of the partnership.

Define the partnership's business type for informational purposes.

Enter the Chamber of Commerce membership number.
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Revenue(Partnership
only)

Revenue Generated
(Partnership only)

Employee Total
(Partnership only)

Equity Symbol
(Partnership only)

Website URL
(Partnership only)

SetID

Industry I D(Partnership

only)

L ocation Type
(Partnership only)

Privacy

Chapter 5

Enter the annual revenue of the partnership.

Enter the revenue generated by the partnership.

Enter the total number of employees for the partnership.

Enter the stock symbol for the partnership.

Enter the URL of the partnership’'s website. Click the Website URL link to access
the website that you entered in thisfield.

Select the appropriate SetlD for the partnership.

Enter the identification code of the industry that the partnership is a member of.

Select alocation type for the partnership. Possible values are Branch,Division,
Headqguarters,Sngle Location, and Subsidiary. Thisfield isinformational only.

Click Do Not Contact,Do Not Email,Do Not Call, or Do Not Mail to indicate any
contact restrictions.

Status and Currency Data

Customer Status

Currency
Status Date

Currency Type

Customer Since
Credit Rating Value
Segment Code
Assessment

Status Registration

Type

Displays the status of the partnership record. Values are: Active or Inactive. The
default value is Active.

Displays the currency code used for a monetary transaction with the partnership.
Displays the date on which the current status val ue was specified.

Displays the exchange rate used to calculate monetary transaction amountsin
alternate currencies.

Displays the date on which the partnership became a customer for your business.
Displays the credit rating assigned to the partnership.

Displays the partnership's business segment for marketing purposes.

Displays a graphical representation of the partnership rating.

Displays the status of the partnership's registration.

Displays the type of business contact. Values are: Person, Company,Partnership,
Contact, or Alternate Capacity.
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Credit Score Displays the partnership's credit score.
Credit Score Date Displays the date on which the partnership's credit score was determined.

Estimated Life Value Displays the total value of the partnership based on valuein all accounts.

Risk Grade Displays the risk to which the partnership exposes the financial services
institution.

Spoken Language Displays the language in which the partnership wants to interact.

Do Not Share Select if business contact information cannot be shared with any other

Information department or telemarketers.

Verified By Displays the financial services employee who verified the partnership's
identification.

Verified Date Displays the date on which the partnership identification took place.

Secr et Password Enter the password provided by the partnership to confirm identity.

VAT Type Enter the VAT typeif applicable.

Contact Info (Information) Entries
The Contact Info region enables you to view and update address, email, and phone contact information.

Partnerships and alternate capacities have two default contact information entries with the descriptions:
Business and Other. Y ou can change the entry description when you enter contact information.

Viewing Financial Accounts

Access the Partnership - Financial Accounts page (Customers CRM, Search Partnership, Partnership,
Financial Accounts).
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Partnership

m | ® Search | E Add Partnership | A Add to My Contacts |

Personalize
NMame Lopez and Lee LLP Partnership ID 200001

i Partnership 8 Financial Accounts |8 Contracis wNgtes N

! Contact Info \E Relationships N
Financial Accounts

s
Customize | Find | B ] ¥ First 1of1l

Customer Account Number Account Type Nickname

ﬂ 50006 Credit MORTGAGE

| ® Search | F Add Partnership | H Add to My Contacts |

Top of Page

Partnership - Financial Accounts page

The page displays all financial accounts associated with the partnership.

Viewing and Maintaining Contacts
Access the Partnership - Contact Info page (Customers CRM, Search Partnership, Partnership, Contact Info).

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Company Business
Objects," Defining Company Contacts.

Viewing Contracts

Access the Partnership - Contracts page (Customers CRM, Search Partnership, Partnership, Contracts).

Partnership

m | ® search | E Add Partnership | = add to My Contacts |

Personalize
Mame Lopez and Lee LLF Partnership ID 200001

/F'grtnership \/Einancialﬁncounts b Contracts

! Motes i Contact Info A Relationships b
ey

Contract Summary Customize | Find | isw 211 | H | B First

Contract Name Start Date End Date

Auto Insurance Contract 01/08/2002 12/31/2002

Auto Insurance Contract New 07/01/2002 12/31/2099

m | ® Search | E Add Partnership | H Add to My Contacts |

Top of Page

Partnership - Contracts page

The page displays all contracts associated with the partnership.

50 Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 5 Setting Up Business Objects

Maintaining Relationships

Access the Partnership - Relationships page (Customers CRM, Search Partnership, Partnership,
Relationships).

Partnership

| ® Search | E Add Partnership | ¥ Add to My Contacts | Personalize
Name Lopez and Lee LLP Partnership ID 200001

Fartnership Financial Accounts Contracts Motes Contact Info Relationships

|F’ar‘tner5hi|:l

Role Maintain Roles

Left \I’iewl Fartnership

E. Lopez and Lee LLP

[
[

Right Viewl LI

[= Contact
= Add Mew Contact
‘ﬁ’n Maria Lopez i

“ﬁ’n Wendy Lee &
[= site

= Add New Site

Partnership - Relationships page

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Working with the
Relationship Viewer."

Viewing and Maintaining Notes
Access the Partnership - Notes page (Customers CRM, Search Partnership, Partnership, Notes).

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Notes and
Attachments.”

Setting Up Households

For complete information on setting up and maintaining households, see the PeopleSoft Enterprise Client
Management 9.1 PeopleBook.

See PeopleSoft Enterprise Client Management 9.1 PeopleBaook, "Working with Wealth Management,"
Understanding Household Relationships.
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Chapter 6

Setting Up Sites and Service Locations

This chapter provides an overview of service locations and discusses how to:
« Set up and maintain sites.

»  Set up and maintain service location information.

»  Set up services.

« Work with the service location finder.

Understanding Service Locations

This section discusses service locations and lists common elements.

Service Locations

A service location for financial servicesis a place where a business contact can go to obtain authorized
financial services. A servicelocation is not restricted to a physical building owned by the financial institution.
An automated teller machine (ATM) could be housed in a grocery store; an auto shop can perform insurance
estimates.

A record for each service location is created in the RD_SITE table. An extension table, RDFSITE, holds
additional information for financial services.

Note. The RD_SITE table stores site records and service locations. It is distinguished by an indicator field in
the RDFSITE extension table.

It isimportant to distinguish the difference between a site and a service location.
« A siteisused for an external customer to define places where it conducts business.
» A servicelocation isasite that the internal company uses to provide services.

Usually service locations are tied to the same internal company. For example, your company has five
branches or places to provide financial services and you have 100 business contacts that are companies. In
this scenario, you create five service locations for your own company as the customer on service location
setup page. In addition, you set up the 100 company business contacts, and create sites for each.
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A service is an object that is maintained on the RBF_SERVICE table. For each service location in your
system you can associate services that are available at that location. The associated records are stored in
RDFSITE_SERVICE, achild table of RD_SITE. Y ou can aso define the hours of operation for the location.
Records for hours of operation are maintained on RDFSITE_OPERATE, achild table of site.

Y ou can also define the service location's contacts—the people who participate in business transactions at the
location. Records for contacts are maintained in the person table (RD_PERSON). When you associate a
person with a service location, the person is assigned arole type of Contact and arecord is created in the
Business Object Relationship table (BO_REL) to capture the representation relationship between the person
and service location (RD_SITE).

See Also

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Site Business Objects”

Common Elements Used in This Chapter

Primary Click to view profile, status, and currency information for the service location,
together with the primary name, address, telephone, and email information. The
system displays this view by default when you access the Service Location page.

Name Click to view and update the names associated with the service location.

Address Click to view and update address information associated with the service
location.

Phone Click to view telephone information associated with the service location.

Email Click to view email information associated with the service location.

Pager Click to view pager information associated with the service location.

Setting Up and Maintaining Sites

54

This section discusses how to:
» Set up and maintain sites.
« Manage account teams.

» View account plans.

« Define notes.

« Define site contacts.

» Define siterelationships.
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Pages Used to Set Up and Maintain Sites

Setting Up Sites and Service Locations

Page Name

Definition Name

Navigation

Usage

Customers CRM - Site

RDFSITE_MAIN_2

Customers CRM, Add
Site, Site

View and update primary
information about the site,
including name, address,

Site, Site, Account
Team

e Customers CRM, phone, and email
Search Site, Site information.
Site - Account Team RD_ACCOUNT_TEAM «  CustomersCRM, Add | Manage the account team

that is assigned to the site.

Customers CRM, Add
Site, Site, Notes

Customers CRM,
Search Site, Site, Notes

¢ Customers CRM,
Search Site, Site,
Account Team
Site - Plans RD_ACCOUNT_PLAN + CustomersCRM, Add | Createanew plan or view
Site, Site, Plans existing account plans for
the site.
e Customers CRM,
Search Site, Site, Plans
Site - Notes RD_SITE NOTE 2 . Add notes and attachments

for the specified site.

Site - Contact Info page

RD_SITE_CNTCT 2

Customers CRM, Add
Site, Site, Contact Info

Customers CRM,
Search Site, Site,
Contact Info

View and update site
contact information.

Site - Relationships

RD_SITE_REL 2

Customers CRM, Add
Site, Site, Relationships

Customers CRM,
Search Site, Site,
Relationships

View site relationships.

Setting Up and Maintaining Sites
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Site
| 3@:360{1&@3 View | ® Search | Binext | E Add Site | >> Personalize
Site Name A& & P Food Stores £321 Site ID 300012
SetID FSI01

" AccountTeam [ Plans [ Motes | Contactinfo | Relationships |

Profile Information

Customer GBI Bank Q=
Site Restrictions [, i_s inside the grocery store. IEI *SetID IFSID]-
Restricted by grocery store hours Privacy [ Do Not Contact [ Do Not Email
of operation.
" Do Mot call
[ Do Not Mail

Purchasing Options

[7 Sold To Customer This sitz can make purchases.
[ gill To Customer This site can receive bills,

I_ Ship To Customer This site can receive shipments.,

Status and Currency Data

*Customer Status Iﬁx':ti‘u'& =l *Currency |USD @,
Status Date 10/16/2002 *Currency Type|CRRNT %
Customer Since 10/16/2002 Credit Rating \raluel
Segment Code |MED @, Assessment Gold Trirvrer

Site page (1 of 2)

*Description |B”5i”355 More...
[ LDV
Country

Type Code Number Ext/PIN Q Look up Address
IElusin&ss ;I | | | ,.Tvpelphysical Location LI
[cellular =] | | | *Country | United States ]

Address 1 |1l]3 Knollwood Rd
[Fax =] | | | |

Address 2
|Pager = | | | Address 3 |
A T — City |White Plains
*Type Email Address County WESTCHESTER
IElusin&ss LI | State (MY @, New York

Postal |10601
IDther =l osta
Set Display
Site page (2 of 2)

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Site Business
Objects," Maintaining General Site Information.
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Managing the Account Team
Access the Site - Account Team page (Customers CRM, Add Site, Site, Account Team).

See PeopleSoft Enterprise Strategic Account Planning 9.1 PeopleBook, "Managing Accounts," Assigning a
Team to an Account.

Viewing Account Plans
Access the Site - Plans page (Customers CRM, Add Site, Site, Plans).

See PeopleSoft Enterprise Strategic Account Planning 9.1 PeopleBook, " Creating Account Plans," Creating
Account Plans.

Defining Notes
Access the Site - Notes page (Customers CRM, Add Site, Site, Notes).

The Notes page has no functionality or system data specific to industries. Refer to the following for details on
core PeopleSoft CRM functionality and system data.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Notes and
Attachments.”

Defining Site Contacts
Access the Site - Contact Info page (Customers CRM, Add Site, Site, Contact Info).

The Contact Info page has no functionality or system data specific to industries. Refer to the following for
details on core PeopleSoft CRM functionality and system data.

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Site Business
Objects," Maintaining Site Contacts.

Defining Site Relationships
Access the Site - Relationships page (Customers CRM, Add Site, Site, Relationships).

The Relationships page has no functionality or system data specific to industries. Refer to the following for
details on core PeopleSoft CRM functionality and system data.

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Site Business
Objects," Defining Site Relationships.
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Setting Up and Maintaining Service Location Information

This section provides an overview of hours of operation and discusses how to:

Define service location sites.

Define service location services.

Define service location hours of operation.
Define service location notes.

Define service location contacts.

Define service location relationships.

Define service location attributes.

Understanding Hours of Operation

The basic logic behind setting up hours of operation follows these rules:

If the Weekday and Specific Month fields are empty, it means the Day of the Week setting is applicable to
all days of the weeks.

If the Weekday field isfilled with aday of the week, and the Specific Month field is empty, the hours of
operation apply specifically to that day of the week.

If the Weekday field is empty and the Specific Month field isfilled, the hours of operation apply to all
daysin the specified month.

If both the Weekday and Specific Month fields are filled, the hours of operation apply to al instances of
the day of the week in the specified month.

Pages Used to Set Up and Maintain Service Location Information

Page Name

Definition Name

Navigation

Usage

Service Location - Site:
Primary

RDFSITE_MAIN_2

¢ Financia Services, Add
Service Location, Site

Click the Primary link.
¢ Financia Services,

Search Service

Location, Site

Click the Primary link.

View and maintain name,
profile, hours of operation,
status and currency
information for the service
location.

58
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Page Name

Definition Name

Navigation

Usage

Service Location - Site:
Name

RDFSITE_MAIN_2

¢ Financia Services, Add
Service Location, Site

Click the Name link.
¢ Financial Services,

Search Service

Location, Site

Click the Name link.

View and maintain name.

Service Location - Services

RDFSITE_SERVICE_2

¢ Financial Services, Add
Service Location,
Services

¢ Financial Services,
Search Service
Location, Services

Link the service locations to
services that you have
defined.

Service Location - Hours of
Operation

RDFSITE_OPERATE_2

Financial Services, Search
Service Location, Hours of
Operation

Set up the hours of
operation and holidays for
the service location.

Service Location - Notes

RD_SITE_NOTE 2

¢ Financia Services, Add
Service Location, Notes

¢ Financia Services,
Search Service
Location, Notes

Add notes and attachments
for the service location.

Service Location - Contact
Info

RD_SITE_CNTCT 2

* Financial Services, Add
Service Location,
Service Location,
Contact Info

¢ Financia Services,
Search Service
Location, Contact Info

Associate contacts with the
service location.

Service Location -
Relationships

RD_SITE REL 2

¢ Financia Services, Add
Service Location,
Relationships

* Financial Services,
Search Service
L ocation, Relationships

Define relationships for the
service location.
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Page Name Definition Name Navigation Usage

Service Location - RB_ATTR_RUN_SITE « Financial Services, Add | Define attributes for the

Attributes Service Location, service location.
Attributes

e Financial Services,
Search Service
Location, Attributes

Defining Service Location Sites
Access the Service Location - Site page (Financial Services, Add Service Location, Site).

Service Location

1360-Degree View | ® Search | EBiNext | F Add Site | >> Personalize

Site Name A & P Food Stores #321 Site ID 300012
SetID F3I01

! Senices \e Hours of Operation [ MNotes [ Contact Info ie Relationships [ Aftributes b

Profile Information

Customer GBI Bank aH Site Type | Express Bank ~|
ABA Number | *Site Status | OPEN =l
Parent Lucatiunl @ = Language cﬂdel English =]
Number of ATMs| 2 Cross Street Stadium Road
Site Restrictions [a7y s inside the grocery store. (1
Restricted by grocery store hours of
operation.

Purchasing Options

[” Sold To Customer This sits can make purchases,
[ gill To Customer This site can receive bills.

r Ship To Customer This site can receive shipments,

Service Location - Site page (1 of 2)
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Copyright

Setting Up Sites and Service Locations

Status and Currency Data

*Customer Status |Active =l *Currency |USD @,
Status Date 10/16/2002 *Currency Type |CRRNT @,
Customer Since 10/16/2002 credit Rating Value |
Segment Code MED @, Assessment Gold B

Inquire Hours of Operation

Hours of Operation Tuesday ﬂ
Cpen From 08:00 AM)|~
*Description |BU5i”E55 More...
L —————
Country
*Type Code Number Ext/PIN N Look up Address
|Bu5ine55 =l | | | *Tyr.lel Physical Location =]
[celuiar =] | | | *Country | United States =]
Address 1 [103 Knollwood Rd
| Fax =l | | | |
Address 2
|pager =] | | | Address 3 |
] | —— City [White Plains
*Type Email Address County |WESTCHESTER
|Bu5iness =l | State [NY @, new York
Postal |10601
[Other = | —

Set Display

Service Location - Site page (2 of 2)

When you are adding a new service location, enter alocation name using up to 50 aphanumeric characters
and select an appropriate name type. By default, the information you enter will be the primary name for the
service location. After the service location record is established, you can add additional names to the name

record and designate another name as Primary using the Name view of this page.

The fieldsin the Profile Information group box provide basic information about the service location:
Customer Enter the name of the financia institution that is associated with the location.

Site Type Select the site type from the drop-down list. Delivered values are: ATM Machine,
Corporate Bank, Corporate Insurance, Express Bank, Full Service Bank,
Insurance Estimate Office, and Personal Insurance. Site types are configurable
based on setID.

ABA Number Enter the American Banker's Association number.
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Site Status

Parent L ocation

L anguage Code
Number of ATMs
Cross Street

Site Restrictions

Chapter 6

Select the site status from the drop-down list. Delivered values are: Open,
Closed, Pending Open, and Targeted for Closure. Additional status types can be
added to suit your organization's requirements.

Enter the location of the parent organization of the site.
Select the language used in the service location.
Enter the number of ATMs available at the site.
Enter the name of the closest main intersection.

Enter information on restrictions at this site.

Thefieldsin the Inquire Hours of Operation group box display details on the service location's operating

hours on a specific date.

Date

Select adate and click Go to display the hours of operation for that date.

The fieldsin the Status and Currency Info group box indicate whether the service location definition is active
in your system and provide information about currency.

Customer Status

Status Date
Customer Since

Currency Code

Currency Type

Segment Code

See Also

I ndicate whether the service location record is Active or Inactive. The default
valueis Active.

The date that the current customer status value was specified.
The date the service location became a customer for your business.

Enter the code that specifies the currency used for amonetary transaction with
this service location. Currency codes are maintained using the Currency Code
page under the Define General Options menu.

Enter the exchange rate used to calculate monetary transaction amountsin
aternate currencies. Exchange rates are established on the Market Rate Type
page under the Define General Options menu.

Indicate the service location's business segment for marketing purposes. Segment
codes are established on the Segment Code page under the Structure Customer
menul.

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Company Business
Objects," Defining Company Contacts
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Defining Service Location Services

Access the Service Location - Services page (Financial Services, Add Service Location, Services).

Service Location

| 3@:360—&3 View | ® Search | HpNext | E Add Site | >> Personalize

Site Mame A & P Food Stores £321 Site ID 300012
SetID FSI01

Site Hours of Operation Motes Contact Info Relationships Aftributes

Services Provided at this Location

s
t First L4 1-4 of 4 0 Last

*Service Name Start Date End Date Last Modified By Last Modified

[Teller service @, ||1or1e/2002[H |01/01/2999[  FSISAMPLE 10/16/2002 10:394M [+] [=]
[Banking ATM @, |[1o0/16/2002[5 |[o1/01/2999[H FSISAMPLE 10/16/2002 10:39AM [+]|[=]
[checking @, ||1or1e/2002[H |01/01/2999[  FSISAMPLE 10/16/2002 10:394M [+] [=]
[saving @, |[10/16/2002[F |[01/01/2999[H FSISAMPLE 10/16/2002 10:394M [+]|[=]

Service Location - Services page

Service Name Select a service that will be available at the service location. Services are defined
on the Services page.

Start Date and End Date Select the start date for the service and end date, if applicable.

Defining Service Location Hours of Operation
To set up hours of operation:
1. Set up record for majority hours of operation.

For example, designate the Type of Setting as day of the week, and operation Open from 9:00 AM to 5:00
PM, without selecting specific weekdays or a specific month.

2. For aspecific day of week that has different hours of operation, specify Day of the Week, for example
Thursday, and select Open from 9:00AM to 7:00PM.

Thiswill override the setting in step one for al Thursdays.
3. Todefine Hours of Operation for all daysin amonth, select Specific Month and leaveWeekday blank.

To change Hours of Operation for all instances of aday — all Fridays — in a specific month, select the
Weekday and the Specific Month.

4. To define the Hours of Operation for a specific date—December 25—enter the date in the Specific Date
field.
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Access the Service Location - Hours of Operation page (Financial Services, Search Service Location, Hours

of Operation).

Service Location

| &i360-Dearee View | ® Search | BiNext | F Add Site | >> Personalize

Site NMame A & P Food Stores £321 Site ID 300012
SetID F3I01

Site Semices Hours of Operation Motes Contact Info Relationships Aftributes
Set Up Hours of Operation

First 4] 1-9 of 9 |} | Last

*Type of Setting Weekday Specific Month Specific Date  Operation From Time  To Time

[Day of the weekx] [1-Sunday =] | =] | H [open =] [s:00am | [s:ooem| | [#] [=]
|I::IE|5-r of the Week|=| |2 - Monday =] | =l | [#1) IOpen =l [z:00am [10:00PM [+ |[=]
[Day of the Weekx] [3-Tuesday =] | =] | E [open =] [s:00am | [10:00pM | [#] [=]
|I::IE|5-r of the Week|=| |4 - Wednesday x| | =l | [#1) IOpen =l [z:00am [10:00PM [+ |[=]
[Day of the Weekx] [5- Thursday =] | =] | E [open =] [s:00am | [10:00pM | [#] [=]
|I::IE|\,|r of the Week =] |E - Friday =] | =l | [#1) |Open =| [z:00am [10:00PM [+ |[=]
[Day of the week =] [7- saturday =] | =] | B [open =] (s:00am | [10:00pM  [#] [=]
|Specific Date =] |4 - Wednesday =| |12 - December =] |[12/25/20([ |CIn5Ed;| | | (#|[=]
|S|:rec:ific: Date ;I |5 - Thursday ;I |12 - December ;I |1.2)'25)’2I3I|EJ |C|DSEC|LI | | [+]|[=]

Service Location - Hours of Operation page

Type of Setting

Weekday

Specific Month

Specific Date
Operation

From Time/To Time

64

Select Day of the Week or Specific Date to determine how you will define the
hours of operation.

When you choose Day of the Week, you do not need to fill in the specific date
field. Y ou can optionally fill in the Weekday and Specific Month field.

When you choose Specific Date, the Specific Date field must befilled in, and
Weekday and Specific Month fields will be defaulted by date field. If Specific
Date is defined, then the system will use it for hours of operation, ignoring any
data defined in type of Day of the Week.

Use thisfield in conjunction with the Day of the Week type of setting.

Usethisfield in conjunction with the Day of the Week type of setting. Thisfield
can be used to specify the hours of operation for all Tuesdaysin a month.

Select a specific date to define the hours of operation.
Select Open or Closed.

Use the from and to times to define hours of operation.
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Defining Service Location Notes

Access the Service Location - Notes page (Financial Services, Add Service Location, Notes).
Use the Notes page to add, view, and modify notes associated with a service location record.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, "Working with Notes and
Attachments”

Defining Service Location Contacts

Access the Service Location - Contact Info page (Financial Services, Add Service Location, Contact Info).
Use the Contact Info page to view and maintain contact information for service locations.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Contacts”

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Defining Company Business
Objects," Defining Company Contacts

Defining Service Location Relationships

Access the Service Location - Relationships page (Financial Services, Add Service Location, Relationships).
Use the relationships page to view and maintain service location relationships.

