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PeopleSoft Enterprise CRM Product and
ltem Management Preface

This preface discusses:

PeopleSoft Enterprise Customer Relationship Management (CRM) application fundamentals.
PeopleSoft Enterprise CRM business object management.

PeopleSoft Enterprise CRM automation and configuration tools.

PeopleSoft Enterprise CRM services foundation.

Enterprise PeopleTools PeopleBooks.

Note. This PeopleBook documents only page elements that require additional explanation. If a page element
is not documented with the process or task in which it is used, then either it requires no additional explanation
or it is documented with common elements for the section, chapter, PeopleBook, or product line.

PeopleSoft Enterprise CRM Application Fundamentals

The PeopleSoft Enterprise CRM 9.1 Application Fundamental s 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 how to administer workers who perform tasks such as support or field servicein
PeopleSoft CRM. It includes information on competency management and assigning workers to tasks.

Interactions and 360 Degree Views

This part discusses how to manage interactions and set up and use the 360-degree view, a powerful tool
that enables 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.

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved. Xi
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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 Business Object Management

The PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBookdiscusses 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.
« 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.
See Also

PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, " PeopleSoft Enterprise Customer
Relationship Management Business Object Management Preface”
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PeopleSoft CRM Enterprise Automation and Configuration Tools

The PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook discusses automation
and configuration tools that are common to multiple PeopleSoft CRM applications. Thisis an essential
companion to the PeopleSoft CRM 9.1 Application Fundamental s Peopl eBook.

The PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook contains these parts:
» Correspondence Management

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

e Automation Tools
This part discusses PeopleSoft CRM workflow, the Active Analytics Framework (AAF), and scripts.
« Configuration Tools

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

» Knowledge Management
This part discusses the setup of Verity search.
» Business Process Management

This part provides information on the two different approaches to manage business processesin
PeopleSoft CRM and discusses:

» The setup of the Business Process Execution Language (BPEL) infrastructure to initiate and manage
BPEL process instances.

» The setup of Business Process Monitor to view the status information of initiated BPEL process
instances.

» Thesetup of BPEL worklist integration to send CRM worklist entries (both notifications and action
items) from BPEL processes.

« The setup and execution of business projects.
See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " PeopleSoft CRM
Automation and Configuration Tools Preface”
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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 Integrated FieldService, PeopleSoft Order Capture, and the PeopleSoft call center
applications (PeopleSoft Support, PeopleSoft HelpDesk, and PeopleSoft HelpDesk for Human Resources).

The PeopleSoft Enterprise CRM 9.1 Services Foundation PeopleBook contains these parts:
»  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 Integrated FieldService, PeopleSoft Support,
and PeopleSoft Order Capture to integrate with PeopleSoft Billing and PeopleSoft General Ledger
through the use of the PeopleSoft Contracts architecture. The integration enables PeopleSoft CRM users
to bill and book revenue for recurring, one-time, and on demand services.

»  Solution Management

Environmental Systems Research Institute (ESRI) integration. The integration with ESRI, a mapping
software, enables usersto 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”

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 Product and Item
Management

This chapter provides an overview of PeopleSoft Customer Relationship Management (PeopleSoft CRM) and
discusses product and item integrations and implementation.

PeopleSoft CRM Product and Item Management Overview

In PeopleSoft CRM, products are what you sell and support. Almost all customer-facing PeopleSoft CRM
applications reference product data, including (but not limited to) PeopleSoft CRM: Field Service, Support
and Help Desk, Sales, Order Capture, and Marketing. Y ou can group and present product information in
catalogs for use by the sales force or by self-service applications, plan sales and marketing campaigns around
products, manage product portfolios, or identify the competencies required to service and support a product
and use that to assign workersto service and support tasks.

This PeopleBook discusses setup tasks and data management for products and items in PeopleSoft CRM,
including how to define and price product packages and standal one products.

PeopleSoft CRM Product and Item Integrations

PeopleSoft CRM integrates with PeopleSoft Supply Chain Management (SCM) and with other SCM, or order
fulfillment, systems. PeopleSoft SCM systems use product definitions to manage products and product
components throughout the manufacturing process. PeopleSoft CRM delivers several enterprise integration
points (EIPs) that maintain data integrity between PeopleSoft CRM and third-party SCM systems by
synchronizing product and item data.

Service Oriented Architecture (SOA) has emerged as a standard form of integration. To lower customer costs
and provide interoperability, PeopleSoft has made certain transactions available through SOA. PeopleTools
has converting existing Integration Broker messages to web services. These web services have specific
PeopleSoft structures. Part of this feature includes the delivery of more generic web services that can be used
with other CRM systems.

SOA provides web services for existing installed product functionality so that any business process can call
the web service and leverage the features. To support business processes for installed products, PeopleSoft
has built these web services and operations:
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Operation Message Type Description

Search Installed Product Synchronous User specifies criteria and the system returns alist of
installed products.

Get Installed Product Synchronous User specifies key data and the system returns the
installed product's data.

Create Installed Product Synchronous User specifies datato be used in the creation of an
installed product

Update Installed Product Synchronous User specifies data to be used in updating a product
that is aready installed.

See Also

Appendix A, "Product Delivered Web Services," page 223

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

PeopleSoft CRM Product and Item Implementation

PeopleSoft Setup Manager enables you to review alist of setup tasks for your organization for the products
that you are implementing. The setup tasks include the components that you must set up, listed in the order in
which you must enter data into the component tables, as well as the corresponding PeopleBook
documentation.

Y ou set up products and items as part of the implementation process for PeopleSoft CRM products such as
PeopleSoft Integrated FieldService and PeopleSoft Order Capture.

Thistablelists al of the components that have component interfaces:

Component Component Interface Reference

Multilevel Component Types RB_HLEV_MGMT See Chapter 3, "Setting Up Product
Definitiona Elements,” Creating
Product Definitional Elements, page
14.

Multilevel Structure Linkage MLPB_STRUCT_MGMT See Chapter 3, "Setting Up Product
Definitional Elements,” Creating
Product Definitional Elements, page
14.
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Other Sources of Information

In the planning phase of your