See Also

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Working with the Relationship
Viewer"

Defining Service Location Attributes

Access the Service Location - Attributes page (Financial Services, Add Service Location, Attributes).
Use the attributes page to view and maintain service location attributes.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring Attributes”
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Setting Up Services

Y ou set up standard services that can be applied to any service location.

This section discusses how to:

« Defineaservice.

« Link the service with service locations.

Pages Used to Set Up Services

Page Name Definition Name Navigation Usage
Service RBF_SERVICE Financial Services, Service, | Add and maintain services
Service that are offered by your
organi zation.
Service Locations RBF_SERVICE_SITE Financial Services, Service, | View locations currently
Service Locations offering this service.
Service locations appear by
default from the Service
L ocations component.

Defining a Service

Access the Service page (Financial Services, Service, Service).

Semnvice Locations

*Service TypelEanking LI

*Service Name |[Banking ATM

Description |ATM Machine (Ed]

Service page

Service Type Select the service type. Delivered values are: Banking, Business Banking,
Insurance, Loan Service, Mortgage, Personal Banking, and Wealth Management.
Additional service types can be added to suit your organization's requirements.

Service name Enter the name of the service offered.
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Description Describe the service offered.

Linking the Service with Service Locations

Access the Service Locations page (Financial Services, Service, Service Locations).

Senice
Service Type Banking Service Mame Banking ATM
L 4 b
Location Type
=l Scott Blvd Corporate Bank
=l FeopleFood Store £19 ATM Machine
=l FeopleFood Store £33
= Homestead Ave
= GBI Bank - White Plains Branch Full Service Bank
=l A & F Food Stores #2321 Express Bank
= White Plains Galleria ATM Machine
=l Santa Clarry Express Bank

Service Locations page

The system displays the locations that are currently offering the service. Click the Edit button on the location
row to access the Service Location component, where you can view and update the service location record.

See Also

Chapter 6, "Setting Up Sites and Service Locations,”" page 53

Working with the Service Location Finder

The Service Location Finder is available to the customer in My View and to the financial services employee
in the 360-Degree View. The Service Location Finder can be accessed without entering personal or account
information.

Customers and employees can search by service name or any address element. Note that this search returns
records based on exact match not based on distance or vicinity of an address.
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The summary section displays alist of service locations that meet the criteria. The summary section is based
ontheview RBF_SITE SRH_VW. The View isajoin of service location, service, and address information.
Only records matching the following criteria can be searched against:

»  Servicelocations with avalid status such as Open or Target for Closure.
» Servicelocations with valid address of Physical Location purpose type.

»  Services associated with the service location that is current—start-date and end-date range is neither back
dated nor in the future.

When the financial services employee clicks the Location link, the system displays the Service Locations
component.

When the customer clicks the Location link, the system displays a Service Location page with details on the
location, services, hours of operation, and contact information.

The system displays a grid with all service locations meeting the criteria. Click the Location link to view
details.
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Understanding the 360-Degree View for
Industries

This chapter discusses:
»  The 360—degree view.

» Transactionsin the 360—degree view.

The 360-Degree View

The 360-Degree View enables you to manage transactions and interactions for a business object—a customer
or contact of customer , site or contact of site, partner or contact of partner, or worker. The 360-degree view
provides both an entry point for interactions with the business object and a central point from which to launch
transactions, such as quote and order creation, case creation, or opportunity creation.

PeopleSoft CRM delivers predefined data for the 360-degree view; including nodes, grid definitions,
transactions that are associated with nodes and transaction groups. Y ou can set up 360-degree view trees and
pages that use this predefined system data. Y ou set up additional information only if you need to change
defaults.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up the 360-Degree
View" and PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Using the 360-Degree
View."

Transactions in the 360-Degree View

The 360-Degree View page that PeopleSoft delivers enables you to view or perform transactions on behalf of
the customer or company. The transactions that you can perform appear in the Actions drop-down box on the
upper right corner of the 360-Degree View page. This section discusses:

« Transactions common to all industries.

« Transactionsfor the financial servicesindustries.
» Transactions for the insurance industry.

» Transactions for the communications industry.

« Transactionsfor the energy industry.
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Transactions Common to All Industries

PeopleSoft CRM delivers predefined data for the 360-Degree View. The transaction group, Core, is delivered
with these transactions:

« Add Agreement
« Add Service Order

 AddCase
e Search Cases
« Add Defect

« Add Installed Product

» Installed Product Hierarchy
+ AddLead

« Add Opportunity

« Add Order

« Add Quote

» Product Registration

+ AddRMA

Transactions for the Financial Services Industries

70

The transaction group, FSITRANS, delivers these transactions for the financial servicesindustries:

Transaction Description

Account Address Change Change the address for selected accounts.

Account Nickname Add or change an account nickname.

Automatic Funds Transfer Automate transfer with account, frequency, start and end
date.

Pay Bills View current bill payees or set up new payee information.

Reverse Transaction Fee Back out transaction fees that have already been charged.

Issue ATM Card Modify an existing card or issue a new card.

Modify Account Modify details on an account such as the account fee,
account relationships, credit card parameters, currency,
product, status, or TIN type and number.
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Transaction

Description

Order Cashier's Check

Order a cashier's check and provide delivery details.

Order Copy of Check

Order duplicate copy of an existing check.

Order Copy of Statement

Order duplicate copy of statement.

Order Foreign Currency

Enter account and delivery details for foreign currency
order.

Order Traveler's Checks Enter account, denomination, and delivery details for
traveler's checks.

Reorder Checkbook Order new checkbook with starting number information.

Stop Check Payment Stop payment on a check.

Transfer Funds

One time fund transfer between accounts with account and
amount information.

Transactions for the Insurance Industry

The transaction group, INSTRANS, delivers these transactions for the insurance industry:

Transaction

Description

Change Policy

Make changesto apolicy such asadd adriver, delete a
driver, change the address, or change the vehicle.

Add First Notice of Loss

Select policy number from alist of customer's policies.
Create the FNOL (first notice of loss) from the Policy
Details page.

Add First Notice of Lossisonly available if the customer
has an active property and casualty policy.

Add Quote

On the Insurance Quote page, initiate a quote for a new
policy or apolicy change.

Transactions for the Communications Industry

The transaction group, COMTRANS, delivers these transactions for the communications industry:

Transaction

Description

Add Account

Add anew account.
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Transaction Description

Maintain Service Manage customer service requests. Y ou can change,
suspend, resume, or disconnect services.

Add Service Order Create anew service order.

Add Agreement Search for agreement lines or warranties that cover the
case or service order and display the associated
entitlements.

Installed Product Hierarchy View theinstalled products that meet the customer, site,

product, serial number, asset tag, and department criteria.

Report Lost or Stolen Handset File areport for alost or stolen handset.

Transactions for the Energy Industry

The transaction group, ENERGYTRANS, delivers these transactions for the energy industry:

Transaction Description
Add Account Add a new account.
Start Service Initiate service for anew or existing customer at a new

premise where the services have already been established.

Stop Service Discontinue service at a premise.

Transfer Service Transfer the association of services between premises.
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Configuring Application Security

This chapter provides an overview of the Security Object model and discusses how to define and maintain
security.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up Security and User
Preferences”

Understanding the Security Object Model

In the financial services and insurance industries, every financial account and policy has a matrix of security
rules. This security matrix contains information about an individual's reach and limit for a particular account.
The Security Object model contains the matrix of security rules. When creating or maintaining an account,
security keys are created.

The following diagram shows the process flow of the Security Object model, showing the interaction between
persons, security privileges, and actions that can be performed.
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Security Object

Object Name Object Type

1. Financial Account  View Privilege

2. Person Membership

Security Domain

Security Domain Static Domain Members

1. Financial Account All Accounts

2. Users Membership

Functional Access Definition

Who can... Do What....
h 4 Y
Security View Privileges Function Privileges
. —  Security Key »| for a person to an —» for a security
Membership ,
account membership
+ Example: "Any person » Example: Steve
in the system" is the can transfer
security membership funds more than
definition that we are $200 for account
trying to secure view 1001,

privileges and

functional access for.
s Security Membership

Domain = Person

Security Object model

Security Objects

Security objects are delivered with the system. Any changes to the security objects affect security keys and
the security list table. For this reason, PeopleSoft recommends limiting the number of security objects
created. Two security objects are delivered. The Financial Account security object (ACCOUNT) isaview
privilege type security object, and the Authorized Users (ACCOUNTHOLDER) is a membership type
security object. Both objects are system data. Not all objects can be used as security objects.

Security Membership Domain

The security domain for the aforementioned security objectsis a static list. The view object domain of the
Financial Account object consists of al available accounts. Although these security domains are delivered
and designed as static lists, you can define your own dynamic domains.
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Security Keys

Security keys are created for each individual that takes part in the security model. One security key is
generated for each individual. Security keys are created and maintained by either enterprise integration points,
or by the online security matrix component.

Defining and Maintaining Security

This section provides an overview of security definitions and maintenance, and discusses how to:

» Maintain the security matrix.
» Review access trace information.

»  Set up navigation security.

Understanding Security Definition and Maintenance

The administrator uses the security matrix to define and maintain permissions granted to system users. Each
row in the matrix represents a specific transaction for a specific account.

The security matrix can be populated using the Security Matrix page or programmatically.
Use the Security Matrix page to add, delete, or update rows in the security matrix.

Enterprise integration points are used to created financial accounts and their security. The inbound EIP
receives the security matrix data, and the subscription code creates the security keys.

Each time an agent accesses a customer account through the 360-Degree View page, the security trace
provides an audit trail.

The administrator uses navigation security to show or hide individual component itemsin the PIA navigation
of the Agent view. Permission lists and roles determine portal navigation. Navigation security layers control
access to specific menu items on top of that. This security layer would hide an item even though the user has
access to the component.

To maintain the security matrix, use the RBF_SRTY_MTRX_SRCH component.
To review access trace information, use the RBF_SRTY_ACTR_SRCH component.
To set up navigation security, use the RBF_NAV_SECURITY component.

To define role mapping, usethe RBF_ ROLE_MAPPING component.
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Pages Used to Define and Maintain Security

Chapter 8

Page Name

Definition Name

Navigation

Usage

Security Matrix

RSEC_SRTY_MAT_SRCH

Set Up CRM, Security,
Financial Services, Security
Matrix

Define permissions granted
to system users.

Security Trace Access

RBF_SRTY_TRC_SRCH

Set Up CRM, Security,
Financial Services, Access
Trace, Security Trace
Access

View an audit trail of al
user account access.

Financial Services, Role
Mapping

Navigation Security RBF_NAV_SECURITY Set Up CRM, Security, Grant or remove access to
Financial Services, content on the portal pages.
Navigation Security Hide certain pagesfor a
particular PeopleTools role
even though role users have
access to the components.
Role Mapping RBF_ROLE_MAPPING Set Up CRM, Security, Map roles.

Sales Process Verification
Key

RBF_SALES VKEY

Set Up CRM, Security,
Financial Services, Sales
Process Verification Key

Validates employee status.

Maintaining the Security Matrix
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Access the Security Matrix page (Set Up CRM, Security, Financial Services, Security Matrix).
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" Audit Info

Contact Name Account Mumber Transaction Code Approved
|kevin Jordan @5 |[s0002 @5 |[Tmon @, = r
[kevin Jordan @5 [s0002 @5 [reqr @, = [
|kevin Jordan @54 |[soooz Q5 |[cmpL @, v
[kevin Jordan @5 [s0002 @ |cLos ¢ N W
|kevin Jordan @5 |[s0002 @5 (o @, = ¥
[kevin Jordan @5 [s0002 @5 |[appL @, = [
|kevin Jordan @54 |[soooz Q5 |AFTs @, v
[kevin Jordan @5 [s0005 Q5 [TsEC ¢ N W
|kevin Jordan @5 |[s0005 @5 |[Tmon @, = ¥
[kevin Jordan @5 [s0005 @ [sTOP @, W
|kevin Jordan @5 |[s0005 @.5F |lsecx @, = ¥
[kevin Jordan @5 [s0005 @ [scon @, = [
|kevin Jordan @5 (sooos @.5F [scHk @, v

Security Matrix page (1 of 2)
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Conditional Operator Comdiiomal - MessageSet  Message
[Less Than =] [ 2000.00 | [ ]| [=]
| = | I ®] [=]
| =l | | I H |[=]
| =l | | | +|[=]
| =l | | I H |[=]
| =l | | | +|[=]
| =l | | I H |[=]
| =l | | | +|[=]
|Less Than =] | 5,000.00 18146 || 3] | B | [=]
| =l | | | +|[=]
| = | 18146 | 5| | [ | [=]
| = | I ®] [=]
|Less Than =l | s,o000.00 | 18146 || 3] | B | [=]
Security Matrix page (2 of 2)
Main Info Page
Account Number Select the applicable account number. Y ou need one row for each allowable

78

transaction on the account. Y ou must have at least one row for each account;
however, you may have multiple rows per account.

Transaction Code Specifies the type of financial transaction for which the security is built.

Approved Select to indicate that the transaction is allowed for this account.

Conditional Operator  Select if the transaction is allowed with a condition and popul ate operator
applicable for the condition.

Conditional Amount Select the amount for the condition.

M essage Catalog Set Displays the message catal og entry that a user sees when denied to perform a
Number transaction due to insufficient security.

Audit Info Page

Access the Security Matrix page: Audit Info tab (audit information).
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Contact Namea Account Number Transaction Code Approved  Added By
[Ed Stanton Q5 (99151 @.5F A @, = 2

|Ed Stanton @& [17319 @ A @, =g v

[Ed Stanton @5 |[17331 @5 (AL @, 2

|Ed Stanton @, |s0223 @ A @, =g v

[Jade Jordan @.5F |[125001 @5 (A @, v

[1ade Jordan @5 |cHK1001 @ A @, = W

[Janet Ashford @5 |g9s61 @5 (A @, v

[kevin Jordan | @,FF [soo18 Q.5 |aw @, = M  WMSAMPLE
|kevin Jordan @, |soo01z @ A @, v WMSAMPLE
[kevin Jordan | &FF [s0017 Q.5 |aw @, = M  WMSAMPLE

Security Matrix page: Audit Info tab

The system displays an audit trail of all additions and modifications to the security matrix.

Reviewing Access Trace Information

Access the Security Trace Access page (Set Up CRM, Security, Financia Services, Access Trace, Security
Trace Access).
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Security Trace Access

Use Saved Search I ;I
Agent Login IIII-I= LI | @,
Business Cuntactl begins with =] | Q
Start Date,"Time|= LI | El Timel
End Date,"Time|= LI | El Timel
. Search | [ Clear - .
: o Basic Search B save search Criteriam Delete Saved Search ‘@ Personalize Search

File Name (in relative path unly]:l

Search Results iz i ' | miee B 1-100 0f 214

Select  Agent Login 1D Business Contact Name Start Date/Time End Date/Time
Il FSIAGENT Kevin Jordan 09/04/2001 11:53:44AM
Il FSIAGENT Kevin Jordan 09/05/2001 5:10:54PM | 09/05/2001 5:10:54PM
Il FSIAGENT Kevin Jordan 09/05/2001 5:11:22PM 09/05/2001 5:11:22PM
Il FSIAGENT Kevin Jordan 09/04/2001 11:55:21AM
rd FSIAGENT Kevin Jordan 10/08/2001 2:58:36PM

Security Trace Access page

Start Date/Time Displays when the agent accessed the customer accounts through 360-Degree
View page.
End Date/Time Displays when the agent released the 360-Degree View page. Using the Back on

the browser toolbar does not release the 360-Degree View page. The agent can
still access the page by clicking Agent View or the forward button. If the agent
signs out of the PeopleSoft application by clicking the Sign Out link or closing
the browser, the closing timestamp not recorded. To release the 360-Degree
View page and record the closing timestamp, click the Finish and Return to
Search link on the 360-Degree View page.

Setting Up Navigation Security
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Access the Navigation Security page (Set Up CRM, Security, Financial Services, Navigation Security).
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Navigation Security

Role Name FSI Agent

Portal Name EMPLOYEE

Portal Label Customer &ccounts

Content Reference

T
Customize | Eind | wiew &l | Ed | ®&  First 4 1-16 of 16 a Last

Portal Label Hide Folder

.
|»

Change Account Nickname
Change Account Address
ATM Card Detail

Issue ATM Card

U R R

Review Financial Accounts

X

Review Financial Account
Modify Account

Application Form - Home Owner
Review Billing Accounts

Change Policy

View Policies

Rewview Policy

Add Account

Review Billing Accounts

O oo|o|aajo|o|ad

Search Accounts

Select Al LI clear Al

Navigation Security page

Role Name PeopleTools role for which navigation security is applied.
Portal Name Portal name in which the left navigation menu item is secured.

Portal Label Label name of the left navigation menu for which security is applied.

Defining Role Mapping
Access the Role Mapping page (Set Up CRM, Security, Financial Services, Role Mapping).
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Role Mapping

System Role Name FSI Administrator

User-Defined

ST
Customize | Eind | wiew 21l | El | #& First 4 1-20f 2 b | Last

Roles

User-Defined Role Mame Date/Time Added Added By

[FSI Administrator @ |p9/12/2002 12:00AM PDT | FSISYSTEM <
[Insurance Administrator @, |09/12/2002 12:00AM EDT | INSSYSTEM =]

Role Mapping page

System Role Name Lists the system-defined roles delivered.
User - Defined Role Lists the customer's roles that will be mapped to the system-defined roles.
Name

Defining Sales Process Verification Keys

Access the Sales Process Verification Key page (Set Up CRM, Security, Financial Services, Sales Process
Verification Key).

Sales Process Verification Key

Customer lordan Enterprizes

*Verification Key |JDEP

w Audit History

Created 01/24/2002 11:274M FST By FSISAMPLE Becky Connolly

Modified 01/24/2002 11:27AM PST By FSISAMPLE Becky Connolly

* Required Field

Sales Process Verification Key page

Verification Key Used in the sales process to verify employment of employees and existence of
company contract.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up Security and User
Preferences”
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Working with Churn Management

This chapter provides overviews of churn management and the churn management process flow, and
discusses maintaining churn management.

Understanding Churn Management

In the communications industry, the competition among service providersis fierce. The tendency for
customers to switch from one competing service provider to another is called churn. Churn management
identifies valuable customers in your company who are likely to churn and executes proactive aswell as
reactive actions to prevent them from churning.

In churn management, two customer metrics are tracked in the system: churn score and customer value.

» Churn score results from the calculation of customer behavior performed by an external data warehouse
and/or data mining application.

« Customer value results from the analysis of customer value performed by an external application.

Through application messaging, these values are fed to the CRM system periodically from an analytics
application such as PeopleSoft CRM Warehouse, and are updated in the Attribute page under the Consumer
component. These values can be changed manually at any time, but they will be overwritten the next time that
the information is refreshed.

Customer service representatives (CSRs) can see the customer's churn score in the 360—Degree View when
they open up a consumer record. The CRM system evaluates the customer's churn score (in the Attribute
page) against the pre-defined churn score set values and displays the corresponding churn image under the
Profile pagelet. In this pagelet, the CSR can click the Churn Actions Image to view possible actions (a display
of scripts associated to the churn score set the customer belongs to) that can be taken to retain the customer.

PeopleSoft provides churn action history as a reference to help the CSR decide whether an action should be
taken, or which action to take. The CSR can look at churn history to find out what actions (Scripts) have been
completed for the customer (useful if the CSR wants to avoid repeating certain actions) and their results.
Churn action history also displays customer value, which serves as a good indicator to help the CSR to focus
the retention effort to those customers that are valuable. By looking at the customer value, the CSR can
prioritize and choose to take Churn actions for a very valuable customer over aless valuable customer, even
though they might have the same churn propensity.

CDH Customer Merge

If CDH integration is activated in the system, merge routines are used to handle the consolidation of customer
records for churn action history.
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See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Understanding Customer
DataHub Integration.”

Understanding the Churn Management Process Flow

The following diagrams illustrate the business process flow for churn management in two parts:

» Updating consumer records for communications.

« Using churn actions in the 360-Degree View.

Update Consumer Records

Thefirst part of the flow is the integration between an external analytics system and the communications
solution, where churn score and customer value are sent to the CRM system to update consumer records.

This diagram shows the churn management process flow from the analytics system to PeopleSoft CRM:

PeopleSoft
: Integration - Receive churn score &
Analyti tem P——m .
alylics syste (App Messaging) customer value and

update consumer records

Churn management integration

Use of Churn Management in the 360-Degree View
The second part of the flow starts when customer interaction takes place in the 360-Degree view.

This diagram shows the churn management process flow, beginning with the customer call and detailing the
steps in determining whether churn management actions should be taken:

Upon identifying the customer in the 360—degree view, the Active Analytics Framework isinvoked to
determine the satisfaction level of the customer based on the customer's churn score. The CSR can click on
the Churn icon to see alist of actions that can be taken to improve the chances of retaining a high level of
customer satisfaction, The CSR can also see the history of actions taken in the past. Actions are scripts that
can be executed by the user.

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active
Analytics Framework."

Maintaining Churn Management

This section discuss how to:

« Define churn scores.
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» Define scripts with script type Churn.
« View churn scripts and history.

To define churn scores, use the RBT_CHURN_SETUP component.

Pages Used to Manage Churn

Working with Churn Management

Definitions, Process
Automation, Script, Script

Page Name Definition Name Navigation Usage

Churn Score Setup RBT_CHURN_SETUP_PG Set Up CRM, Product Use this page to associate
Related, Communications, | churn scores (in range) with
Churn Score Setup, Churn | churn images.
Score Setup

Script RC_BS MAIN Set Up CRM, Common Use this page to define

additional scriptsto be
executed for churn events.

RBT_DISP_SCRIPT_PG Customer Accounts, Search

Accounts, Account

Churn Actions

On the 360-degree view,
click the Churn Actions
Details button.

Use this pageto view the
churn history and possible
actions CSR can take
against churn. This pageis
only accessible through the
360 - Degree View.

Defining Churn Scores

Access the Churn Score Setup page (Set Up CRM, Product Related, Communications, Churn Score Setup,

Churn Score Setup).

Churn Score Setup
SetID COMO1

Minimum Score Maximum Score Score Tcon Description

i

1 10 [PS_CHURN_LOW_ICN 2, [Low Propensity to Churn +] [=]
11 20 ||PS_CHURN_MEDIUM_ICN QJ Medium Propensity to Churn ﬂ ﬂ
21 30 ||P5_CHURN_HIGH_ICHN OJ High Propensity to Churn ﬂ ﬂ
Churn Score Setup page
SetID Display the setID of the churn.
Minimum Score Enter the minimum score of the churn rule.
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M aximum Score Enter the maximum score of the churn rule.

Scorelcon Click to select theicon that will be displayed in Interaction Manager when the
customer churn score fallsin this range.

Description Enter a description of the associated churn event.

Defining Scripts

Access the Script page (Set Up CRM, Common Definitions, Process Automation, Script, Script).

" Script Tree | Script Validation

Script Detail

SetID Comoi Effective Date 02/12/2002
Script Name $50 Service Credit *StatuslACtiVE =]
Script Category Branch Script *Script T!_.rpel Churn LI
Description |Offer of $50 rebate for customers willing to commit to =ervice for another 12 months. Ed]

Rating Detail

Rate Set Name| Q@, Script Total Weight 10

Script Actions

Pre-Script Action | Q% Incomplete Script Action | Q@,

Post-Script Action | @,
Exit Message

Exit Message

| Display Token |

Script page

PeopleSoft CRM comes with three script templates for churn management, $50 Service Credit, Wireless Plan
Picker and Customer Satisfaction. Access the Script page if you want to create additional scriptsto be
associated with events.

Be sure to select Churn as the Script Typein order for the script to be available when you set up churn events.
See Also
PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Defining Scripts'

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Running Scripts'
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Viewing Churn Actions and History

Access the Execute Script page (Set Up CRM, Common Definitions, Process Automation, Script, Script

Tree).
Execute Script History | Select One... =]
F complete | B Save for Later | B4 View Variables | € View Comment | Personalize
Script Name $50 Service Credit Status Started
Score O Rating
Modified By Date/Time Language | English =l

View All | oo e O 50 Service Credit

e

EI psDMO_GenContact, I can see from our records that you have
been a GBI customer for quite some time. Are you happy with
the service you have been getting from GBI?

0 es

0 No

i ———
’ (]

Mext

Execute Script page

Scripts

The Scripts section displays alist of possible Churn scripts that the CSR can use to retain customers. Churn
actions differ based on Churn Score.

Click to execute the script.

Script History

The Script History section displays alist of churn actions that were taken in the past and their results. The
results are displayed based on the configuration setup to display the history of actions. The configuration
RBTPASTACTIONS is defined in the Communications Set Up component.

Action Indicate the name of the action that was taken.
Churn Score I ndicate consumer's churn score at the time the action was taken.
Customer Value Indicate consumer's value at the time the action was taken.
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See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Running Scripts’

Integration to Import the Churn Score

RBT_CHURN_MSG is an inbound message provided to update the Churn Score and Customer Vaue
provided by an Analytical system, of the Customer associated with the Billing Account. This message
contains the Billing Account Number, Churn Score and the Customer Value.
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Working with Fraud Management

This chapter provides an overview of fraud management and discusses how to:

«  Set up fraud management.

« Manage fraud cases.

Understanding Fraud Management

The communications solution offers the fraud management functionality to combat fraudulent activities that
cause huge impacts to the communications industry - decrease in revenue, increase in the use of resources for
unprofitable businesses, and so on.

Fraud management provides a mechanism to facilitate interactions between customer service representatives
(CSRs) and fraudulent customers. The solution consists of two primary components: identifying fraud and
addressing fraud.

Y ou load fraud data from external fraud management systems through a batch process that is run periodically.
The batch load program reads the input datafile that comesin the following format
[account_number]|[fraud_score] (for example, 1002400010|12). Based on the fraud data, it creates a fraud
case for each suspected account and assigns the associated fraud score to the case as an attribute.

Fraud cases contain information of a sensitive nature and therefore should not be exposed to all users. In
order to limit fraud case access to those people who are directly involved in fraud management, PeopleSoft

CRM provides a pre-set business unit —FRAUD— solely for fraud case tracking purposes. Fraud cases are
not visible to users who do not belong to this business unit.

After fraud cases are created, the batch load program assigns them to a specia provider group—Fraud
Team—created just to handle fraud cases and sends notification to the fraud worklist.

PeopleSoft CRM provides a business project template for fraud (TELCO_FRAUD_CS). Whileit can be
implemented as delivered to handle fraud, you can use this template as a reference, and leverage tasks when
setting up your own business project.

Attribute support is enabled for the fraud case type, which allows you to view the fraud score of the customer
in afraud case.

Understanding the Fraud Management Process Flow

The following diagramsillustrate the business process flow for fraud management in two parts:
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» Updating fraud data.

« Managing fraud.

Update Fraud Data

Chapter 10

Thefirst part of the flow is the loading of fraud data from an external system through a batch process. You
can set up a Process Scheduler process to load fraudulent accounts data periodically.

This diagram shows the fraud management business process flow:

Batch load
process

Process Scheduler |——

PeopleSoft CRM
- Reads fraud data

Fraud management business process flow

Manage Fraud

90

After fraud datais loaded into the CRM system, the batch load program executes a series of actions to

manage fraud.

This diagram shows the fraud management business process flow:
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Batch load program reads
fraud data from external file

CSR receives customer calls
reporting fraudulent activities

Working with Fraud Management

Create fraud case for each
SUSPECtEd account

Assign fraud score to be
fraud case attribute

Assign fraud case to Fraud
provider group

Send notification to Fraud
worklist

— Instantiate business project

Fraud management business process flow

Setting up Fraud Management

This section discusses how to:

o Create abusiness unit for fraud.

« Create aprovider group for fraud.

Creating a Business Unit for Fraud

PeopleSoft provides a business unit—FRAUD—created specifically for fraud case tracking. Fraud cases are
only visible to users who belong to the FRAUD business unit. If you want to set up your own business unit,
ensure that the fraud business unit is defined (asacall center business unit) with the variable FRAUDBU that
is used by the batch load program to identify the fraud business unit.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Business Units
and TableSet Controls," Defining Business Units and TableSet Controls.
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Creating a Provider Group for Fraud

Chapter 10

PeopleSoft provides a default provider group Fraud Team created specifically to handle fraud cases. If you
want to set up your own provider group, be sure that the fraud provider group is defined with the variable
FRAUDPG to be used by the batch load program for case assignment.

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up and Maintaining

Provider Groups and Group Members."

Managing Fraud

This section discusses how to:

» Load fraud data from an external application.

e Create afraud case.
« View attributes associated with a fraud case.

« View the fraud business project template.

Pages Used to Manage Fraud

Page Name Definition Name Navigation Usage

Load Fraud Data RCT_FRAUD_FILEPRCS Set Up CRM, Product Use this page to schedule
Related, Communications, | fraud datato be loaded
Load Fraud Data, L oad periodically using Process
Fraud Data Scheduler.

Case RC_CASE_sw Support, Add Case, Case Use this page to create fraud

cases manualy.

Business Project - RC_BP_TRANSITIONS

Transitions

Set Up CRM, Common
Definitions, Business
Projects, Business Project,
Transitions

Use this page to view the
phases and tasks available
in the fraud business project
template.

Case - Attributes RC_ATTR_CASE

Support, Add Case,
Attributes

Support, Search Case,
Attributes

Use this pageto view
attributes associated to
fraud case.

Loading Fraud Data from an External Source

Access the Load Fraud Data page (Set Up CRM, Product Related, Communications, Load Fraud Data, L oad

Fraud Data).

92
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Load Fraud Data

Run Control ID: test Report Manager Process Monitor Run

Enter the complete path if different from absolute path on the selected Frocess Scheduler Server.

*Flat File Name

Delimiter ||

* Required Fisld

EJJ Save [E4 Add | | #| Update/Display

Load Fraud Data page

Y ou can schedule the loading process to run periodically using the Process Scheduler.

Run Control 1D Displays the Run Control 1D that you entered to access the page.

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

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

Run Click to access the Process Scheduler Reguest page, where you initiate the
process.

Note. Y ou may schedule the fraud data loading process to take place periodically
using the Recurrence drop-down list box in the Process Scheduler Request page.

Flat File Name Enter the complete path to the CSV file where fraud datais stored.

Delimiter Enter the delimiter used in the flat file. An exampleis”|" (a pipe).

Creating a Fraud Case

Access the Case page (Support, Add Case, Case).
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CSRs can create fraud cases manually when they receive complaints from customers regarding fraudulent
activities. In fact, creating afraud case is not different than creating any support case; however in afraud
case:

« Thefraud business unit is selected for the case.

» Fraudisselected as Case Type.

» Fraud Team (that is, the name of the provider group created for fraud) is used as the Provider Group.
See Also

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Cases'

Viewing Attributes Associated with a Fraud Case

Access the Case - Attributes page (Support, Add Case, Attributes).

Use the Attributes page to view attributes that are associated with Fraud case type.

Fraud Score Display the fraud score value, which is associated to the Fraud case type as an
attribute.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring Attributes'

Viewing the Fraud Business Project Template

94

Access the Business Project - Transitions page (Set Up CRM, Common Definitions, Business Projects,
Business Project, Transitions).
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Working with Fraud Management

" Business Project \ Events

Invalid Actions Parent Object

Business Project TELCO_FRAUD_CS

Transition List Find First B 1of1 I Lact

Transition Definition

First | Previous | Mext | Last | Left |

nght T et =bm A& et Fee ErsiH =
*Source Phase | "'"==1H5E : — LE

= @ Investigate Acct for Fraud _Leetes transitionssfierth
[ @ Fraud - Call Customer

[= ® Fraud - suspend letter to cust
[ @ Fraud - Inform credit agency

[= ® Fraud - Call Customer . TR =
[ @ Fraud - Send letter to custome “TargetPhase, - — — ’

[= ® Fraud - Send letter to custome
[= @ Fraud - Suspend Service

[= ® Fraud - Inform credit agency
&= @ Fraud - Pub data to fraud DB

[= ® Fraud - Suspend Service
[ @ Fraud - suspend letter to cust

Automatic

Manual

Default Target Phase

Automatic transition when -
All tasks completed successfully
All tasks completed, but one failed
Any task fails and no task completed

The tasks do not complete in time

Validated

Business Project - Transitions page

PeopleSoft provides a business project template TELCO_FRAUD_CSfor fraud that can be leveraged by
customersin their business process to coordinate and track work involved in handling fraud cases. The CSR
can invoke the business project manually and view its status in the Related Objects page of the fraud case.

Use the Business Project - Transitions page to view the list of phases available in the fraud business project.

The TELCO_FRAUD_CS business project consists of six phases, starting with fraud account investigation.

In this business project, the phase transition is mainly amanual process, except for the Suspend Service phase
in which the task automatically changes the fraud account statusto "hold."

The following diagram illustrates the fraud business project phases and the tasks associated with each phase:
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PHASES/
TRANSITION TYPE

ASSOCIATED TASKS

Investigate Account for
Fraud/Manual

—| Call Customer/Manual

L Send Letter to
Customer/Manual

L Suspend Service/
Automatic

L Send Suspend Letter
to Customer/Manual

| Inform Credit Agency/
Manual

Publish Data to Fraud
Databasa/Manual

Fraud business project phases and tasks

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Business
Projects"
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Understanding Business Projects for
Communications

This chapter provides an overview of business projects for communications and discusses:
» New Order business project.

» Change Service business project.

« Suspend Service business project.

« Disconnect Service business project.

« Resume Service business project.

» Fraud business project.

Note. Beginning with release 9.0, BPEL processes are provided for the above functionality. The new
functionality is added to the BPEL process and not available in the existing Business Projects. Also, the
'‘Change Feature' and ‘Change Attribute' actions are merged into a'Change'’ action, which uses a BPEL
process.

Understanding Business Projects

Business projects are structured, workflow-enabled task lists. Y ou use business projects to coordinate and
track the work involved in performing tasks. Business projects:

» Codify the best practices of your organization into a reusable template.

» Enforce the proper sequence of tasks.

« Automate the delivery of status-based notifications.

Communications business processes are supported by business project workflow templates:
» New order.

» Change service.

»  Suspend service.

+ Disconnect service.

« Resume service.
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«  Fraud.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Business
Projects’

New Order Business Project

The delivered template for the new order business project isTELCO_NEW_ORDER.
This diagram shows the new order business project flow, during which the customer's credit is verified,

billing information is set up, services are ordered, and the proper work orders and business processes are set
up to provide the requested services and update the database.
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(Stﬂrt New order is savad)

k4

Credit Verification If the product on order requires
credit verification, this process is invoked.

Successful?
Yes
Account Creation If new account is requested, create
CRM account record, status = “Pending”
No
Successful?
Yes
Confirm Billing Update Transition to the next step
once billing account number is received
No
Successful?
Yes N Exception
] i “ Handling
Add Services Create Installed Service Record and Send notification with info
publlSh Dmducﬂsawiﬁa to the bl“ing system - like order #. error # and
message to generic worklist
No Order Completion
Successful? Exceptions as well as CSR
Yes

Create Work Orders Create work orders for installed
sarvice

&

New order business project (1 of 2)
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Successful?

Yes

Launch Product BP Instantiate all needed
subprocesses, e.g., fulfillment for phy. product, product

workflow if applicable No
Exception
Successful? Handling
No Send notification with info
Yes = like order #, error # and

message to generic worklist
Order Completion
Exceptions as well as CSR

Update CRM Order Status Once the order line is
updated to complete, so is the entire order No

New order business project (2 of 2)

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up PeopleSoft Order
Capture"

Change Service Business Project

The délivered template for the change service business project is TELCO_CHGSVC.

The diagram shows the change service business project, during which customers can change service features
for their accounts:
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Customer calls in to change
a service feature

.

CSR opens the service
record and selects Change
Features in the Service
Actions drop down list box.
Click the Go button.

h J

The Service Actions page is
displayed. CSR adds (by
selecting) or removes (by

deselecting) service features
at customer request. Click

the Finish button.

Business project
publishes a request
message to the billing
system through
Message Broker

Customer can add, remove or replace

service features

An outhbound asynchronous message
(RBT_ADDSRVCFT_MSG
for adding service feature and
RBT_REMOVESRVCFT_MSG for
remaoving service feature) is delivered
and transformed to be read by the

billing system.

Change service business project

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service

Management"

Suspend Service Business Project

The délivered template for the suspend service business project is TELCO_SUSPEND.

The diagram shows the suspend service business project:
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CSR needs to suspend
customer's service

Y

CSR opens the service
record selects Suspend
Service in the Service
Actions drop down list box.
Click the Go button.

Y

Business project
publishes a request
message to the billing
system through
Message Broker

Company may choose to suspend
service if customer hasn't paid
within a given period of time.
Service can be resumed when
payment is made.

CSR then enters a date when the
service gets suspended. Click the
Finish button,

An outhound asynchronous
message
{(RET_SUSPENDSRVC_MSG)is
delivered and transformed to be
read by the billing system.

Suspend service business project

Chapter 11

Disconnect Service Business Project

102

The delivered template for the disconnect service business project is TELCO_DISCONN.

The diagram shows the disconnect service business project:
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Customer wants to
cancel a service

CSR opens the service

record and selects CSR then enters a date when the
Disconnect Service in the service gets disconnected. Click
Service Actions drop down the Finish buttan.

list box. Click the Go button.

Business project An outbound asynchronous
publishes a request message
message to the billing (RET_EEMOVESRVC MSG)is
system through deliverad and transformed to be
Message Broker read by the billing system.

Disconnect service business project

Resume Service Business Project

The ddivered template for the resume service business project is TELCO_RESUME.

The diagram shows the resume service business project:
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C3SR needs to resume
customre's service

h

CSR opens the suspended
service record and selects
Resume Service in the
Service Actions drop down

list box. Click the Go button.

h

Business project
publishes a request
message to the billing
system through
Message Broker

Company may choose to suspend
service if customer hasn't paid within a
given period of ime. Service can be
resurmed when payment is made.

CSR then enters a date when
the service gels resumed.
Click the Finish button.

An outbound asynchronous message
(RBT_RESUMESRVC_MS3G)is
delivered and transformed to be read
by the billing system,

Resume service business project

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service

Management"

Fraud Business Project

104

The ddlivered template for the fraud business project is TELCO_FRAUD.

The diagram shows the fraud business project, including the phases of the fraud investigation and the tasks

associated with each phase:
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Fraud - Pub data to fraud DB
TELCO_FM_PFDBE

PHASES TASKS
Investigate Acct for Fraud
TELCO_FM_AGCCT
Def'ault
¥
Fraud — Call Customer
TELCO_FM_CUSTC
Def.ault
¥
Fraud - Send letter to customer
TELCO_FM_CUSWL
Def'ault
¥
Fraud — Suspend Service
TELCO_FM_SUSSVC
Default
¥
Fraud — suspeand letter to cust
TELCO_FM_CUSSL
Default
¥
Fraud - Inform credit agency
TELCO_FM_INFCA
Default
+ -

Fraud business project

Note. The fraud business project used by communications is instantiated when a case with the type of Fraud

is submitted. This functionality relies on call center events for business projects, which are delivered as
disabled. To enable the fraud business project, the call center events must be enabled at setup.

See Also

Chapter 10, "Working with Fraud Management," Setting up Fraud Management, page 91
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Chapter 12

Understanding Business Projects for
Energy

This chapter provides an overview of business projects for energy and discusses:
« Start service.
« Stop service.

« Transfer service.

Understanding Business Projects

Business projects are structured, workflow-enabled task lists. Y ou use business projects to coordinate and
track the work involved in performing tasks. Business projects:

« Codify the best practices of your organization into a reusable template.

» Enforce the proper sequence of tasks.

« Automate the delivery of status-based notifications.

Energy business processes are supported by business project workflow templates:
«  Start service.

» Stop service.

» Transfer service.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Business
Projects’

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Using Business Projects”

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service
Management," Managing Services

Enterprise PeopleTools 8.50 PeopleBook: I ntegration Broker
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Start Service Business Project

108

The delivered template for the Start Service Business Project iSENRGY _START_SVC.

The following diagram shows the process flow of the Start Service transaction, showing the steps that the
system takes during each phase of the process from credit verification through completion of the order.

Start Svc Txn

k4

Internal credit
verification

h A

Publish order to
fulfillment system

New
Customer /
Account?

!

Publish
meassage to CIS
to create an
account and
customer

—»

Update the account

in CRM with the

account # returned
by the CIS system;

set status to
"Account Status
Active"

Wait for start date,
then send "start
service” message
to CIS application

v

Schedule the
installed products

to be updated with

the appropriate
account number
and customer info

on the date service

is requested

l

!

Update status of
order line to
‘complete’

Create service
order for the
product/service
requested

l

Publish message to
CIS with the
services requested

Update status of
order to 'complete’

¥

©

Start Service business project

Related Tasks for the Start Service Business Project

The following tasks are associated with the Start Service business project:

e Phasel- Interna Credit Verification

Task — Internal Credit Verification for the customer.
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» Phase 2 — Publish order to fulfillment system.
Task — Publish discreet products (if any) to the fulfillment system.
» Phase 3 — Create accounts in CRM and Billing.

« Task 1 — Create relationship between site and new customer (sold to customer) and expire the
relationship of the existing customer and site based on the Start Service Date.

» Task 2— Create account in CRM, if required.

» Task 3 — Create customer and account in CIS, if required.

» Phase 4 — Check if CRM account updated with CIS account number.
Task — Verify if CRM account record updated by CIS account information.
» Phase 5— Update installed product with customer account number.
Task — Update installed product with account number of new customer.
» Phase 6 — Create work order.
Task — Create work order in Field Service.
» Phase 7 — Publish activate service message to CIS system.
Task — Publish activate service message to CIS system.
» Phase 8 — Update Order Line and Order Status.
» Task 1— Update Order Line.

» Task 2— Update Order Status.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Using Business Projects”

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service
Management,” Managing Services

Stop Service Business Project

The delivered template for the Stop Service Business Project isENRGY _STOP_SVC.

The following diagram shows the process flow of the Stop Service transaction, showing the steps that the
system takes during the process of stopping a customer's service from the initial request through process
completion.
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Stop Sve Txn

Update end date of
relationship with site
and installed
products

Instantiate product
specific sub business
projects

:

Schedule the
installed products to
be disassociated with
the customer's name
and account number

on the date service
will be stopped

l

Update status of
order to 'complete’

!

l

Create service order
for the product/
service to be
discontinued

Update status of
order line to
‘complete’

k.

Publish message to
Customer
Information System
(CIS) with services
to be stopped

Process flow of the Stop Service transaction

Related Tasks for the Stop Service Business Project

The following tasks are associated with the Stop Service business project:

» Phase 1 - Expire relationships.

« Task 1— Update end date of relationship between Site and Customer.

Chapter 12

» Task 2 — Disassociate customer account with installed product and update end date on account

information.

e Phase 2 — Create work order.

Task — Create work order in Field Service.
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» Phase 3 — Instantiate product - specific sub business projects (if any).
Task — Instantiate product - specific business projects.

» Phase 4 — Publish deactivate service message to CIS system.
Task — Publish deactivate service message to CIS system

» Phase 5— Update Order Line and Order Status.
+ Task 1— Update Order Line.

» Task 2— Update Order Status.

See Also
PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Using Business Projects”

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service
Management,” Managing Services

Transfer Service Business Project

The ddivered template for the Transfer Service Business Project is ENRGY_TRSFR_SVC.

The following diagram shows the process flow of the Transfer Service transaction, during which a customer's
service is transferred from one location to another.
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Schedule the customer
quate e_n d date of and customer accoumnt
relationship between number to be Update s‘t;atus of
Transfer SVC Txat cuslomer and the —»| associated withthe | —yf  Orderfineto
original site and installed installed product start complete
products dei
v v ¥
Schedule the installed Wait for stop date for
- product to be original premise, then Update status of
disassociated with the publish stop service order to ‘complete’
customer info on the Slﬂp message to cIs
service date; schedule system
customer to be
disassociated with the v
site on the scheduled L
date End
Wait for start date for
new premise, then
publish start service ||

message to CIS

system
Create service order for

the service being
discontinued

!

Create relationship
between the new site +—
and the customer

Transfer Service business project

Related Tasks for the Transfer Service Business Project
The following tasks are associated with the Transfer Service business project:
e Phase1- Internal Credit Verification
Task — Internal Credit Verification for the customer.
» Phase 2 — Publish order to fulfillment system.
Task — Publish discreet products (if any) to fulfillment system.
» Phase 3 — Expire existing relationships.

» Task 1 — Expire relationships between existing Site and Customer (Sold To — Customer), and expire
the relationship of the existing customer and site based on Start Service Date.

» Task 2 — Disassociate customer account from the existing installed product.
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e Phase 4 — Create work order.
Task — Create work order for the requested product/service.
» Phase 5 — Establish new relationships.

« Task 1- Create relationship between new site and customer (Sold To — Customer) and expire the
relationship of the existing customer and site based on Start Service Date.

« Task 2 — Associate customer account from the existing installed product.
+ Phase 6 — Create work order.

Task — Create work order for the requested product/service.
» Phase 7 — Instantiate product - specific sub business project.

Task — Instantiate product - specific sub business project.
» Phase 8 — Publish service message to CIS system.

» Task 1- Publish de - activate service message to CIS system.

» Task 2 — Publish activate service message to CIS system.

« Phase 9 — Update Order Line and Order Status.
» Task 1— Update Order Line.
» Task 2— Update Order Status.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Using Business Projects”

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service
Management,” Managing Services
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Chapter 13

Understanding Products and Services for
Communications and Energy

This chapter discusses:

» The product model for communications.

»  Service management for communications.
» Installed service for communications.

«  Service management for energy.

Product Model for Communications

This section discusses:

« Product model.

» Product packages.
« Product catalog.

+ Product actions.

e Product attributes.

Product Model

PeopleSoft CRM enables you to rapidly deploy new offerings (services and products) through multiple
delivery channels.

The product data model enables you to model physical products, services, and service features. Y ou can
define physical products separately from services or service features. This alows you to address services

differently from physical goods—phone service is not shipped out of a warehouse, while cellular phones are.
Although these are al products, the application functionality for each is dightly different.

« Physical Product

Physical products, such as cell phones, can be shipped out of the warehouse. Physical products are
commonly integrated with the PeopleSoft Supply Chain Management application.
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« Service

Services are the base service products that a customer can buy, such aswireless or DSL. Service products
are non-stockable and intangible services.

* Servicefeature

Service features are the features that change, enhance, or alow billing for a service. For example,
voicemail, caler IDs, or rate plans.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, "Understanding Products and
Itemsin PeopleSoft CRM"

Product Packages

Multi-level product packages allow you to bundle multiple servicesinto a package, or even to bundle multiple
packages together into a new package. These packages can be used to quickly define new offerings, using
existing services and packages. Minimum and maximum quantities are set up at both the overall package
level, and at the package component level to provide enforceable configuration rules. For example, a package
of wireless service features could require that at least two features are selected when buying the product.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Products,” Defining
Product Packages

Product Catalog

The product catalog is arules and presentation layer on top of the product master that arranges and targets
products at the appropriate users. For example, if a CSP only offers DSL service in a particular geography,
the catalog can be used to ensure that users from other areas are not offered the service. The product catal og,
along with the configurable Product Advisor also provides product selection functionality to ensure the
customer orders the appropriate products/services.

PeopleSoft uses the product ID as a primary search key for the Product Master table. Once you have defined a
product 1D, use the lookup button for the Product ID field to accessit on other pagesin your system.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, "Creating Catal ogs'

Product Actions

Product actions are rules associated at the product level that can be used by different application components.
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Y ou can define product action rules, which will be employed regardless of the channel a customer usesto
purchase the application. For example, you can define arule that tells the application that one service can be
disconnected, while another cannot. Actions can aso be used to indicate whether a credit check is required
for specific products—contract wireless service requires a credit check but ordering prepaid service does not.
Y ou set up product actions once when the product is established on the system, and then it is available for
ordering through the Order Capture and Service Management functions. The rules are used consistently
during the Order Management function as the serviceis activated.

Actionsinclude:

« Service management actions that determine if a service or service feature can be cancelled, added,
suspended, and so on.

« Pre-order qualification actions determine if there are required checks, such as a credit check, that need to
be performed during the order.

« Business project actions can be used to tailor the workflow for the specific products on the order.
Alternately, a BPEL process can be used to tailor the workflow for the specific products on the Order.
For example:

For a parent product such as Wireless Service, the list of Service Management related actions (Action Type =
Service Management) could be Disconnect, Suspend,Change and Resume. It means that you cannot replace
Wireless Service with some other service. You can only disconnect, suspend, change or resume Wireless
Service.

Parent Product Action Type Action
Wireless Service Service Management Disconnect

Wireless Service Service Management Suspend

Wireless Service Service Management Resume

Wireless Service Service Management Change

For a service feature product such as Caller ID, the following could be the possible actions:

Parent Product

Action Type

Action

Cdler ID Pre-Order Qualification CO Distance Test
Caller ID Service Management Add
Cdler ID Business Projects Perform Loop Test
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Parent Product Action Type Action

Caller ID BPEL Perform Loop Test

For a service feature product such as 200 Any Time Minutes, the following could be the possible actions:

Parent Product Action Type Action
Any Time Minutes Service Management Add

Weekend Minutes Service Management Add

Weekend Minutes Service Management Remove

When a package is listed as a service feature for a service, the rules (minimum, maximum, and so on)
associated with that package are enforced. For example, if anytime minutesis a package that has a minimum
and maximum that equals 1, then the customer can only replace a feature that already exists.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, "Setting Up Products,” Defining
Products

Product Attributes
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Attributes enable you to define and track any data associated to business objects without adding fields to the
base table. For example, you may want to track phone color. Without using attributes you would need a
separate field on the product table to track allowable phone colors as well as customizations to ensure that the
correct information is collected and presented to the user for the appropriate product.

Product attributes are very important for companies that offer diverse products. They are also important if
downstream applications require specific data to activate service. Attributes allow you to define new, unique
products, capture the relevant data associated with those products, and ensure that relevant datais captured
during the order capture process. For example an email product requires a user ID and password to be
captured. Talk timeisimportant information to display for wireless phones.

Y ou can create and associate attributes for each service offering through business rules. For example, when
offering email (the service) it is necessary to capture auser ID (attribute), but not a phone number (attribute).
When offering cellular service (the service), it is critical to capture a phone number (attribute), but not a user
ID (attribute). Y ou can define the attributes necessary for any service offering.

Attributes can either describe the product in further detail (cell phone display size or talk time), or can be
defined as configuration attributes which require the user to capture these values during the order process (IP
address when selling DSL service).

Rules based attributes display and capture two types of product-specific information:
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e |nformational

Users can define new data fields to gather information about specific problems. A Product Data Sheet can
be assembled easily with the help of informational attributes. Customer facing, as well as agent facing,
Order Capture applications leverage the informational product attributes to construct the product data
sheet. In addition, product attributes can be leveraged by the product comparison functionality built into
the catalog. In this example, the "Talk Time" of two different models can be compared.

« Configurable

Configurable attributes collect data that must be captured when the order is taken, such as the user ID and
password for email. These are specific data elements associated with products. Configurable attributes can
also be used to capture product specific information during case creation to diagnose a problem.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Products,” Defining
Products

Service Management for Communications

The service management functionality provides the interface for the customer service representative (CSR) as
well as the self-service user to initiate changes such as addition, replacement, or removal of featuresto an
existing service. It also provides the interface to perform changes at the service level, such as disconnect
service, suspend, and resume service.

Service management provides the infrastructure to flow the submitted orders through to the appropriate
operations support system applications for provisioning and activation using product actions and product-
specific business projects.

Product actions determine what actions are allowable for specific services and service features. Product
service feature relationships provide valid features that can be added to an existing service.

When a customer initially orders service, the service and service features are created in an-tier hierarchy in
the Installed Products component. Service Management is the component that is used to change those features
associated with an installed service.

Once service has been established, there are several typical transactions and business processes required to
manage that service. Service management involves the following service actions:
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Service Change

Definition

Example

Change Service

An order that changes the features
associated with a pre-existing
service. This order can be used to
add, replace, or remove service
features. . This Service can be used
to change phone numbers and
attributes.

Existing wireless customer wants to
replace a 500 minute plan with
1000 minute plan. He also wants to
cancel the call forwarding feature
which he never uses.

See PeopleSoft Enterprise CRM 9.1
Order Capture Applications
PeopleBook, "Order Capture
Delivered Business Processes and
Web Services," Change Service
Process Flow.

Disconnect Service

An order that cancels a pre-existing
service. All features related to the
service are also canceled. Service
features cannot be disconnected by
themselves.

Customer wants to switch service
providers. He calls to cancel
existing service.

See PeopleSoft Enterprise CRM 9.1
Order Capture Applications
PeopleBook, "Order Capture
Delivered Business Processes and
Web Services," Service
Management Disconnect Service
Process Flow.

Suspend Service

An order that changes the status of

apre-existing service to Suspended.

Service features cannot be
suspended.

Customer is going away for along
vacation and wants to suspend the
service.

See PeopleSoft Enterprise CRM 9.1
Order Capture Applications
PeopleBook, "Order Capture
Delivered Business Processes and
Web Services," Service
Management Suspend Service
Process Flow.

Resume Service

An order that returns the status of
an existing service to Active.
Resuming serviceis accomplished
by entering an End Date in the
Suspend Service line detail.

Customer returns from vacation and
wants the service resumed.

See PeopleSoft Enterprise CRM 9.1
Order Capture Applications
PeopleBook, "Order Capture
Delivered Business Processes and
Web Services," Service
Management Resume Service
Process Flow.

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with PeopleSoft Service

Management"
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Installed Service for Communications

Installed service functionality used for the communications industry is based on the core Installed Product
component. In this section, the discussion will focus on communications-specific functionality.

Installed service records are used to track products and services that are installed at a customer's site.

Note. Installed Product is referred to as Installed Service for the communications industry.

PeopleSoft Order Capture automatically creates an installed service record when the order capture process
takes place, using the TELCO_NEW_ORDER business project template or the BPEL process delivered for
communications. Similarly, installed service records are updated automatically after requests such as
disconnect service or change service have been entered through the Service Management component.

Note. You can create installed service records manually. However, it is highly recommended that you let the
system do it for you, using a business project. This takes advantage of the benefits and functionality offered
for the communications industry.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Order Capture Delivered
Business Processes and Web Services," Communications New Order Process Flow.

Installed Service records display account information captured during the order capture process and pricing
information—unit price and nonrecurring—used for the installed services. Y ou can also view product
attributes in the records, if attributes have been specified to display in the Installed Service component.

A customer can have one or multiple accounts; each account can be associated with one or multiple installed
services.

Service Management for the Energy Industry

This section discusses:

»  Service management for the energy industries.
« The Start Service transaction.

» The Stop Service transaction.

o The Transfer Service transaction.

Service Management for the Energy Industry

In PeopleSoft CRM for the energy industry, service request transactions are essentially PeopleSoft Order
Capture types associated with Start Service, Stop Service, and Transfer Service. Each of these capture types
have predefined templates delivered as system data. These templates are tailored for the utilities and energy
industry. Y ou can also define additional templates or modify existing ones.

Thetemplates are:
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» The Start Servicetemplate (ENRGY_START_SVC) captures new service requests for energy services.
» The Stop Service template (ENRGY _STOP_SVC) captures stop service requests for energy services.

« The Transfer Service template (ENRGY _TRSFR_SVC) captures transfer of service requests for energy
services.

Each template is associated with an entry form that the customer service representative (CSR) can access
from Service Management. When requesting service for a site, the customer selects the service based on the
installed products available at that site.

Note. In the CRM solution for energy, a site is synonymous to a premise.

This section focuses on the service request transactions specific to the energy solution. This section does not
address all the aspects of the Order Capture functionality nor the creation of the configurable templates
through the template workbench. Therefore, it is recommended that you review the following references
before you work with service request transactions.

The following references provide information about Order Capture functionality:

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Getting Started with
PeopleSoft Enterprise CRM Order Capture Applications'; PeopleSoft Enterprise CRM 9.1 Order Capture
Applications PeopleBook, "Defining Order Capture Business Units'; PeopleSoft Enterprise CRM 9.1 Order
Capture Applications PeopleBook, "Managing Orders and Quotes" and PeopleSoft Enterprise CRM 9.1 Order
Capture Applications PeopleBook, " Setting Up PeopleSoft Order Capture.”

See Also

PeopleSoft Enterprise Bill Presentment and Account Management 9.1 PeopleBaook, " PeopleSoft Enterprise
Bill Presentment and Account Management 9.1 Preface”

PeopleSoft Enterprise Bill Presentment and Account Management 9.1 PeopleBaook, " Setting Up Billing
Integration for the Communication and Energy Industries’

Enterprise PeopleTools 8.50 PeopleBook: I ntegration Broker

The Start Service Transaction
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Y ou use the Start Service transaction to initiate service for anew or existing customer at a new premise where
the services have already been established. When a customer moves into a location, the transaction associates
the customer with the existing site and the installed products at that site.

Customer service representatives (CSRs) use the Start Service transaction to:

Capture the premise/site that the customer is moving into.

Display the services available at the site.

Capture the start date of the service.

»  Capture service attributes.

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 13 Understanding Products and Services for Communications and Energy

The Stop Service Transaction
Y ou use the Stop Service transaction to discontinue service at a premise.
CSRs use the Stop Service transaction to:
+ Select customer account and site information.
« Select the servicesto terminate.

» Capture the end date of the service.

The Transfer Service Transaction

Y ou use the Transfer Service transaction to transfer the association of services between premises. While the
services are not physically transferred to another premise, you simply associate the very same serviceto a
different customer or site. To initiate the transfer, the CSR must select a site that the services are being
transferred, the start service date of the new premise, and the stop service date of the old premise.

The Transfer Service transaction enables the CSR to:

» Capture the existing premise/site from which the customer wants to transfer the service.
« Capture the new premise/site to which the customer wants to transfer the service.

+ Display theinstalled services available at the new premise.

» Capture the stop date of the old service.

» Capture the start date of the new service.
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Chapter 14

Working with Products in Financial
Services and Insurance

This chapter provides an overview of products for the financial service and insurance industries, and
discusses how to:

»  Set up and maintain product groups.
» Define products and product packages.
» Define product relationships.

» Set up actions for insurance.

Understanding Products in the Financial Service and Insurance
Industries

In this section, we discuss:

» Insurance products.

» Financial services products.
« Product attachments.

» Product relationships.

« Attributes

« Actions
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Insurance Products

Insurance products—whether life, health, or Property and Casualty (P& C)—are essentially a collection of
available coverages. Coverages are specific to the line of business; however, specific coverages may appear
in multiple products. Using the PeopleSoft Customer Relationship Management (PeopleSoft CRM) for
Insurance product model, you set up coverages as individual products and group them in packages. The
product model uses products as the basic building blocks that you use to create policies that are offered to
your customers. Products can be coverages, benefits, riders, exclusions, and so on—any basic component of
an insurance policy. Setting up coverages separately enables you to easily change the configuration of
products to meet market needs. In addition, it provides the flexibility to meet regional and legislative
reguirements.

Thistable lists detail s about the terminology used for insurance products:

Term Details

Product Each product is a coverage, a benefit, arider, or an
exclusion. For example, collision coverage, loss of use,
or covered property would each be set up as a product.
Coverages are grouped together in a product package to
create an insurance policy. Coverages can be used once
or for multiple policies. Y ou can assign a code to each
coverage to facilitate searching.

Product group A product group organizes your coverages into
manageable groups for retrieval purposes. For Property
and Casualty, there are more than 1,200 coverage codes
that you can group. The coverages are organized into
about 100 groups from Property and Casualty ACORD
standard data.

Product package Packages assemble coveragesinto a policy that your
company can offer to a customer. For example, a
package can be a homeowners policy, a personal auto
policy, or aterm life policy. Each package isan
accumulation of products. Y ou must have a minimum of
two products to create a package.

Arrangement A product arrangement is composed of a single product
or product package with enhanced features that is made
available to organizations, not individual consumers. An
organization can be a company, a partnership, or an
alternate capacity. For example, an insurance company
may offer a preferred rate on automobile policies sold to
employees of acompany.

126 Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 14 Working with Products in Financial Services and Insurance

Term Details

Contract A contract is an agreement between the insurance
company and a specific organization that includes a
specific product. In contrast to an arrangement, a
contract istied to one organization and is specific to that
organi zation.

Product relationship A product relationship links one product to another in a
specific relationship. Product relationships can define
aternate products, complementary products, cross-sells,
prerequisites, replacements, service features, and
upsells.

Financial Services Products

Thistable lists detail s about the terminology used for financia services products:

Term Details

Product A product can also be known as a single product or base
product. Thisisthe product that afinancial institution
sellsto abusiness contact. A product could be aregular
savings account, a certificate of deposit, automaobile
insurance, or a credit card.

Product group A product group is a collection of related financial
services products. For example, the Checking product
group could consist of regular checking, premium
interest checking, student checking, and business
checking.

Product package A package consists of two or more base products that
may not be related, but are grouped together for sales or
marketing purposes. A Senior Banking package might
consist of a premium interest checking account, an
ATM card, and a credit card, aswell as preferred rate
auto and home insurance. A product package can
include another product package.

Arrangement A product arrangement is composed of a single product
or product package with enhanced features that is made
available to organizations, not individual consumers. An
organization can be a company, a partnership, or an
aternate capacity. For example, abank may offer a
preferred rate of interest on a savings account to
employees of the company.
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Term Details

Contract A contract is an agreement between the financial
institution and a specific organization that includes a
specific product. In contrast to an arrangement, a
contract istied to one organization and is specific to that
organi zation.

Product relationship A product relationship links one product to another in a
specific relationship. Product relationships can define
aternate products, complementary products, cross-sells,
prerequisites, replacements, service features, and
upsells.

Product Attachments

Financial services organizations need to associate documents to products. Federal regulations require that
banks ask customers that they understand the terms and conditions of products and that they agree to them. In
internet product sales, attachments of the Disclosure type appear when a customer is applying for a product.
The attachments are stored on a File Transfer Protocol (FTP) server.

Y ou may need to associate disclosure or prospectus documents with certain insurance products. In the
Internet product sales process, attachments of the type Disclosure or Prospectus can be displayed when a
customer is applying for a product. The attachments are stored on a File Transfer Protocol server.

When you add an attachment to a component, you identify the file to be attached. Once you identify the file,
the system uploads the attachment to your PeopleSoft attachment server. Storing all attachments on a central
server ensures that the attachment is available to all users.

When you click the link for an existing attachment, the system launches the attachment. The system handles
the file according to your operating system's rules, either opening the file in a new browser window,
prompting you for alocation to download the file, or offering you a choice between these two actions.

To support attachments, set up an FTP server to store attachments and configure the system to access the
server. To configure the system, use the URL Maintenance page to specify a URL for each component that
supports attachments. This setup is part of the PeopleSoft CRM installation process.

Product Relationships

A product relationship links one product to another in a specific relationship. Y ou can define these

relationships:
Relationship Usage
Alternate products Products that could replace the original product.
Complementary products Products that complement the original product.
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Relationship Usage

Cross-sells Products or services that are complementary to those
that the customer already has or intends to buy.

Prerequisites Products that should be purchased prior to the purchase
of the product.

Replacements Products that can replace the original product.

Service features Service features that can be sold in conjunction with the
product.

Upsdls Products or services that are of higher value or more

expensive than those the customer already has or
intends to buy.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Products,”
Managing Product Relationships

Attributes
This section discusses;
o Attributes used in financial service industries.

o Attributes used for insurance industries.

Attributes for Financial Services

PeopleSoft for financial services uses the core PeopleSoft CRM attribute functionality. Attributes can be
assigned at the individual product or product group level. PeopleSoft delivers three attributes specifically
designed for products in the financial market:

» Features

Features describe product characteristics. Examples include overdraft protection or simple interest.
« Termsand Conditions

This attribute displays conditions and details for the product or product group.
« Services

This attribute displays the services provided with the product.
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Note. Y our organization can add attributes in addition to those supplied by PeopleSoft.

See PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Products,"”
Defining Product Attributes.

Attributes for Insurance

Insurance uses the core PeopleSoft CRM attribute functionality. Product-specific attributes are extended to
the insurance product as part of this functionality. Attributes can be assigned at the individual product,
product group, or product package level.

Limits and deductibles are insurance-specific attributes.

The limit of liability indicates the maximum amount that the policy will honor for a particular coverage.
Insurance companies typically offer arange of predefined limits for different types of coverages. These are
defined in the product model by the insurance provider. They are added as attributes on the Attribute tab in
the Product component.

For example, assume that Bodily Injury coverage is $100,000 per person, $300,000 per accident. Y ou set up
an attribute category, "INS-PERSONAL AUTO-BODILY INJ." For Attribute Name, Limits (Per Person), set
up two values: Attribute Value = $50,000 USD, and Attribute Value = $100,000 USD. For the Attribute
Name, Limits (Per Accident), set up Attribute Vaue = $150,000 USD, and Attribute Vaue = $300,000 USD.
Y ou can add additional attribute values to meet your business needs.

There are different limits for different coverages. Because the drop-down list box of available values changes
from coverage to coverage, you will create a different limit attribute for each coverage that has limits, and
associate the limit attribute to the appropriate attribute category.

A deductible is the amount of an insured loss for which the insured is financially responsible before an
insurance policy provides coverage. A flat deductible is usualy a monetary amount. Y ou predefine
deductibles in the product model. Deductibles are added as attributes for a coverage on the Attribute tab. The
attribute is called Deductibles, and contains the available values in adrop-down list box. The deductible
attribute is related to the appropriate attribute category.

Y ou define these limits based on your business needs. For example, you may define an attribute called
Deductibles with values of $250 USD and $500 USD. Because this creates the drop-down list box of
available values that changes from coverage to coverage, you create a different deductible attribute for each
coverage that has deductibles. The deductible attribute is related to the appropriate attribute category.

Product Application Forms
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Y ou can configure product application forms to vary by channel. For example, you may want to present one
form to the customer applying through the internet and a different form to acall center agent taking
information from the customer over the phone. Y ou can have only one application form per channel for each
product.

In order to apply for aproduct in FSI or obtain an insurance quote, only Configurator is supported. Any
product action that requires re-quoting supports the Configurator model only (for example, actions like
adding a driver, removing adriver, and so on).

Other actions, such as Create FNOL, can use any of the following four ways to set up product applications:

« Branch scripts
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Configurator
« URLs

Online application forms

The following table describes each type:

Application Type Details More Information
Branch scripts «  Can be configured according to See PeopleSoft Enterprise CRM 9.1
channel Automation and Configuration
Tools PeopleBook, "Defining
Usethe core branch script Scripts’ and PeopleSoft Enterprise
functionality. CRM 9.1 Automation and
Configuration Tools PeopleBook,
» Areassociated with the product "Running Scripts."
and the channel. The
association allows the runtime
program that accesses the
product to initiate the correct
branch script.
Configurator +  Usesthe core Configurator See PeopleSoft Enterprise CRM
functionality. Advanced Configurator 9.1
PeopleBook, "Getting Started with
+  You associate a configuration PeopleSoft Enterprise Advanced
schema with the product and Configurator.”
the channel. The association
allows the runtime program that
accesses the product to initiate
the Configurator.
URL » Can be configured according to
channel.
* Linksto an external web
application.
* Sincethe URL isan externd
link, it isnot inside your
firewall. Usethe URL to
integrate with third-party web-
data-collecting applications.
Appllcatlon Form . Can be Configured accordi ng to See Chapter 4, "Setting Up
channel. Industry-Specific Functionality,”
Setting Up Online Application
Set up an application form Forms for FNOL , page 26.
using the Application Form
component.
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Actions

Product actions are the activities that can be performed on a product. Actions vary by product line. For
example, on an automobile policy, you might add a driver, while on alife policy, you might change the
beneficiary.

Y ou can associate each action with an application type. When a customer or customer service representative
selects an action, the system automatically starts the appropriate application type. Actions can be associated
with branch scripts, application forms, or the product configurator.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Products,” Defining
Product Actions

Internal and External Visibility
For financia services you can make product and product group descriptions available internally, externaly,
or both. All products are internaly visible by default.

The internal description is seen only by employees of the financial institution, such as agents or account
managers, and is not visible to self-service customers. The external description is seen by self-service
customers and the internal audience.

With internal and external visibility, you can:
«  Supply two versions of a product description, one for employees and one for self-service customers.

Y ou may need to provide a very detailed description for employees and a marketing oriented description
for self-service customers.

» Control certain products so that customers can only access them through employees.

The external visibility for a product or a package is controlled by the Externa Visibility field on the Product
Definition page. For a product group, if the external description field is populated, the product group is
external. Otherwisg, it is considered to be internal.

Setting Up and Maintaining Product Groups

This section discusses how to:

» Define product groups.

« View product group attributes.
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Pages Used to Set Up and Maintain Product Groups

Page Name

Definition Name Navigation

Usage

Product Group

RBFPROD_GROUP_TBL Products CRM, Product

Groups, Product Group

Define agroup of related
products.

Product Group Attributes

RB_ATTR_PRDGRP_SEC Click the Attributes link on

the Product Group page

View attributes for a
product group.

Product Group - Linked

RBF_PRODGRP_DEF Products CRM, Product

View products that are

contained within this
product group.

Products Groups, Linked Products

Defining Product Groups

Access the Product Group page (Products CRM, Product Groups, Product Group).

Linked Products

SetID FSIOL Product Group CHECKING (=]

*Effective Date 0%/17/2001 El “Ctatus m
Group Type General
*Description |Checking & Short Desc |Checking
Attributes
Modified 10/09/2001 2:43FPM PDT FSISAMFLE

Product Group page

Status Enter Active or Inactive.

Group Type Select a category for the group type. Y ou can use this as an additional
organizational tool.

Attributes Click to access the Attributes page.

Viewing Product Group Attributes

Access the Product Group Attributes page (click the Attributes link on the Product Group page).
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Product Group Attributes
SetID FsI0l Product Group CHECKING

External Description «<div align=left=Checking Account products such as student checking, regular
checking and ATM checking</div=>

Product Group Attributes page

External Description Enter data to make the product group visible to self-service users. If thereis no
entry in the External Description field, then the product group is visible to
internal agentsonly.

Confirming Linked Products

Access the Linked Products page (Products CRM, Product Groups, Linked Products).

Product Group CHECKING SetID FsIOl Effective Date 09/17/2001
Linked Products First B 19of0 I oot
Description Status Package Coverage Code

ﬂ Student Checking Active MNo

& ATM Checking Active No

ﬂ Regular Checking Active MNo

72| | Premium Interest Checking Active MNo

ﬁ Private Banking Checking Active No

a2 |Business Checking Active =

ﬂ Student Checking Arrangement Active No

ﬂ Premium Fackage Active Yes

ﬂ Personal Checking Active Yes

Linked Products page

The system displays all products that have been associated with the product group. Click the transfer button
on the product row to access the Product component and view and update the record.
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Defining Products and Product Packages

This section discusses how to:

» Define products and product packages.

» Link products and packages to product groups.
» Define external descriptions.

» Associate applications with products and packages.
» Defineregions.

« View attributes.

» Defining attachments.

» View product packages.

« View and maintain arrangements.

« View and maintain contracts.

» Defineactions.

» |nitiate business processes.

« Attach images.

« Define correspondence options.

Pages Used to Define Products

Page Name Definition Name

Navigation

Usage

Product Definition RBFPROD_DEFN

Products CRM, Product
Definition, Product
Definition

Set up product information.

Product Definition - Product | RBF_PROD_GROUP_LNK

Groups

Products CRM, Product
Definition, Product Groups

Link a product to a product
group. One product can
belong to multiple groups.

Product Definition - PROD_EXT_DESCR

External Description

Products CRM, Product
Definition, Externa
Description

Enter the external
description of the product to
appear on the self-service
customer page. The page
allows the entry of HTML
text, aswell asan areato
preview the HTML-enabled
descriptions.
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Page Name

Definition Name

Navigation

Usage

Product Definition -
Application

RBF_PROD_APPL

Products CRM, Product
Definition, Application

Associate an application
with a product.

Product Definition -
Regions

PROD_REGION

Products CRM, Product
Definition, Regions

Define availability of
product by region.

Product Definition -
Attributes

RB_ATTR_RUN_PROD

Products CRM, Product
Definition, Attributes

View attributes that are
attached to this product on
the Product Definition page.

Product Definition -
Attachments

PROD_ATT

Products CRM, Product
Definition, Attachments

Attach files.

Product Definition -
Packages

RBF_PRODKIT_LINK

Products CRM, Product
Definition, Packages

View packages that contain
the product.

Product Definition -
Arrangements

RBF_PROD_ARRA

Products CRM, Product
Definition, Arrangements

View the arrangements that
are associated with the
product or package.

Product Definition -
Contracts

RBF_PROD_ACNT

Products CRM, Product
Definition, Contracts

View the contracts that are
associated with the product
or package.

Product Definition - Actions

RBT_PROD_ACTION

Products CRM, Product
Definition, Actions

Link actions to the product
or package.

Product Definition -
Business Process

RBF_PROD_BUSPRJ PG

Products CRM, Product
Definition, Business
Process

Initiate business processes
to be performed on the
product or package.

Product Definition - Images

PROD_IMAGES

Products CRM, Product
Definition, Images

Associate images with the
product or package. The
images that you associate
here are used for Internet
sales.

Correspondence Options

RBF_BPEL_CORRSP

Products CRM, Product
Definition, Correspondence
Options

Select correspondence
options for the product or
product package.

Access the Product Definition page (Products CRM, Product Definition, Product Definition).

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 14

Working with Products in Financial Services and Insurance

Save I Refresh

Product Premium Package
SetID FSI01

Product ID 000000000000000096

Product Definition 'Produdgroups i External Description Vf\ppli:_:a‘r.iun \’Begiuns Vgrtributes VJ"«Itat:hmna-nts h

C]

“‘Name|Premium Fackage

*Status | Active

Coverage Code |

Attribute | CHECKING
Category

Script Name

= ¥ External Visibility
Product Sold To
_| [" Business [ consumer

@

| Preview |

Long Description |<div align = left=a packaged checking account product for high balance premium
customers willing to maintain $25,000 or more in a savings product</div=

EL

Product Details

Product Definition page (1 of 2)

Product Typel Product Package

[~

Package Components Customize | Find | wiew 211 | | Hi st L
*Dascription

#d |Prerr|iurr| Interest Checking

= |Prerr|iurr| Savings Account

= |Prerr|iurr| ATM Debit Card

= |Dver|:|raft Line of Credit

= |Stan|:|ar|:| Credit Card-Visa

5 |[standard Credit Card-MC

1-6 of 6 Last

@,
@,
@,
@,
@,
@,

Product Type

(]| =]
[+ [=]
[+ | =]
# =]
[#]| (=]
[+ =]

Product Definition page (2 of 2)

Name Enter up to 30 characters that describe the product or package.

Status Select Active or Inactive.

External Visibility

Coverage Code

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.

Select to make the product description visible externally.

If selected, the External Description and Long External Description fields must
be completed.

Coverage codes are limited to five characters.
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Product Sold to Business Select if the product is available for business customers, individual consumers, or

or Consumer

Attribute Category

Script Name

Long Description

Preview

Product Type

both.

Select the attribute category that applies to this product. Use the Product
Definition - Attributes page to view the attributes as they appear on internal or
external pages.

Select an upsell script to use in connection with this product. The upsell script is
optional.

The extended product description is entered in HTML. Thisis the description
that the internal agent sees.

Click to display the product description as it appears on the sales entry page.

Thefieldsin the Product Type group box define whether the product is a single product, a product package,

or a product arrangement.

Product Type

Package Components

Arrangement

See Also

Select to designate the product as a Single Product,Product Package, or Product
Arrangement. The page changes depending on your selection.

This group box isdisplayed if Product Packageis selected. A product package
has two or more components. Enter the products—coverages, benefits, riders,

exclusions, and so on—belonging to this package. Y ou can select only single
products, not other product packages.

This group box isdisplayed if Product Arrangement is selected.

Chapter 15, "Working with Arrangements and Contracts," page 153

Linking Products and Packages to Product Groups

Access the Product Definition - Product Groups page (Products CRM, Product Definition, Product Groups).

138
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ey e

Product Fremium Fackage Product ID 0000000000000000936
SetID FSI01

Froduct Definition Product Groups External Description Application Regions Aftributes Atachments [¥

Product Group Information

*Product Group Type *Product Group Description
[General =] [cHECKING Q.G Checking [+ [=]
|Genera| ;I |SA‘-.FINGS Q.5 savings [+ |[=]

* Required Field

Product Definition - Product Groups page

Product Group Type Select atype based on common product features. The system comes with
functional product group types already defined. Y ou can add additional groups.

Product Group Associate single products with a product group for organizational purposes. One

product can belong to many product groups. Y ou can drill down to the Product
Group page from the definition.

Defining the External Description
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Access the Product Definition - External Description page (Products CRM, Product Definition, External
Description).
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= o D

Product Student Checking Product ID 000000000000000036
SetID F=I01

Product Definition Froduct Groups External Description Application Regions Aftributes Aftachments [

Description |Student Checking @ Preview Area
Long [=div align = left=Student @% ‘ e .
Description |checking is an account DESCI’IptIDn.

ezpecially established for ;
students.</div= ‘StUdent ChECklng

\ Long Description:

<div align = left>5tudent
checking is an account especially
established for students. </div>

Freview

Product Definition - External Description page

Description Enter a name to appear for self-service customers.

If the Description and Long Description fields are completed on this page, then
the product is considered to be external.

Entry in these fields selects the External Visibility check box on the Product
Definition page automatically.

Long Description Enter the extended product description in HTML. Thisis the description that the
self-service customer sees.

The <html> <title>,<header>, and <body> tags are not supported.

Usethisfield to enter URL links to websites used during the sell process to
deliver detailed information.

Preview Click to show the product description as it appears on the sales entry page.

Associating Applications with Products and Packages
Access the Product Definition - Application page (Products CRM, Product Definition, Application).
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EmEm

Product Student Checking Product ID 000000000000000036
SetID F5I01

Product Definition Product Groups External Description Application Reagions Aftributes Attachments E)

Configured Packages

¥ Configured Package Distribution Model |REGULAR_CHECKING @,
Product Application
*ChannellAH Channels ;I [#][=]
Application Type
& Application Form Form Name |Generic Online Application @ &
" Branch Script Script Name| @, ﬂ
 URL URL |

{e.g. http://www.peoplesoft.com)

Modified

Product Definition - Application page

Configured Package Select to define the product package as afully configured package. A fully
configured package uses the product configurator at runtime and creates a
package based on your choices from the Configurator model.

Distribution Model Select the distribution model related to the product package.
Channél Indicate where the application will be available. Y ou may define only one

application form per channel. Insert arow to add a new channel. Delivered
values are All Channels, Internal, and Web Self-Service.

Application Form Select if you are using an application form created in the Application Form
component.
Form Name Enter the application form ID. Click the transfer button to access the application

form component and view and update the form.

Branch Script Select to use a branch script. The association alows the runtime program that
accesses the product to initiate the correct branch script.

Script Name Enter the branch script name. Click the transfer button to access the branch script
tree and view and update the form.

URL Select to use an internal link to an application form.

URL Enter the URL to transfer the customer to the application form.
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See Chapter 14, "Working with Products in Financial Services and Insurance," Product Application Forms,
page 130.

Defining Regions
Access the Product Definition - Regions page (Products CRM, Product Definition, Regions).

=

Product Student Checking Product ID 000000000000000036
SetID FSI01

Product Definition FProduct Groups External Description Application Aftributes Aftachments II)

Region Options

¥ All Regions " Only in Regions below " All except Regions below

Product Region Information . Jiew A D miret B g opr O Lact
*Region ID Description Start Date End Date
| @ [03/15/2006 B [1z/31/2008 |H  [#]|[=]

Product Definition - Regions page

The fields under Region Options enable you to define specific areas where the product is available for sale.

All Regions Select to make the product generally available.

Only in Regionsbelow  Select to make the product unavailable in al regions except those you specify.
Use the Region ID field to identify the regions (by region ID) where the product
can be sold. Use thisto set up products that are only available in specific states.

All except Regions below Select to make the product available in all regions except those you specify. Use
the Region ID field to identify the regions in which the product is unavailable.

Note. Region IDs are defined on the Region page, and are of the type Product Sales.

Viewing Attributes
Access the Product Definition - Attributes page (Products CRM, Product Definition, Attributes).
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Save Refresh

Product Fremium Package Product ID 000000000000000096
SetlD FSIO0L

/F'roductgeﬁnition he Product Groups VExternaIDescripﬂon \’Appligation \/Begions i Attributes /F\nachments N ID

Order Capture Attributes| Never has Attributes [

Features - Checking

Features

User Typel

£ P

Earns Interestl

Terms - Checking

Terms and Conditions

Monthly Fee|

Balance to Waive Fee|

Teller Feel '%

Product Definition - Attributes page (1 of 2)

Services - Checking :

Services

Free callsl

@,
On-Line Banking | @,
@,

Pay by Phonel

Partner Product Information

Available to Bronze Partnersl

Available to Gold Partnersl

Available to Platinum Partnersl

£ R Rp

Available to Silver Partnersl

Product Definition - Attributes page (2 of 2)

The system displays the attributes associated with the product or package on the Product Definition page.

Y ou can select additional values from the drop-down list boxes.
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See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Configuring Attributes®

Defining Attachments

144

Access the Product Definition - Attachments page (Products CRM, Product Definition, Attachments).

= o D

Product Student Checking Product ID 000000000000000036
SetID FSIO0L

Product Definition Froduct Groups External Description Application Regions Aftributes m@_

Attachment Details
]

File Name File Type Description Required *Audience Added By :;Iéil;me
|Literature x| | & I_ Al = =]
Attach a File
Product Definition - Attachments page
File Name Displays the name and extension of the attached file. Click to activate a pop-up

window that displays the contents of the attachment. The contents of this file will
be viewed by the self-service user during product selection.

File Type Select an attachment type. Options are: Disclosure, Literature, White Paper, and
Prospectus.

Description Enter a brief description of the attachment.

Required Thisflag isused at runtime to identify whether the user must view the attachment
to order the product, or whether the information is solely informational .

Audience Select the audience for the attachment. Optionsinclude All, External, Internal,
and None.

Attach aFile Click to select thefile to attach to the product.

Note. Refer to Adding Attachments for the associated rules.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, "Working with Notes and
Attachments"
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Access the Product Definition - Packages page (Products CRM, Product Definition, Packages).

l Save I Refrezh

Product Premium Interest Checking
SetID F5I01

Product ID 000000000000000039

@ ’ Altributes NE Attachmenis \’ Arrangements NE Contracis \E Actions NE Business Process \E Images N

Packages Containing Product

E Premium Package

E Select Banking Package

Product Definition - Packages page

The system displays all packages that contain the product. Click the transfer button to drill down to package

details.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Products®

Viewing and Maintaining Arrangements

Access the Product Definition - Arrangements page (Products CRM, Product Definition, Arrangements).

Save I Refresh

Product Student Checking
SetID FSIO0L

Product ID 000000000000000036

Arrangements Containing Product

Descr Student Checking Arrangement@

Contracts Containing Arrangement

Contract Name Start Date

Student Checking Arrangement
Contract

Student Checking Arrangement Mew
from 2010

@ I Aftributes i Aftachments i Packages \’ Contracts i Actions i Business Frocess i Images N

End Date

01/10/2002 |12/31/2099 |Company

01/01/2010 12/31/2099 Company

Contact Type  Business Contact Mame

Jordan Enterprises

Jordan Enterprises

Product Definition - Arrangements page
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The system displays the arrangements associated with the product. Click the transfer button in the
Arrangements Containing Product row to access the Arrangement component, where you can view and
update the record.

The system also displays the contracts that contain the arrangement. Click the transfer button in the Contracts
Containing Arrangement row to access the Contract component, where you can view and update the record.

Viewing and Maintaining Contracts

Access the Product Definition - Contracts page (Products CRM, Product Definition, Contracts).

= o D

Product Student Checking Product ID 000000000000000036
SetID F=I01

] [ Aftributes Aftachments Packages Arrangements Actions Business Process Images

Contracts Containing Product

Contract Mame Start Date End Date Contact Type Business Contact Mame

E | student Checking Contract 01/08/2002 |12/31/2099 |[Company Jordan Enterprises

Product Definition - Contracts page

The system displays the contracts associated with the product.

Click the transfer button in the Contracts Containing Product row to access the Contracts component, where
you can view and update the record.

Defining Actions

146

Access the Product Definition - Actions page (Products CRM, Product Definition, Actions).

ey

Product Deductible Product ID INS00039
SetID INS01

@ Aftributes Aftachments Packages Arrangements Contractz Business Frocess Images
El Firstnlofl.“

*Action Name Action Type Application Method Application Name

|Change Coverage @, |Insurance Configurator Insurance Vertical - Auto IE EI

Product Definition - Actions page

Action Name Select an action to associate with the product or package. An action defines an
activity that can be performed on the policy.
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Action Type Displays the action type defined in the Action component.
Application M ethod Displays the application method defined in the Action component.

Application Name Displays the name that appearsin Web Self Service.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active
Anaytics Framework"

Initiating Business Processes

Access the Product Definition - Business Process page (Products CRM, Product Definition, Business
Process).

Enom e

Product Premium Interest Checking Product ID 000000000000000039
SetID F5I01

] | Aftributes Aftachments Packages Arrangements Contracts Actions Business Process Images

Business Process

Find | View All  First 4 lofl b Last
Eff Date |06/26/2006 El =

Service Operation I Convergent Order BPEL Prnce;l Cancel Operation Convergent Order BPEL Prnce;l

Modified

Product Definition - Business Process page

Y ou can initiate business processes to be performed on the product or package.

Attaching Images

Access the Product Definition - Images page (Products CRM, Product Definition, Images).
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Emem

Product Premium Interest Checking Product ID 000000000000000039
SetID F5I01

@ Altributes Attachmenis FPackages Arrangements Contracis Actions Business Process @_

Product Image Details

First 4 1-2o0f 2 n Last

*Image Size Drescription JPEG Image

Premium Interest

Large Image LI |

i Upload |£| |:-|

Medium Image LI |

: Upload I£| I:-I

Product Definition - Images page

Y ou can associate images of different sizes with the product or package. The image will appear in the product
catalog.

Defining Correspondence Options

Access the Product Definition - Correspondence Options page (Products CRM, Product Definition,
Correspondence Options).

Y ou can set up automatic correspondence to be sent based on selected actions.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Correspondence
Management"
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Defining Product Relationships

This section discusses defining relationships for products and product groups.

Pages Used to Define Product Relationships

Page Name Definition Name Navigation Usage

Product Relationships PROD_RELATIONS Products CRM, Product Define relationships with
Relationships, Product products and product
Relationships packages.

Product Relationships - PROD_REL_OVERVIEW Products CRM, Product View product and product

Relationships Overview Relationships, Relationships| group relationships.
Overview

Defining Product Relationships

Access the Product Relationships page (Products CRM, Product Relationships, Product Relationships).

Product Relationships

Save Refresh

Product Premium Interest Checking Product ID 000000000000000039
SetID FSIO0L

Relationships Overview

*Product Relrzltin::nshipI"""gr'a'em'a'-ﬁcs LI

Status Product ID Description Catalog Start Date End Date

Active G, (I 05/24/2005 sl ||12/31/2099 |[3 I}
Add Product

Product Relationships page

Product Relationship Select the relationship to establish between products or product groups.
Product ID Enter the product ID for the related product.
Catalog Select to display the product in the catal og.

Start Date and End Date Enter the start and end dates for the relationship.
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See PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, " Setting Up Product
Definitional Elements.”

Setting Up Actions for Insurance

This section discusses how to set up actions.

Page Used to Set Up Actions

Page Name Definition Name Navigation Usage

Actions RBT_ACTION Set Up CRM, Product Set up actions for products
Related, Order Capture, and product groups.
Action, Action

Setting Up Actions for Insurance

Access the Actions page (Set Up CRM, Product Related, Order Capture, Action, Action).

Action

SetID INS01
Action ID 20
Action Code CBENE

*Action Name |Change Beneficiary

“Action Typellnsurance ;l I Re-Quote

Action Reference

" Do Not Publish to Billing

Applicatinnl:ﬂxpplicaticn Form |
Method
Form Mame |Change Folicy - Change Beneficiary C'J =

* Required Field

Action page
Action Code Displays the action code that you entered on the search page.
Action Name Enter the name for the action or change.
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Action Type
Re-Quote
Action Reference

Application Method

Script Name

Working with Products in Financial Services and Insurance

Select an action type.
Select if the action needs a re-quote because of a changed premium.
Thisfield is not used for insurance.

Select the application method to be associated with the change. Values are
Application Form,Configurator, and Branch Script.

Select the script to be associated with the change.
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Chapter 15

Working with Arrangements and
Contracts

This chapter provides an overview of arrangements and contracts and discusses how to:
«  Set up and maintain arrangements.
»  Set up and maintain contracts.

« Set up and align attribute definitions for products, arrangements, contracts, and the sales process.

Understanding Arrangements and Contracts

This section discusses;

« Arrangements.
« Contracts.
» Contract retrieval.

« Termsand conditions retrieval.

Arrangements

An arrangement is associated with one and only one product or product package. A product or product
package can be associated with zero, one, or more arrangements.

An arrangement has a set of terms and conditions in addition to the following three fields:
« Raise%
* Reduction %

« Waive contract fee flag

Note. Other terms and conditions can be defined by the system administrator using configurable attribute
definitions.
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Contracts

154

Contracts are available only to organizational customers. An organization can be a company, a partnership, or
an alternate capacity.

A contract is an association between the following two parts:

« One and only one organization

« Oneand only one product, product package, or arrangement

A contract has a set of terms and conditions in addition to the following three fields:
+ Raise%

* Reduction %

» Waive contract fee flag

Note. Additional terms and conditions can be defined on a contract. PeopleSoft enables system administrators
to define terms and conditions for a certain type of object to fit their organization by using configurable
attribute definitions.

The availability of acontract is controlled by start date and end date. In implementation, the system setsthe
default end date to December 31, 2099.

A contract is an entity different from a commercia product. It is possible that a product, product package, or
arrangement is not associated with a contract. A contract is tied to an organization whereas an arrangement is
not.

A contract is an entity different from an account. A contract is an agreement about an unsold product between
the bank and an organization. An account is an agreement about a sold product between the bank and a
customer.

It ispossible for a product, a product package, or an arrangement to be associated with multiple contracts for
an organization. These contracts may have overlaps on valid periods, which are defined by start date and end
date.

If there are multiple contracts valid for a product and organization for a certain period of time, the sales
process uses the newest contract featured by alater start date.

For example:
« P001isATM Checking product.
« P006 is an arrangement based on the product POO1.

« CO001isacontract based on PO06 for ADC Company valid between February 1, 2002 and March 31,
2002.

If the user tries to create a new contract, C002 for ADC Company based on POO—ATM Checking, valid

between February 15, 2002 and March 31,2002, it is allowed. The system displays a message reminding the
user about the existence of the multiple contracts for ADC Company on POOL.
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For the period between February 1, 2002 and February 14, 2002, CO01 is the only valid contract based on
POOL. In the order capture process, when a customer selects PO0OL, the system uses C001, which isthe only
contract valid during this period, to determine the terms and conditions.

For the period between February 15, 2002 and March 31, 2002, there are two valid contracts based on POO—
C001 and C002. In the sales process, if a customer selects PO01, the system uses C002, which is the newest
contract among the contracts that are valid during this period, to determine the terms and conditions.

Contract Retrieval

During an agent-controlled sale to the contact of an organization, the system retrieves any available contract
after the customer selects the product.

Agents can retrieve an available contract after verifying employment information. The employment
information is verified by the agent using the verification key provided by the customer or by checking
supporting documents.

The customer can choose to apply for the product with or without using the retrieved contract.

Note. Self-service users cannot retrieve an available contract and apply for a product using a contract.

Terms and Conditions Retrieval

When a customer selects a product or package during the sales process, a complete set of terms and
conditions for the product or product package is retrieved:

« A complete set of terms and conditions is retrieved from the terms and conditions defined for product,
product package, arrangement, or contract.

« Thetermsand conditionsin an arrangement for a product or product package are retrieved only when the
following two conditions are satisfied:

« The customer's organization has a contract on that arrangement.

» The system selects the newest contract (because of itslater start date) from the multiple contracts that
refer to the same product or product package.

« Theterms and conditions defined in later entries override the terms and conditions defined in previous
entries.

For example, POO1 is ATM Checking, PO06 is an arrangement for PO0L, and COO0L1 is a contract for ADC
Company and P006. An employee of ADC Company selects ATM Checking (P001) during the sales process
and isinterested in applying for an ATM checking account.

The terms and conditions defined in these entries are;

Entry

Term A

Term B

Term C

Term D

Term E

Term F

POO1

TermA =1

TermB =2

TermC =3

TermD =4
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Entry Term A Term B Term C Term D Term E Term F
PO06 TermB =6 TermC =8 TermE=9
C001 TermA =12 TermC =15 TermF =18

1. The sales process gets terms and conditions from POO1—ATM Checking:

POO1

TermA =1

TermB =2

TermC =3

TermD =4

2. Because this organization has a contract CO01 on an arrangement PO06 for this product PO0L, the system
gets the terms and conditions from the arrangement PO06 to override terms and conditions obtained from

product PO01.:
POO1 TermA =1 TermB =2 TermC =3 TermD =4
PO06 TermA =1 TermB =6 TermC =8 TermD =4 TermE =9

Terms B and C are overridden in this step. Term D is expanded in this step.

3. Finally, the system obtains terms and conditions from contract CO01.

These are the terms and conditions that appear during the sales process:
POO1 TermA =1 TermB =2 TermC =3 TermD =4
PO06 TermA =1 TermB =6 TermC =8 TermD =4 TermE =9
C001 TermA =12 | TermB =6 TermC=15 | TermD =4 TermE =9 TermF =18

Terms A and C are overridden in this step. Term F is expanded in this step.

Alignment of Attribute Definitions for Products, Arrangements, Contracts, and
the Sales Process

To make product definition, arrangement definition, contract definition, and the sales process work together
correctly, it isimportant to set up attribute definitions for these objects correctly.

To set up and align attribute definitions for products, arrangements, contracts, and the sales process:

1. Set up attribute definitions for products.

The Object Type for products is Product.

156
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Set up and align attribute definitions for arrangements.

The Object Type for arrangements is also Product. The attribute set defined for arrangements must
include the attribute set for products. Additional attributes other than those defined for products,
specifically for arrangements, can be defined by providing certain conditions. Any attributes specific to
arrangements but not controlled by Attribute Category values are internal arrangement attributes, not
displayed during the sales process.

Set up and align attribute definitions for contracts.

The Object Type for contracts is Contract. The attribute set defined for contracts must include the
attribute set for products and the external attribute set for arrangements. Any attributes specific to
contracts but not controlled by Attribute Category values areinternal contract attributes, not displayed in
the sales process.

Set up and align attribute definitions for the sales process.

The Object Type for the sales process is Sales Product Application. The attribute set defined for the sales
process must include the attribute set for products and the external attribute set for arrangements and
contracts.

Setting Up and Maintaining Arrangements

This section discusses how to:

Set up arrangements.
View attributes.

View arrangement contracts.

Note. An arrangement is defined in the same component where a product is defined. However, only the
values defined on the Product Definition page, the Attributes page, and the Contracts page pertain to
arrangements.

See Also

Chapter 14, "Working with Products in Financial Services and Insurance," page 125

Pages Used to Set Up and Maintain Arrangements

Page Name Definition Name Navigation Usage

Product Definition RBFPROD_DEFN Products CRM, Product Set up arrangement
Definition, Product information.
Definition
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Page Name

Definition Name

Navigation

Usage

Product Definition -
Attributes

RB_ATTR_RUN_PROD

Products CRM, Product
Definition, Attributes

View the attributes that are
attached to this arrangement
on the Product Definition

page.

Product Definition -
Contracts

RBF_PROD_ACNT

Products CRM, Product
Definition, Contracts

View the contracts using the
arrangement.

Setting Up Arrangements

Access the Product Definition page (Products CRM, Product Definition, Product Definition).

SetID F5I01

Product Student Checking Arrangement

Emem

Product ID 000000000000000071

S0 e =il [ Product Groups || External Description || Application || Regions || Aftributes || Attachments | [

*Status | Active

Coverage Cudel

Category

Attribute | CHECKING

Script Namel

*Name|5tudent Checking Arrangement

=] [ External Visibility
- _I ¥ Business " consumer
@,

| Prewview |

Long Description |<div align = left=An arrangement for the product of Student Checking</div=

Product Typel Product Arrangement

Arrangement

*Description |StudEnt Checking

QE

=

g

Product Type

¥ Waive Contract Fee

Reduction %|

Raise %l

2.50

Product Definition page

Use the fields in the Product Type group box to define the product arrangement.

Product Details

Status

158

Select the status: Active or Inactive.
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External Visibility

Coverage Code

Working with Arrangements and Contracts
For an arrangement, the value of external visibility does not matter. What is
important is the external visibility of its related product.

Enter the coverage code. The insurance industry uses the coverage code to define
the coverage provided by a product.

Product Sold to Business For an arrangement, the system automatically selects Business, because an

or Consumer

Attribute Category

Script Name

L ong Description

Preview/Preview Area

Product Type

Product Type

Arrangement

Waive Contract Fee

Reduction %

Raise %

See Also

arrangement can be sold only to organization customers.

The system automatically populates this field with the attribute category for the
related product. This ensures that the attributes defined for the arrangement align
with the attributes defined for the related product.

Select an upsell script for the product.

Displays the extended arrangement description in HTML. Thisis the description
that the internal agent sees.

Click the preview button to show the arrangement description in the preview area
asit will appear on the sales process page.

Select to designate the product as an arrangement; you can then enter the
component information in the corresponding fields.

Select to waive the contract fee.

Enter the percentage of rate decrease, if applicable. For example, a mortgage
arrangement may include an interest rate decrease.

Enter the percentage of rate increase, if applicable. For example, a checking
account arrangement may include an interest rate increase.

Chapter 14, "Working with Productsin Financial Services and Insurance," page 125

Viewing Attributes

Access the Product Definition - Attributes page (Products CRM, Product Definition, Attributes).
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Save l Refresh

Product Student Checking Arrangement Product ID 000000000000000071
SetID F5I01

/F'roductgeﬁniﬁon \/Produt:tgroups ie External Description \’Appligaﬁon \'Begions i Attributes /ﬂnachments N IBI

Order Capture Attrihutesl Never has Attributes =l
Features - Checking
Features
User Tvpelstudent @,
Earns Interestlr"":l @,

Terms - Checking

Terms and Conditions

Monthly Fee|

Balance to Waive Fee|

Teller Fee |Nut Applicable %

Product Definition - Attributes page (1 of 2)
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Services - Checking

Services [Monthly service fee: $1.00

Free l:allslE

On-Line Banking [Yes

e

Pay by PhunelN':'

Remark - Arrangement

Remark

Partner Product Information

Available to Bronze Partnersl

Available to Gold Partnersl

Available to Platinum Partnersl

SR Hp

Available to Silver Partners.l

Product Definition - Attributes page (2 of 2)

Attributes are selected by the Attribute category selected on the Product Definition page. The Remark
attribute is not controlled by the Attribute category; it appears for all arrangements. Data entered in the
Remark field isonly visible internally and does not appear during the sales process.

Viewing Arrangement Contracts

Access the Product Definition - Contracts page (Products CRM, Product Definition, Contracts).

Save I Refresh

Product Student Checking Arrangement Product ID 000000000000000071
SetlD F5I01

] | Aftributes || Attachments || Packages || Arangements Actions | Business Process || Images

Contracts Containing Product

Contract Name Start Date End Date Contact Type Business Contact Mame

E Student Checking Arrangement Contract 01/10/2002 |12/31/2099 Company Jordan Enterprises

= Student Checking Arrangement New from

5010 01/01/2010 |12/31/2099 |Company Jordan Enterprises

Product Definition - Contracts page

The system displays the contracts that have been associated with the arrangement. Click the transfer button in
the contract row to access the Contracts component, where you can view and update the record.
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Setting Up and Maintaining Contracts

Y ou can set up contracts using individual products, product packages, or product arrangements.

This section discusses how to:

«  Set up contracts.

« View contract attributes.

Pages Used to Set Up and Maintain Contracts

Contracts, Contract

Page Name Definition Name Navigation Usage
Product/Arrangement RBF_ACNT Customer Contracts CRM, | Set up acontract and
Contracts - Contract Product/Arrangement associate the contract with a

business contact and
product.

Contract - Attributes RBF_ATTR_ACNT

Customer Contracts CRM,
Product/Arrangement
Contracts, Attributes

View attributes associated
with the contract.

Setting Up Contracts

Access the Contract - Contract page (Customer Contracts CRM, Product/Arrangement Contracts, Contract).

162
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Contract

Save | F Add Contract | ZEEEZSEU—ree View | ® Search | 8 Previous | B Next | Personalize

Mame Student Checking Arrangement Contract SetID FSI01
Contract ID 20

Aftributes

Cumpanyljorda” Enterprises =
Phone |555 5551200
Search

| Advanced Search

*Contract Name|5tudent Checking Arrangemen *Pruduct|5tudent Checking Arrangeme@, 5
*Start Date [01/10/2002 5] *End Date [12/31/2093 )

Attribute Categnn,rl CHECKING ;l ¥ waive Contract Fee
Raise % | 4.50 Reduction % | 0.00

This related product is an o gt Checking@
arrangement on

Product/Arrangement Contracts - Contract page

Contract Name Enter a name for the contract. A contract can be associated with a product, a
product package, or an arrangement.

Product Enter the name of the product. If the product is an arrangement, the system
displays the related product. Y ou can access the Product component to view
product details.

Start Date and End Date Enter the start and end dates for the contract.

Attribute Category The system automatically populates this field with the attribute category for the
related product. This ensures that the attribute defined for the contract aligns with
the attributes defined for the related product.

Waive Contract Fee Select to waive the contract fee.

Raise % Enter the percentage of rate increase, if applicable. If this contract is based on an
arrangement, this field displays the value set for the arrangement.

Reduction % Enter the percentage of rate decrease, if applicable. If this contract is based on an
arrangement, this field displays the value set for the arrangement.

Thisrelated product is  If the contract is based on an arrangement, the system displays the name of the
an arrangement on arrangement. Click the transfer button to view product details.
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Note. If acontract definition is based on an arrangement, the Contract Raise %, Contract Reduction %, and
Waive Contract Fee fields are populated with values defined for the arrangement. If the customer appliesfor a
product based on an available contract, these values are obtained only from the contract, not from the
arrangement.

Viewing Contract Attributes

164

Access the Product/Arrangement Contracts - Attributes page (Customer Contracts CRM,
Product/Arrangement Contracts, Attributes).

Contract

m | E Add Contract | ZEE!:ZEE[I-E}erea view | ® Search | EiPrevious | BiNext | Perzonalize

Mame Student Checking Arrangement Contract SetID FSI0L
Contract ID 20

Features - Checking
Features

Terms - Checking

Terms and Conditions

Services - Checking

Monthly service fee: $0.00

Services

Remark - Contract

On 01/01/2002, Jordan Enterprise has 1200 employees.

Remark

Product/Arrangement Contracts -Attributes page

The system displays the attribute categories applicable to the contract. In this example, the Remark attributeis
not controlled by the attribute categories; it appears for al contracts. Data entered in the Remark field is only
visible internally and does not appear during the sales process.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Configuring Attributes®
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Working with Financial Accounts

This chapter provides overviews of financial accounts, integration with legacy systems, and discusses how to:
»  Set up account defaults.
« View financia account information.

« Moadify financial accounts.

Understanding Financial Accounts

A financial account represents a holding by a customer of a product or service provided by financial services
industries, including insurance, wealth management, and banks. The financial account function presents
information from various legacy systemsin a consistent interface. The financial account maps to the product,
inheriting the terms and conditions from the product purchased by the customer.

The Financial Account record and its sub-records are created by the legacy administration systems. The
Product order process functionality sends the completed application to the legacy system, the legacy system
creates the account in their own area and then sends a message to CRM. The CRM system reads the inbound
message and creates the account header record and the associated sub records inside its own system.

A financial account is held by a business contact. The business contact may be a person, company,
partnership or an alternate capacity.

Each financial account record represents one financial services account. If a business contact has two
checking accounts, there is one financial account instance in the financial services database for each.

A financial account is associated with the terms and conditions related to the product. Additional terms and
conditions can be applicable to specific accounts.

Views of Financial Accounts

PeopleSoft delivers customer, agent, account manager, and application administrator permission groups for
PeopleSoft Enterprise Banking Transactions, PeopleSoft Enterprise Bill Presentment and Account
Management, PeopleSoft Enterprise Policy and Claims Presentment, and PeopleSoft Enterprise Client
Management.

Customer

The self-service customer navigates to account detail records by way of the My Accounts pagel et.
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My Accounts contains alisting of accounts for which the customer is the owner, authorized user, or
beneficiary, or, in other words, has security matrix entry in his or her name. The account detail is read-only
for the customer. No information can be changed on this page.

Agent

The financial services agent does not have permission to search the listing of account records held by
customers. Agent accessis strictly controlled. An agent can only view the details of an account held by a
customer who is explicitly identified. Agents can view an account only when they identify the customer and
navigate to the customer's 360-Degree View. Every entry of the agent to a particular customer's 360-Degree
View istraced by access trace mechanism.

Account Manager and Administrator

The financia services account manager and the administrator has more authority to search for an existing
account record.

There is a search page available to find an existing account record. The account detail isread-only. In
addition, they can also see the accounts by navigating through the 360-Degree View as the agent does.

Financial Account Types
Financial account information is provided for a number of contract types that correspond to product types.
As PeopleSoft CRM applications are delivered, the following financial accounts are available:
»  Checking account.
»  Savings account.
+ Credit account.
» Insurance policy.
* Investment account.

« Loan.

Understanding Integration with Legacy Systems

This section discusses integration requirements.
Two components must be configured for the integration to function correctly:

1. Integration Broker setup.
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Working with Financial Accounts

2. A legacy system can post the appropriate XML file to the uniform resource locator of the application

messaging gateway. The PeopleSoft system then asynchronously subscribes to this data and loads it into
the production tables. A legacy system can also choose to use aflat file to represent its data. An
application engine process converts the flat file into an XML document that isin turn published to the
application messaging gateway. The process run to perform this function automates the conversion of a
flat fileto an XML document and also the publishing process. For XML post, inbound datais validated
during subscription. For flat files, data validation occurs during the publishing phase and again during the
subscription phase.

The goal isto provide an integration framework to subscribe to inbound data from any legacy system. The
two delivered methods of integration (XML and flat file) still go through the same enterprise integration point
(EIP), which is the application messaging gateway .

Delivered XML Templates

PeopleSoft CRM delivers XML templates to perform the following:

Add and update financial accounts.
Set relationships.

Set security matrix data.

Set addresses for financial accounts.

Set financial account fees.

Note. Thefile contains al of the necessary data definition tags. . The message data should be changed
appropriately according to what datais being loaded. Additional transactions should be added as needed.

Delivered Flat File Templates

PeopleSoft CRM deliversflat file templates to perform the following:

Add and update financial accounts. (RBF_FIN_ACCT_FULL_SYNC)

Note. Thisis asample and the file should be modified accordingly.

Set relationships for the financial account. (RBF_FINACCT_RELATIONSHIPS)

Set security matrix data. (RBF_FINACCT_SECURITY and RBF_FINACCT_SECURITY_BYROLE)
Set addresses for financia accounts. (RBF_FINACCT_ADDRESS)

Set account fees. (RBF_FINACCT_FEES)

Delivered Flat File Processes

PeopleSoft CRM deliverstheflat file process—RBF_FIN_ITG—which runsto load aflat file depending on
the configuration.
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Assumptions for XML Integration
Review the following assumptions for XML integration:
» All messages must be active in Application Designer.

«  Thetransactions must be set up in Integration Broker through PeopleSoft Internet Architecture, and they
must be active.

» Financia account messages require the following fields in the header:
« CUST_ACCT NBR
« SYSTEM_SOURCE_CD
« PROD_SETID
« PRODUCT_ID
- BO_ID_OWNER
« OWNER BO TYPE
« FIN_ACCOUNT_STATUS

Note. PROD_SETID, PRODUCT _ID, AND OWNER_BO_TY PE must be either valid prompt values or
valid trandate values that exist in the PeopleSoft system. Therefore, any legacy system would need to
synchronize the list of possible values for these fields with the PeopleSoft system.

» Legacy hasto set the AUDIT_ACTN inthe PSCAMA record in the XML file.
Thevaueof A isAdd (INSERT), Cis Change (UPDATE), and D is Delete.
» The message should contain the required fields of the parent and the child.
« Cannot insert achild RBF_CHECK_ACCT) without a parent (that is, RBF_FIN_ACCOUNT).

« |If the account has a status of CLOSED, then the security message has to be sent by the legacy to delete
the entriesin the security matrix.

Financial account address message: CUST_ACCT_NBR and SYSTEM_SOURCE_CD hasto be associated
with the message.

Rel ationships message:
« REL_TYPE_ID, ROLE _TYPE_ID are assumed to exist both in legacy and PeopleSoft CRM.
» Legacy sendsthe ID values for relationship type to set the relationships.

» Intherelationship message, the first placeholder is the financial account information and the second
placeholder is the business object with which the relationship is targeted.
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« OWNER _BO_TYPE should be sent by legacy, which is one of the following:

»  When relationships end, a message has to be sent from legacy with an end date of the relationship.

ACC — Financial Account
PER — Person

COM — Company

ALT — Alternate Capacity

PAR — Partnership

Security message:

« Legacy sendsthe XML file with the following fields:

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.

FIRST_NAME
MIDDLE_NAME

LAST NAME

TIN

TIN_TYPE

NATIONAL_ID
COUNTRY_NM_FORMAT
SYSTEM_SOURCE_CD
CUST_ACCT_NBR
SRTY_FUNCTION_CD
APPROVAL_FLG (Y/N)
SRTY_OPERATOR_CD
SRTY_AMOUNT
SRTY_ROLE_CD

Working with Financial Accounts

BO_IDs are determined from the PeopleSoft side and the security matrix is populated accordingly. If
business object does not exist, the PeopleSoft CRM system creates a business object and sets up the

security matrix accordingly.
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» To populate the security matrix by role, legacy sends the following information in the XML file.
Legacy has to know the SRTY_ROLE_CD, which exists in PeopleSoft CRM:
« FIRST_NAME
- MIDDLE_NAME
. LAST_NAME
« TIN
« NATIONAL_ID
« TIN_TYPE
« COUNTRY_NM_FORMAT
« SYSTEM_SOURCE_CD
« CUST_ACCT _NBR
« SRTY_ROLE_CD

Assumptions for File Integration

170

This process employs a mapping of fieldsin the flat file. Column headings are specified on the first line of the
flat file. These column headings are mapped to actual PeopleSoft field names on the setup page. This
mapping is saved and used when loading aflat file. In thisway, order of the fieldsisirrelevant. Headings are
used to determine which values correspond to which fields.

To set up the file upload:

« Maptheflat file in the Setup component.

« Providethefile map name.

»  Specify the delimiter.

» Ensurethat all recordsto beincluded in the flat file are mapped here in the setup page.

Select the record name (that is, RBF_FIN_ACCOUNT) from the prompt. Click the default fields button to
automatically populate the grid with the fields of that record. Select the fields that you want to include as
headingsin your flat file. The flat file field name specified here must match the corresponding column
heading that you will use in your flat file.

» Add as many records and fields as is necessary.

»  Savethe mapping.

To set up theflat file:

» Ensure that the file being used matches the previoudly created file mapping.

« Ensure that column headings of the file match the flat file field names specified in the mapping.

To run the file upload process:
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Select the File Upload component.

Add arun control ID.

Enter the file name (direct or absolute path of the file—for example,

c:\pt842\appserv\prcs\dbnamelfiles\filename.txt).

The file must reside on the same computer as the process scheduler.

Select the file map name from the prompt.

This map should be the mapping of the file that you will be using.

Select Run and select the process RBF_FIN_ITG, and then click OK.

Vadlidate in the process monitor that the process has a status of success.

Working with Financial Accounts

The log file generated by this process is dumped into the root directory of the process scheduler
(ps_cfg_home\appserv\prcs\dbnamelfiles).

Setting Up Account Defaults

This section discusses how to set up account defaults.

Page Used to Set Up Account Defaults

Page Name

Definition Name

Navigation

Usage

FSI Options

RBF_OPTIONS

Set Up CRM, Product
Related, Financial Services,
FSI Options

Set up default values for a
financial account.

Defining Account Defaults

Access the FSI Options page (Set Up CRM, Product Related, Financial Services, FSI Options).

See Chapter 4, "Setting Up Industry-Specific Functionality," page 17.

Viewing Financial Account Information

This section discusses how to view financial account information.
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Pages Used to View Financial Account Information

Chapter 16

Page Name

Definition Name

Navigation

Usage

Financial Account

RBF_FIN_ACCOUNT

Customer Accounts,
Review Financia Accounts,
Financial Account

View general account
information. The Financial
Account page varies
depending on the type of
account.

Financial Account -

RBF_ACCT_RELATIONS

Customer Accounts,

View all relationships that

Cards

Relationships Review Financial Accounts, | are associated with the
Financial Account, account.
Relationships

Financial Account - ATM RBF_ACCT_ATM_CARDS Customer Accounts, View al ATM cards that

Review Financia Accounts,
Financial Account, ATM
Cards

are associated with the
account.

Financial Account - Terms
and Conditions

RBF_ACCT_ATTR

Customer Accounts,
Review Financia Accounts,
Financial Account, Terms
and Conditions

View theterms and
conditions that are
associated with the account.

Financial Account - Fees

RBF_FINACCT_FEES

Customer Accounts,
Review Financia Accounts,
Financial Account, Fees

View all account fees that
are associated with the
account.

Financial Account - Claims

RBI_CLAIM_HIST

Customer Accounts,
Review Financia Accounts,
Financial Account, Claims

View claims against
insurance policies owned by
the customer.

Financial Account - History

RBF_ACTADR_HIST

Customer Accounts,
Review Financia Accounts,
Financial Account, Address
History

View the address and audit
history that is associated
with the account.

Financial Account - Cases

RBF_FIN_CASE_VW_PG

Customer Accounts,
Review Financia Accounts,
Financial Account, Cases

Tracks cases associated to
the account.

Financial Account -
Applications

RBF_FIN_RO_HISTORY

Customer Accounts,
Review Financia Accounts,
Financial Account,
Applications

Tracks history of customer
applications for products
and services.

Viewing Financial Accounts

Access the Financial Account page (Customer Accounts, Review Financial Accounts, Financial Account).

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.



Chapter 16 Working with Financial Accounts

Note. The view of the Financial Account page varies with the Account Type. For example, if the account is
an Investment Account, only the Investment Account group box is displayed on the Financial Account page.
The user will not see a group box for Insurance accounts, Credit accounts, and so on.

Account Information

System Sour ce Code Legacy data. One translate value, BSCS, is delivered.

Billing Account The billing account that is associated to the financial account.
Account Owner The name of the account owner or primary name that is defined for the account.
Status The current status of the account. Values are: Open,Closed,| nactive,Pending

Open,Pending Closed, or Hold.

Partner Name The name of the partner associated with the customer.
Partner Contact The contact for the partner.
Description The description of the account.

Begin Dateand End Date The date that the account was opened. and the date that the account was closed, if
applicable.

Account Type The type of account. Values are: Checking,Savings,Credit,|nsurance, or
I nvestment.

Last Statement Date The date that the most recent statement was cal culated and issued.

Registration Type The account registration type.

Under Personal accounts, the values are: Individual, Joint with rights of
survivorship, Tenants in common, Community property, Named beneficiary,
Custodial account for minor, or Trust.

Under Business accounts, the values are: Corporation, Partnership, or LLC.

TIN Type(Tax The taxpayer identification type. Values are: SQN,EIN, or ITIN.

Identification Number

Type)

Registration Name The name that is given to the account by the bank when registering the account.
Tax ID The taxpayer identification number of the account holder.

New Nickname The nickname that is given to the account by the owner.

Currency Code The code of the currency in which the account is held.

Last Refresh The date and time that this record was last refreshed by the legacy system.
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Bill Pay Enabled Determines whether the Billing Account component is enabled for the account.
YTD Revenug(Yearto ~ The amount the financia institution has earned from the account year-to-date.
Date Revenue)

Revenue Basis The basis for the revenue, either Annual or Monthly.

Last Year's Revenue The amount the financial institution earned from the account in the previous year.
Where Held A Wesalth Management field indicating the bank where the account is held.
Address Address for the account holder.

Asset Type 1, Asset Type If assets are a part of the account, thislists the type of asset. These values are
2, and Asset Type 3 used primarily in PeopleSoft Enterprise Client Management.

Investment Account

Access Investment Account information on the Financial Account page.

I nvestment Account The investment account type. Values are: Brokerage, Margin, Securities
Type Custody, Investment Management, Trust, 401(k), Option Account, ESPP, or IRA.
Market Value The current market value of al the investments that are in the account.

Thefieldsin the Investment Account group box display information about each holding in the investment
account.

CUSIP (Committeeon A number that uniquely identifies a given security. For example, the CUSIP

Uniform Securitiesand ~ number for Oracle common stock is 68389X105. CUSIP is an acronym for the

Identification Procedures) Committee on Uniform Securities and Identification Procedures, the standards
body that created and maintains the classification system. Foreign securities have
asimilar number called the CINS number.

Acquired Date The date that the investment was acquired.
Symbol The stock symbol for the security.
Security Name The name of the security.

Quantity The number of investment units held.
Current Value The current value of the investment.

Asset Type 1, Asset Type Define the type of asset.
2, and Asset Type 3
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Insurance Account

Working with Financial Accounts

View Insurance Account information on the Financial Account page.

All fields are defined in the PeopleSoft Policy and Claims Presentment PeopleBook.

See PeopleSoft Enterprise Policy and Claims Presentment 9.1 PeopleBook, "Working with Palicies.”

Checking Account

View Checking Account information on the Financial Account page.

Checking Type

Account Balance

Aver age Balance
Interest Rate

Current Balance

Last Deposit Amount
Last Deposit Date
Number of Overdrafts

Daysin Overdraft

Account Fees

Credit Account

The checking account type. Values are: Regular,Interest Bearing,Private
Banking,Business,Student, or ATM Checking.

The available balance for the account showing funds that are available for
withdrawal.

The average balance over the most recent accounting period.

The interest rate if the account pays interest on funds on deposit.

The current balance, which includes deposits that have not yet been cleared.

The amount of the last deposit.
The date of the last deposit.
The number of overdrafts that are in the most recent accounting period.

The number of days that the account has been overdrawn in the current
accounting period.

Cumulative total of account fees that have been charged to the account.

View Credit Account information on the Financial Account page.

See PeopleSoft Enterprise Banking Transactions 9.1 PeopleBook, " PeopleSoft Enterprise Banking

Transactions 9.1 Preface.”

Credit Account Type

The credit account type. Values are: Credit Card,Personal Unsecured Loan,Auto

Loan,Mortgage Loan,Home Equity Loan, or Small Business Loan.

Last Statement Balance The outstanding balance when the last statement was cal culated and issued.

Minimum Payment Due The minimum payment due as shown on the last statement.
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Payment Due Date
Cash Advance

Cash Advance Limit
Total Limit

Last Payment Amount
Last Payment Date

Number of Days Past
Due

Amount Past Due

New Balance

Savings Account

Chapter 16

The payment due date.

The amount that is used as a cash advance.

The cash advance limit that is available on a credit card.

The total limit that is available on a credit card.

The amount of the last payment that was made on the account.
The date that the last payment was made on the account.

The number of days that the account payment was past due in the current
accounting period.

The amount of the past due payment in the current accounting period.

The current balance reflecting all charges and payments.

View Savings Account information on the Financial Account page.

Savings Account Type

Account Balance

Average Balance
Interest Rate

Current Balance

Last Deposit Date
Number of Overdrafts

Daysin Overdraft

Account Fees

The savings account type. Values are: Regular/Money Mar ket,Passbook, or
Certificate of Deposit.

The available balance for the account showing funds that are available for
withdrawal.

The average balance over the most recent accounting period.

Theinterest rate paid on funds that are on deposit.

The current balance, which includes deposits that have not yet been cleared.
The date of the last deposit.

The number of overdraftsin the most recent accounting period.

The number of days that the account has been overdrawn in the current
accounting period.

The fees that are charged to the account in the current accounting period.

See PeopleSoft Enterprise Banking Transactions 9.1 PeopleBook, " PeopleSoft Enterprise Banking

Transactions 9.1 Preface.”
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Working with Relationships

Access the Financial Accounts - Relationships page (Customer Accounts, Review Financial Accounts,
Financial Account, Relationships).

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Working with the
Relationship Viewer," Viewing and Maintaining Relationships and Roles.

Working with ATM Cards

Access the Financial Account - ATM Cards page (Customer Accounts, Review Financial Accounts, Financial
Account, ATM Cards).

See PeopleSoft Enterprise Banking Transactions 9.1 PeopleBook, " Getting Started with PeopleSoft
Enterprise Banking Transactions.”

Viewing Terms and Conditions

Access the Financial Account - Terms and Conditions page (Customer Accounts, Review Financial Accounts,
Financial Account, Terms and Conditions).

Displays the services and features that are included in the contract, and on what terms and conditions.

Viewing Fees

Access the Financial Account - Fees page (Customer Accounts, Review Financial Accounts, Financial
Account, Fees).

The Fees page lists the Transaction Type that was performed on the account, and the cost of doing so.

Working with Cases

Access the Financial Account - Cases page (Customer Accounts, Review Financial Accounts, Financial
Account, Cases).

The Cases page provides a summary of all cases associated with the account. To access the Case page and
case details, select a specific case.

See PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Cases."

Working with Applications

Access the Financial Account - Applications page (Customer Accounts, Review Financial Accounts,
Financial Account, Applications).

To view aproduct application, select an application number from the Applications column.
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See PeopleSoft Enterprise Banking Transactions 9.1 PeopleBook, "Getting Started with PeopleSoft
Enterprise Banking Transactions' and PeopleSoft Enterprise Policy and Claims Presentment 9.1 PeopleBook,
"Getting Started with PeopleSoft Enterprise Policy and Claims Presentment.”

Modifying Financial Accounts

This section provides an overview of account modification and discusses:

Modifying account fees.
Modifying account relationships.
Modifying credit card parameters
Modifying currency.

Modifying product.

Modifying status.

Modifying TIN type and number.

Understanding Account Modifications

PeopleSoft CRM delivers account modification functionality for financial services organization. These
account features can be modified:

Account fee

Account relationships
Credit card parameters
Currency

Product

Status.

TIN type and number.

Each account modification request creates an case with the type of Modify Account. A business project is
instantiated and associated with the case. The agent works through the phases and tasks in the business
project and can close the case after the business project is closed. At the end of the business project a message
is published to the legacy system reporting the changes requested. After the legacy system completes the
modification request , then the system send a new and separate account creation message to reflect the
changesin the CRM system.
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Modification Type
Account Number

Transaction Status

Common Elements Used in this Section

Working with Financial Accounts

Displays the modification type you chose to access the page.

Select the account that is to be modified.

Status of the transaction will be Open until the business project is complete.
When the actual modification has taken place and the message is received from
the legacy system, the transaction status is changed to Closed.

Pages Used to Modify Accounts

Page Name Definition Name Navigation Usage

Modify Account RBF_MODIF_ACCT Customer Accounts, Modify | Select the change to be
Account, Modify Financial | made to the account. The
Account system displays a unique

page for each account
modification type.

Modify Account - Account
Fee

RBF_MODIF_ACCT

On the Modify Financial
Account page, select the
Account Fee modification

type

Use this page to change the
account fee on a specific
account for a particular type
of transaction.

Modify Account - Account
Relationships

RBF_MODIF_ACCT

On the Modify Financia
Account page, select the
Account Relationships
modification type

Use this page to change the
relationship on an account.

Modify Account - Credit
Card Parameters

RBF_MODIF_ACCT

On the Modify Financial
Account page, select the
Credit Card Parameters
modification type

Use this page to change the
limits on a credit card.

Modify Account - Currency

RBF_MODIF_ACCT

On the Modify Financia
Account page, select the
Currency modification type

Use this page to change the
base currency of an account.

Modify Account - Product

RBF_MODIF_ACCT

On the Modify Financia
Account page, select the
Product modification type

Use this page to replace the
current account product
with anew product.

Modify Account - Status

RBF_MODIF_ACCT

On the Modify Financia
Account page, select the
Status modification type

Use this page to change the
status of the account.
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Page Name Definition Name Navigation Usage
Modify Account - TIN RBF_MODIF_ACCT On the Modify Financia Use this page to change the

Type and Number

Account page, select the
TIN Type and Number
modification type

TIN type or number.

Reverse Transaction Fee

RBF_FEE_REVERSAL

On the 360-Degree View
page, select Reverse
Transaction Fee from the
Go To drop-down list box.
Click Go.

Use this pageto reverse
transaction fees that have
been charged and paid.

Modifying Account Fees

Access the Modify Account: Account Fee page (Customer Accounts, Modify Account, Modify Financial
Account, select the Account Fee modification type).

Transaction Type

Account Fee

Select the type of transaction to be modified.

Enter the new account fee.

Modifying Account Relationships

Access the Modify Account: Account Relationships page (Customer Accounts, Modify Account, Modify
Financial Account, select the Account Relationships modification type).

Action
Customer

Relationship Type

Select Add or Delete to change the account relationship.

Select the name of the customer to be added to or deleted from the relationship.

Select the type of relationship that is being modified. Relationship types are
established in the Customer Data Model component.

Modifying Credit Card Parameters

Access the Modify Account: Credit Card Parameters page (Customer Accounts, Modify Account, Modify
Financial Account, select the Credit Card Parameters modification type).

Total Limit

Cash Advance Limit
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Enter the new total chargeable limit on the credit card.

Enter the new total cash advance limit that is available on the credit card.
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Modifying the Currency

Accessthe Modify Account: Currency page (Customer Accounts, Modify Account, Modify Financial
Account, select the Currency modification type).

Currency Code Enter the new base currency code for the account. Each account must be changed
independently.

Modifying the Product

Access the Modify Account: Product page (Customer Accounts, Modify Account, Modify Financial Account,
select the Product modification type).

Replacement Product Select areplacement product for the current account. Options of the replacement
product appear by default from the Product Relationship component.

Modifying the Status

Access the Modify Account: Status page (Customer Accounts, Modify Account, Modify Financial Account,
select the Status modification type).

Status Select the status of the account. Delivered values are Closed, Hold, I nactive,
Open,Pending Close, and Pending Open.

Modifying the TIN Type and Number

Access the Modify Account: TIN Type and Number page (Customer Accounts, Modify Account, Modify
Financial Account, select the TIN Type and Number modification type).

TIN Type Select the new TIN type.

Tax ID Enter the new tax ID.

Reason Code Select areason code for the change.
Reason Enter areason for the change.

Reversing Transaction Fees

Access the Reverse Transaction Fee page (on the 360-Degree View page, select Reverse Transaction Fee
from the Go To drop-down list box and click Go.).
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The agent can use the Reverse Transaction Fee page to reverse out fees that have already been charged and
paid. All fields on this page are required.
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Understanding Case Management for
Industries

This chapter discusses:

« Case management for financial services.
» Case management for insurance.

» Case management for communications.
« Case management for energy.

« Case management for government.

» Corefunctionality.

Case Management for Financial Services

The case and solution functionality for the financial services solution is based on the case and solution
functionality found in the PeopleSoft Call Center applications.

Some functionality has been configured for financial services business needs, including.
« Financia services casetypes.

» Billing Account and Financial Account searches.

Case Types
PeopleSoft provides the following case types specifically for the financial servicesindustries:
« Add/Modify ATM Card
« Close Account
»  Complaint
« Fulfillment Request
» Pick-up/ Drop-off

*  Question/Problem
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»  Service Request

Case Management for Insurance

The case and solution functionality for the insurance industry solution is based on the case and solution
functionality found in the PeopleSoft Call Center applications.

Some functionality has been configured for insurance business needs, including.
» Insurance industry case types.

» Billing Account and Financial Account searches.

Case Types
PeopleSoft provides the following case types specifically for the insurance industry:
» Claim Reguest
+ Close Account
« Complaint
« Fulfillment Request
» Pick-up/ Drop-off
*  Question/Problem

»  Service Request

Case Management for Communications

The case and solution functionality for the communications industry solution is based on the case and solution
functionality found in the PeopleSoft Call Center applications.

Some functionality has been configured for communications industry business needs, including.

«  Communications industry case types.

« Account Number and Service Phone Number searches.

Case Types

PeopleSoft provides the following case types specifically for the communications industry:

« Administrative Quest
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» Bill Dispute

« Complaint

« Fraud

» Literature

« Product Defect

*  Question or Problem

»  Service Request

Case Management for Energy

The case and solution functionality for the energy industry solution is based on the case and solution
functionality found in the PeopleSoft Call Center applications.

Some functionality has been configured for energy industry business needs, including.
« Energy industry case types.
» Site-specific searches.

These searches include Site Address,Ste City,Ste Country,Ste Sate, and Ste Postal.

Case Types
PeopleSoft provides the following case types specifically for the energy industry:
« Complaint
» Power Outage
« Bill Dispute
*  Question

»  Service Request

Case Management for Government

The case and solution functionality for the government solution is based on the case and solution functionality
found in the PeopleSoft Call Center applications.

Some functionality has been configured for government business needs, including.

« Government case types.
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Anonymous callers.

An anonymous caller is a person who does not provide a name when opening a case. An anonymous
caller can be aguest user (aperson not registered in the database) who reports an incident, or aregistered
user who does not have any personal data attached to the case. For an anonymous caller, no personal
information is required before saving the case, and no personal information is saved in the database.

Note. The anonymous caller can be used by any display template. It is enabled for government when
delivered.

Incident location.

Y ou can identify the location of an incident using an explicit street address or an intersection. If you use
ESRI integration for mapping functionality, the system sends the address or intersection information to
the ESRI system, which returns the latitude and longitude for the incident location. This enables you to
view the location of the incident on the map when you click the Map Dashboard toolbar button. Incident
location information is not required to save the case.

Note. The incident location can be used by any display template. It is enabled for government when
delivered.

Case Types
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PeopleSoft provides the following case types specifically for government:

Administrative Quest
Biz Development
Complaint
Employment
Events

Legal Notice
Literature Request
Outside Jurisdiction
Permit / Renewal
Question

Report Problem
Report Tip

Service Request
Suggestion
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Core Functionality

The case functionality for all industry solutionsis built on core CRM Call Center functionality. It is highly
recommended that you review the following references before working with case management.

Process Details More Information

Define call center business units e Call Center business units. See PeopleSoft Enterprise CRM 9.1
Call Center Applications
e Tableset controls. PeopleBook, "Defining Call Center
Business Units and Display
o Defaultsfor industry solutions. Template Options.”
Set up call center prompt tables o Casestatus. See PeopleSoft Enterprise CRM 9.1
Call Center Applications
« Casetype. PeopleBook, " Setting Up Call
Center Prompt Tables."
e Impact
* Priority.
e Severity.
* Source.

e Category/Type/Detail
e Specidty typesand Details.

e Problem Type

e Quick Code.
Manage cases e Caseaccess. See PeopleSoft Enterprise CRM 9.1
Call Center Applications
e Casecreation. PeopleBook, "Managing Cases."

* Caseretrieval.
¢ Saved searches.

e Case management activities.
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Process

Details

More Information

Process Cases

*  Search for solutions

* View the Case Summary page.

* Add notes and attachments.
* Manage related cases

* Managerelated actions.

e Manageinterested parties.
e Record billing information.

* Manage attributes

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Processing Cases."
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Working with Self Service Transactions
for Insurance

This chapter provides an overview of self-service for the insurance industry and discusses how to:
«  Work with PeopleSoft Customer Care transactions.

» Changepalicies.

» Browse catalogs to order products.

« Searchfor locations.

« Manage user profiles.

» Report aFirst Notice of Loss (FNOL).

« View clams.

Understanding Self-Service Transactions for Insurance

This section lists prerequisites and discusses:
» Self-service view.

o Self-service access.

Prerequisites

Much of the self-service functionality for insurance is based on core functionality for case and product
catalog. Detailed information on setting up and managing self-service is available in these PeopleBook

chapters:
Process Details More Information
Setting up customer self-service  Define guest IDs. See PeopleSoft Enterprise CRM 9.1

Application Fundamentals

Set up user registration features, | PeopleBook, "Setting Up Customer
Self-Service."

e Set up Contact Us features.
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Process

Details

More Information

Working with customer self-service

e Signinto PeopleSoft self-
service.

* Register asapersonal user.

e Maintain name and sign-in
information.

¢ Maintain a customer's contact
and address information.

¢ Maintain acustomer's address
book.

* View interna contacts.

e Send messages.

See PeopleSoft Enterprise CRM 9.1
Application Fundamentals
PeopleBook, "Working with
Customer Self-Service
Transactions."

Configuring self-service

» Hide specific fieldsin self-
service Case components.

e Configure Contact Me
notifications.

* Associate solutions with
reasons that self-service users
provide for closing cases.

e Update descriptions of the
predefined searches that the
users of Self Service
components use.

e Setup FAQsand
troubleshooting guides.

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Configuring Self-
Service Applications.”

Working with self-service
transactions

e Createacase.
* Manage existing cases.
e Search for solutions.

e UseFAQsand troubleshooting
guides.

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Working with Self-
Service Application Transactions."

Self Service Management

The self-service menu enables the self-service user to perform these transactions:
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Menu Item Description

Customer Care Create cases, view cases, search solutions, search
frequently asked questions (FAQs), and view the
troubleshooting guide.

Policy Administration Modify policies.

Browse Catalog View product catal ogs, view information about product

offerings, and request quotes online.

Search for Location Find locations for specific products or services.

Profile Change the username, password, default address, phone
number, and email address; view and maintain an
address book; and view internal contact information.

Customer Selection Select the role for the current transaction.

Contact Us Create an email that will be directed to the appropriate
areain your organization.

Self Service Access
Two types of self-service users can access your site:

«  Guest users.

» Registered users.

Guest User Access

When users first access the site, they are automatically logged in using the INSGUEST ID that isidentified in
your configuration properties file. Aslong asthat ID has the appropriate permissions, users can use the site
with limited access.

Then, users can sign in with their own user ID and password to further identify themselves and get additional
access. For example, a user who accesses the site as a guest can access the product catalog but cannot view
order statuses. Once the user signsin, both the product catalog and order statuses are accessible. Even after
users sign in with their own user IDs, the guest 1D controls certain site characteristics, such asthe site
language.

If you have more than one guest ID, users can switch to a different one by selecting a value from the drop-
down list box on the page. Depending on how you define guest I1Ds, the IDs may control the site language,
the business unit whose datais displayed, or other site characteristics.
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Registered User Access

Visitors can register as personal users by clicking the Personal User Registration link and establishing a
personal user ID. This prompts the system to create a consumer record for that person, and the registration
causes the system to create auser ID that is associated with the new consumer record and that the visitor can
use to sign in on subsequent visits to the site. The user ID is cloned from the guest ID that was active when
the user registered. Menu navigation options and, in some cases, page appearance depend on the user's role or
roles.

Users who forget their passwords can click the Password Hint link to request a new password.

Working with PeopleSoft Customer Care Transactions

This section lists the pages that consumers use to work with customer care transactions.

See PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service
Application Transactions," Accessing Self-Service Transactions In PeopleSoft CRM and HRMS; Peopl eSoft
Enterprise CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service Application
Transactions," Managing Existing Self-Service Application Cases; PeopleSoft Enterprise CRM 9.1 Call
Center Applications PeopleBook, "Working with Self-Service Application Transactions," Searching for
Solutions; PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service
Application Transactions," Accessing FAQs and PeopleSoft Enterprise CRM 9.1 Call Center Applications
PeopleBook, "Working with Self-Service Application Transactions,” Selecting and Running Troubleshooting
Guides.

Pages Used to Work with PeopleSoft Customer Care Transactions

192

Page Name Definition Name Navigation Usage
Customer Care RBF_MNU_CARE Customer Care Access PeopleSoft
Customer Care transactions
and case functionality.
Create Case RCFCASE_SW_SS RPT On the Customer Care page, | Create new Casesto file
click the Create a New Case | complaints, request
link information, and so on.
Search Cases RCFCASE_SW_SS SRCH On the Customer Care page, | Search for cases that they
click the Search Caseslink | created, view case
information, view a
complete description of the
problem, view solutions that
are associated with the case,
and resume product
applications that have been
saved for later.
Search Solutions RC_SOLNSRCH_SW_SS On the Customer Care page, | Search for solutionsto
click the Search Solutions | cases.
link
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Page Name Definition Name Navigation Usage
FAQ (Frequently Asked RBT_FAQ_SOL_SS On the Customer Care page, | Search FAQs for atopic.
Questions) click the FAQ link
Troubleshooting Guide RBT_TGUIDE_SS On the Customer Care page, | Access the troubleshooting
click the Troubleshooting guide for solutions.
Guide link

Changing Policies

This section lists the pages that consumers use to make policy changes online.

Pages Used to Change Policies

Page Name

Definition Name

Navigation

Usage

Policy Administration

RBI_MNU_POLICY

Click the Policy
Administration link on the
main menu

Access the Change Policy
component.

Change Policy

RBI_CHG_POLICY_SS

Click the Change Policy
link on the Policy
Administration page

Change policies.

Ordering Products Online

This section lists the pages that consumers use to order products online.

See Also

PeopleSoft Enterprise CRM 9.1 Product and Item Management PeopleBook, "Creating Catal ogs"

Pages Used to Browse Catalogs to Order Product

Page Name

Definition Name

Navigation

Usage

Browse the Catalog

RB_CATALOG

Click the Browse Catalog
link on the main menu

View the available catal ogs.
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Product Comparison

Page Name Definition Name Navigation Usage
Product Display RB_CATALOG Click aproduct catalog link | View the products that are
on the Browsethe Catalog | availablein the selected
page catalog.
RB_CATALOG Select up to three products | Compare up to three

on the Product Display
page. Click Add Selected to
Compare Pad

products side by side. The
system displays detailed
descriptions for comparison
purposes. Y ou can choose
to get a quote from this

page.

Product Details

RBF_APPLY_SA_PG

Click the Purchase this
Product link on the Product
Comparison page

Click the product name on
the Product Comparison

page

View the selected product's
features, terms, and
conditions. Y ou can choose
to get a quote from this

page.

Searching for Locations

This section list the page that consumers use to search for locations where specific products or services are

available.

Page Used to Search for Locations

Page Name

Definition Name

Navigation

Usage

Search for Location

RBF_SITE_SRCH_SS

Click the Search for
Location link on the main
menu

Search for locations that
offer specific products or
services.

Managing User Profiles

The section lists the pages that consumers use to manage user profiles.

Pages Used to Manage User Profiles

Page Name

Definition Name

Navigation

Usage

Profile

RX_PROFILE

Click the Profilelink on the
main menu

Access the user profile
menu.
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Page Name Definition Name Navigation

Usage

Name and Sign In RX_NAME_SIGNIN Click the Name and Sign In
link on the Profile menu

Modify name and sign-in
information.

Default Addresses RX_PROFILE_DFLTS Click the Default Addresses
link on the Profile menu

View and modify default
addresses.

Address Book RX_ADR_CONSUMER Click the Address Book link
on the Profile menu.

Maintain address books.

Contact Directory WC_CONTACT_DIR Click the Internal Contacts
link on the Profile menu

Maintain directories of
internal contacts.

Reporting an FNOL

The section lists the pages that consumers use to filea FNOL.

See Also

Chapter 4, "Setting Up Industry-Specific Functionality," Setting Up Online Application Forms for FNOL,

page 26

Chapter 7, "Understanding the 360-Degree View for Industries," Transactions for the Insurance Industry,

page 71

Pages Used to Report a FNOL

Page Name Definition Name Navigation Usage

Financial Account RBF_FIN_ACCOUNT_SS Click the policy number Review policy details.
link on the My Policy
pagelet

Insurance Policy RBI_POLICY_SS Click the View Policy Review covered assets,
button on the Financial coverages, deductibles,
Account page limits, and options for the

selected policy.

Viewing Claims

The section lists the page that consumers use to view claim details.
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Page Used to View Claims
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Page Name

Definition Name

Navigation

Usage

Review Claim

RBI_CLAIMHDR_SS PG

Click the claim number on
the Home page

Review claim details and
accessthe casethat is
associated with the claim.
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Working with Self-Service Transactions
for Financial Services

This chapter provides an overview of self-service transactions available for financial services and discusses
how to:

Work with Customer Care transactions.
Administer accounts.

Perform banking transactions.

Search for locations.

Manage user profile information.

Select customers.

Understanding Self-Service Transactions for Financial Services

The financial services solution enables you to deploy self-service administrative and financial transactions for
your customers. These transactions provide access to personal account information and employ asimple
interface that is suited to the casual, untrained user.

This section lists prerequisites and discusses:

Sdlf-service view.
Self-service data access.

Confirmation pages.

Prerequisites

Much of the self-service functionality for financial servicesis based on core functionality for cases. Detailed
information on setting up and managing self-service is available in the following PeopleBook chapters:
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Process

Details

More Information

Setting Up Customer Self-Service

e Defineguest IDs.
e Set up user registration features.

e Set up Contact Us features.

See PeopleSoft Enterprise CRM 9.1
Application Fundamentals
PeopleBook, " Setting Up Customer
Self-Service."

Working with Customer Self-
Service

* Signin to PeopleSoft self-
service.

* Register asapersonal user.

e Maintain nameand signin
information.

¢ Maintain a customer's contact
and address information.

e Maintain acustomer's address
book.

¢ View internal contacts.

*  Send messages.

See PeopleSoft Enterprise CRM 9.1
Application Fundamentals
PeopleBook, "Working with
Customer Self-Service
Transactions."

Configuring Self-Service

e Hide specific fields in self-
service Case components.

e Configure "Contact Me..."
notifications.

e Associate solutions with
reasons that self-service users
provide for closing cases.

e Update descriptions of the
predefined searches that are
used by the users of self-service
components.

e Setup FAQsand
troubleshooting guides.

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Configuring Self-
Service Applications.”

Working with Self-Service
Transactions

e Createacase.
* Manage existing cases.
e Search for solutions.

e UseFAQsand troubleshooting
guides.

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Working with Self-
Service Application Transactions."
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Self-Service View

Working with Self-Service Transactions for Financial Services

The self-service menu enables the following transactions:

Menu Item

Description

Customer Care

Enables users to create new Cases, search Cases, search
solutions, search frequently asked questions, and view
the troubleshooting guide.

Account Administration

Enables users to change the account address or the
account nickname.

Browse Catalog

Enables users to view information about product
offerings and apply for products online.

Banking Transactions

Enables users to set up automatic funds transfers,
initiate one-time funds transfers, reorder checkbooks,
stop check payments, pay bills, order copies of checks
or account statements, order foreign currency, order
cashier's checks, and order traveler's checks.

Search for Locations

Enables users to search for service locations using
specific search criteria.

Profile

Enables users to change the user name, password,
default address, phone number, or email address, and to
view and maintain an address book.

Customer Selection

Enables users to select roles for transactions.

Contact Us

Enables users to create emails that are directed to the
appropriate areain the financial institution.

See Also

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Configuring Self-Service

Applications’

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service

Application Transactions'
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Self-Service Data Access
The customer view displays all data applicable to the customer in all roles.

Before users can perform financial transactions, they have to select the role they are using for the transaction.
Only data and processes applicable to that role are available.

Pages are available to financial services employees through the 360-Degree View.

Confirmation Pages

When self-service users perform transactions, the system provides a two-step confirmation to assure the user
that the transaction was successful.

The user is asked to confirm the request. This provides the opportunity to view the request and to make
changesif required.

At this point, the transaction can be canceled, and no changes will take place:

When the user confirms the transaction, the system displays a transaction confirmation with a confirmation
number:

Working with Customer Care Transactions

This section lists the pages that consumers use to work with customer care transactions.

See PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service
Application Transactions,” Understanding Self-Service Transactions; PeopleSoft Enterprise CRM 9.1 Call
Center Applications PeopleBook, "Working with Self-Service Application Transactions," Searching for
Solutions; PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service
Application Transactions," Managing Existing Self-Service Application Cases and PeopleSoft Enterprise
CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service Application Transactions,"
Selecting and Running Troubleshooting Guides.

Pages Used to Work with Customer Care Transactions

Page Name Definition Name Navigation Usage
Customer Care RBF_MNU_CARE Customer Care Access Customer Care
transactions.
Create Case RCFCASE_SW_SS RPT On the Customer Care page, | Create new casesto file
click the Create aNew Case | complaints, request
link information, and so on.
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Page Name Definition Name Navigation

Usage

Search Cases RCFCASE_SW_SS SRCH On the Customer Care page,
click the Search Cases link

Search for cases, view case
information, view a
complete description of the
problem, and view solutions
associated with the case.

Search Solutions RC_SOLNSRCH_SW_SS On the Customer Care page, | Search for solutions to
click the Search Solutions | cases.
link
FAQ (Frequently Asked RBT_FAQ_PG_SS On the Customer Care page, | Search FAQs for atopic.
Questions) click the FAQ link
Troubleshooting Guide RBT_TGUIDE_SS On the Customer Care page, | Access the troubleshooting
click the Troubleshooting guide for solutions.
Guide link

Administering Accounts

This section lists the pages that consumers use to administer their accounts.

Pages Used to Administer Accounts

Account Administration
page

Page Name Definition Name Navigation Usage
Account Administration RBF_MNU_ACCT Account Administration Select a self-service
transaction.
Change Account Address | RBF_ACT_ADR_SS Click the Change Account | Change the address for
Addresslink on the accounts.

Change Account Nickname | RBF_ACCT_NICK_SS Click the Change Account
Nickname link on the
Account Administration

page

Change the nickname for
accounts.

Performing Banking Transactions

This section lists the pages consumers use to perform banking transactions.
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Chapter 19

Page Name

Definition Name

Navigation

Usage

Banking Transactions

RBF_MNU_BANK

Banking Transactions

Select a self-service
banking transaction.

Automatic Funds Transfer

RBF_AFND_TR_SS

Click the Automatic Funds
Transfer link on the
Banking Transactions page

Perform arecurring transfer
of funds from one account
to another. The currency is
that of the sending (from)
account.

Transfer Funds

RBF_TRN_FND_SS

Click the Transfer Funds
link on the Banking
Transactions page

Perform a one-time transfer
of funds from one account
to another. The currency is
that of the sending (from)
account.

Check link on the Banking
Transactions page

Reorder Checkbook RBF_REO_CHK_SS Click the Reorder Order new checks.
Checkbook link on the
Banking Transactions page

Stop Check Payment RBF_STP_PAY_SS Click the Stop Check Stop payment on a specific
Payment link on the check.
Banking Transactions page

Bill Payment RBF_PAYEE_DISP_SS Click the Bill Payment link | Pay hills.
on the Banking
Transactions page

Order Copy of Check RBF_ORD_CHK_SS Click the Order Copy of Order a copy of acheck that

has been issued.

Order Copy of Statement

RBF_ORD_DOC_SS

Click the Order Copy of
Statement link on the
Banking Transactions page

Order acopy of the account
statement.

Order Foreign Currency

RBF_ORD_FCUR_SS

Click the Order Foreign
Currency link on the
Banking Transactions page

Order foreign currency.

Checks link on the Banking
Transactions page

Order Cashier's Check RBF_ORD_CCHK_SS Click the Order Cashier's Order cashier's checks.
Check link on the Banking
Transactions page

Order Traveler's Checks RBF_ORD_TCHK_SS Click the Order Traveler's | Order traveler's checks.
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Searching for Locations

This section lists the page consumers use to search for locations.

See Also

Chapter 6, "Setting Up Sites and Service Locations,”" page 53

Page Used to Search for Locations

Page Name

Definition Name

Navigation

Usage

Search for Location

RBF_SITE_SRCH_SS

Click the Search for
Location link on the Main
Menu

Search for locations
offering specific products or
services.

Managing User Profile Information

This section lists the pages consumers use to access user profile information.

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up Customer Self-
Service" and PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, "Working with
Customer Self-Service Transactions.”

Pages Used to Manage User Profile Information

Page Name

Definition Name

Navigation

Usage

Profile

RX_PROFILE

Profile, Profile

Select a self-service
transaction.

Name and Sign In

RX_NAME_SIGNIN

Click the Name and Sign In

Change your hame or

link on the Profile menu password.
Default Addresses RX_PROFILE DFLTS Click the Default Addresses | Change your default
link on the Profile menu address, phone number, or
email address.
Address Book RX_ADR_CONSUM_INFO Click the Address Book link | Create, delete, or edit

on the Profile menu

addresses.

Internal Contacts

WC_CONTACT_DIR

Click the Internal Contacts
link on the Profile menu

Create, delete, or edit
internal contacts.
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Selecting Customers

This section lists the page consumers use to select customers.

Page Used to Select Customers

Page Name Definition Name Navigation Usage

Customer Selection CUST_SELECT Customer Selection Select the customer you are
representing for the
transaction.
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Working with Self-Service Transactions
for Communications and Energy

This chapter provides an overview of self-service transactions available for communications and energy and
discusses how to:

« Manage accounts.
«  Managehills.
» Manage services.

« Work with customer care transactions.

Understanding Self-Service Transactions for Communications and
Energy

This section lists prerequisites and discusses:

« Self-serviceview.

« Viewing accounts

Prerequisites

Much of the self-service functionality for communications and energy is based on core functionality for order
capture. Detailed information on setting up and managing self-serviceis available in the following

PeopleBook chapters:
Process Details More Information
Setting Up Customer Self-Service  Defineguest IDs. See PeopleSoft Enterprise CRM 9.1

Application Fundamentals

Set up user registration features, | PeopleBook, "Setting Up Customer
Self-Service."

e Set up Contact Us features.
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Process

Details

More Information

Working with Customer Self-
Service

e Signinto PeopleSoft self-
service.

* Register asapersonal user.

e Maintainname and signin
information.

¢ Maintain a customer's contact
and address information.

¢ Maintain acustomer's address
book.

* View interna contacts.

e Send messages.

See PeopleSoft Enterprise CRM 9.1
Application Fundamentals
PeopleBook, "Working with
Customer Self-Service
Transactions."

Configuring Self-Service

» Hide specific fieldsin self-
service Case components.

e Configure "Contact Me..."
notifications.

* Associate solutions with
reasons that self-service users
provide for closing cases.

» Update descriptions of the
predefined searches that are
used by the users of self-service
components.

e SetupFAQsand
troubleshooting guides.

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Configuring Self-
Service Applications.”

Working with Self-Service
Transactions

¢ Createacase.
* Manage existing cases.
e Search for solutions.

* UseFAQsand troubleshooting
guides.

See PeopleSoft Enterprise CRM 9.1
Call Center Applications
PeopleBook, "Working with Self-
Service Application Transactions."

Self-Service View

The self-service menu enabl es the following transactions:
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Menu Item

Description

Account Management

Account Administration enables the user to view accounts, bills, and
services.

¢ Theuser can view account status, account information, account
balance, and account usage.

¢ Theuser can view bill details such as bill due date and total due
for existing accounts.

¢ Theuser can view service details such as account number and
recurring price, and make changes to the services, such as adding
and removing features.

Customer Care

Customer Care enables the user to create trouble tickets, view
tickets, search solutions, search Frequently Asked Questions and
view the troubleshooting guide.

Browse Catalog

Products and Services enables the user to view product catal ogs,
view information about product offerings, and purchase products and
services online.

Search Catalog

Catal og Search enables the user to perform a keyword search on
product catalogs.

Shopping Cart

The Shopping Cart displays all products and services selected for
purchase.

Order Status

Order Status displays details for al orders placed within a defined
period of time. The number of review daysisdefined in Set Up
CRM, Business Unit Related, Order Capture Definition.

Quote Status

Quote Status displays details for all quotes created within a defined
period of time. The number of review daysis defined in Set Up
CRM, Business Unit Related, Order Capture Definition.

Profile

Profile enables the user to change the user name, password, default
address, phone number, or email, view and maintain an address
book, and view internal contact information.

Customer Selection

Customer Selection enables the user to select the role for the
transaction.

Contact Us

Contact Us enables the user to create an email that will be directed to
the appropriate area.
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Menu Item Description

Product Registration Product Registration enables the user to register products online.
Users can register new or existing products.

Viewing Accounts

When an account is created, the following additional information is captured and preserved:

» If the account isfor a consumer, the consumer's business object (BO) ID is stored in the customer BO ID.

« |f the account isfor acompany, created by a contact of the company, the company's BO ID is stored in
the Customer BO ID and the Contact's BO ID is stored in the Contact BO ID.

The accounts shown for a user are filtered by the same criteria as shown above, based on the selectionsin the
Customer Selection option. If the current self-service user is a consumer, all the accounts belonging to that
user are shown. If the current user is a contact, then only the accounts created by that user, for the company
he is representing, will be shown.

The Get Balance link on the View Account Balance page sends a synchronous message to the billing system
using Integration Broker, to fetch the account balance in real time. This synchronous functionality could be
altered using the UNTEGRATBILL parameter, the communications configuration. Thereis similar
functionality represented by the Get Usage link on the Account Usage display page.

Managing Accounts

This section lists the pages that consumers use to manage accounts.

Pages Used to Manage Accounts

Page Name Definition Name Navigation Usage

Account Management RBT_MNU_ACCT Account Management, Select a self-service
Account Management transaction.

View Accounts RBT_ACCT_VIEW_SS On the Account Self-service users search for
Management page, click the | accountsto view in greater
View Accounts link detail.

Account Details RBT_ACCOUNT_SS On the View Accounts Self-service users view
page, click the account details of individua
number accounts. Detailsinclude

account number, account
type, account name, and
account status.
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Page Name

Definition Name

Navigation

Usage

View Account Balance

RBT_ACCT_BAL_SS

On the Account Details
page, click the View
Account Balance link

Self-service users view the
current balance and opening
balance of the account.

Bill Dispute

RBT_BILL_DISP_SS

On the View Account
Balance page, click the
Dispute Balance button.

Self-service users can
dispute a bill appearing on
the system.

View Account Usage

RBT_ACCT_USAGE_SS

On the Account Details
page, click the View
Account Usage link.

Self-service users view total
time and current minutes
used on an account.

Usage Dispute RBT_ACCT_USAGE_SS On the View Account Self-service users can
Usage page, click the dispute usage on an
Dispute Usage button. account.
Change Payment Type RBT_CHNGPAY_PG_SS On the Account Details Self-service users can
page, click the Change change the payment type for
Payment Type button the account. Delivered
selections are Invoice,
Automatic Payment and
Credit Card. The user can
select a different payment
type for each account.
Managing Bills

This section lists the pages that consumers use to manage bills.

Pages Used to Manage Bills

Page Name Definition Name Navigation Usage

View Bills RBT_BILL_VIEW_SS On the Account Self-service users select the
Management page, click the | account to view billing
View Billslink information.

View Bills RBT_BILL_VIEW_SS On the View Bills page, Self-service users view
select the account number information such as bill due
from thelist and click Go date and total due.

Bill Details RBT_BILL_PG_SS Onthe View Bills page, Self-service users review

click the Bill Number link

details of the hill.

Bill Item Details

RBT BILL_ITEM_SS

Onthe Bill Details page,
click the Bill Detail
Information link

Self-service users review
individual lineitems from
the bill.
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Page Name

Definition Name

Navigation

Usage

Bill Dispute

RBT_BILL_DISP_SS

On the Bill Details page,
click the Bill Dispute link.

Self-service users select a
reason for the billing
dispute. Delivered values
are Incorrect Balance,
Billing Error, or Others.

The self-service application
user can only dispute a bill
event, but aCSR can
dispute abill item.

Managing Services

This section lists the pages that consumers use to manage services.

Pages Used to Manage Services

Page Name

Definition Name

Navigation

Usage

View Services

RBT_SERV_VIEW_SS

On the Account
Management page, click the
View Serviceslink

Self-service users select the
account to view service
information.

Service Details RBT_SERV_PG_SS On the View Services page, | Self-service usersreview

click the service number features and associated
pricing of the service.

Modify Your Service RBT_MODIFY_SERV_SS On the Service Details page, | Self-service users can add
click the Change My or remove features for the
Features button service.

Summary RBT_SERVICE_MGMTSS On the Modify Y our Self-service users can
Service page, click the review the changes they
Finish button made to the service and

review the related pricing.

Working with Customer Care Transactions

210

This section lists the pages that consumers use to work with customer care transactions.

The Trouble Ticket for communications and energy is based on core Case functionality. PeopleSoft has added
the Account field to the Create Case component. Core functionality is used throughout the rest of the

component.
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Pages Used to Work with Customer Care Transactions
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Page Name

Definition Name

Navigation

Usage

Customer Care

RBT_MNU_CASE

Customer Care, Customer
Care

Select a self-service
transaction.

Create Case

RCTCASE_SW_SS RPT

On the Customer Care page,
click Create Trouble Ticket.

Self-service users can create
trouble tickets on any case.
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Appendix A

Delivered Web Services and Service
Operations

This appendix discusses the delivered web services and service operations for the financia service industries.

Delivered Web Services

This section discusses;

« Thefinancia account web service.

The policy web service.

The claims web service.

» Theat risk web service.

« How to view the message elements.
See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Business
Processes and Web Services'

Financial Account Web Service
The Financial Account (RBF_FINACCOUNT) web service is available with the following operations:
* Create Account

Takes financial account data as input and creates a financial account record and associated child records
in the CRM system.

»  Get Account
Returns afinancia account record and its associated child record based on a passed unique identifier.
+ Search Account

Returns alist of financial account records and the associated child records based on criteriafield values
passed via the input message.
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» Update Account

Modifies the attributes of the financia account data structure.

« Change Account Address

Appendix A

Takes the account number and new address data as input and changes the address in the CRM system for

that account.

This table provides the technical names, operation type, and messages names of the service operations that are

related to the web services:

Service Operation

Operation Type

Request Message

Response Message

Create Account Synchronous RBF_FINACCOUNT_CRE | RBF_FINACCOUNT_CRE
(RBF_FINACCOUNT_CR ATE REQ ATE_RES

EATE)

Get Account Synchronous RBF_FINACCOUNT_GET | RBF_FINACCOUNT_GET
(RBF_FINACCOUNT_GE _REQ RES

T

Search Account Synchronous RBF_FINACCOUNT_SEA | RBF_FINACCOUNT_SEA
(RBF_FINACCOUNT_SE RCH_REQ RCH_RES

ARCH)

Update Account Synchronous RBF_FINACCOUNT_UP | RBF_FINACCOUNT_UP
(RBF_FINACCOUNT_UP DATE REQ DATE RES

DATE)

Change Account Address Synchronous RBF_FINACCOUNT_AC | RBF_FINACCOUNT_AC

(RBF_FINACCOUNT_AC
TADRCHG)

TADRCHG_REQ

TADRCHG_RES

Policy Web Service

214

The Policy (RBI_POLICY) web service is available with the following operations:

Takes insurance policy data asinput and creates an insurance policy record and associated child recordsin

» Create Palicy
the CRM system.
» Get Policy

Returns a policy record and its associated child record based on a passed unique identifier.

» Search Policy

Returnsalist of policy records and their associated child records based on criteriafield values passed via

the input message.
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» Update Policy
Modifies the attributes of the policy structure.

This table provides the technical names, operation type, and messages names of the service operations that are
related to the web services:

Service Operation Operation Type Request Message Response Message
Create Policy Synchronous RBI_POLICY_CREATE_ | RBI_POLICY_CREATE_
(RBI_POLICY_CREATE) REQ RES

Get Policy Synchronous RBI_POLICY_GET_REQ | RBI_POLICY_GET_RES

(RBI_POLICY_GET)

Search Policy Synchronous RBI_POLICY_SEARCH_ | RBI_POLICY_SEARCH_
(RBI_POLICY_SEARCH) REQ RES
Update Policy Synchronous RBI_POLICY_UPDATE_ | RBI_POLICY_UPDATE_
(RBI_POLICY_UPDATE) REQ RES

Claims Web Service
The Claim (RBI_CLAIM) web service is available with the following operations:
+ CreateClaim

Takes claim related data as input and creates a claim record and associated child recordsin the CRM
system

» Update Claim
Takes claim information as input and updates the claim datain the CRM system.

This table provides the technical names, operation type, and messages names of the service operations that are
related to the web services:

Service Operation Operation Type Request Message Response Message
Create Claim Synchronous RBI_CLAIM_CREATE_R | RBI_CLAIM_CREATE_R
(RBI_CLAIM_CREATE) EQ ES

Update Claim Synchronous RBI_CLAIM_UPDATE R | RBI_CLAIM_UPDATE_R
(RBI_CLAIM_UPDATE) EQ ES
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At Risk Web Service

Appendix A

The At Risk (RBW_RISK ) web service contains the Create Client at Risk operation, which provides the

ability to add an At Risk record for an existing wealth management client.

The Create Client at Risk operation assumes the user entersthe BO_ID and ROLE_TYPE _ID to identify the
client, aswell asthe RISK_REASON,RISK_PRIORITY, and RISK_STATUS codes that are to be associated
to that client. If the RISK_REASON is Logt, then avalueis also expected for the LOST_REASON element.
Thefinancial summary information for the specified client is calculated and returned in the response message.

This table provides the technical names, operation type, and messages names of the service operations that are

related to the web service:

Service Operation

Operation Type

Request Message

Response Message

Create Client at Risk
(RBW_CREATE_RISK)

Synchronous

RBW_RISK_REQ

RBW_RISK_RESP

Viewing the Message Elements

216

Y ou can view the elements and fields that are included in each operation message through PeopleTools.

Toview alist of field names and aliases for a particular message:

1. Select PeopleTooals, Integration Broker, Integration Setup, M essages.

2. Enter RBF,RBW, or RBI in the Message Name field and click Search.

The system lists all the messages that are related to financial services or insurance.

3. Select the message you want to view.

4. Click the message name link under the Parts grid.

The system opens the Message Definition page in a new browser.

5. Click the plus sign next to the table name at the bottom of the page to view the fields and aliases
associated with the message.
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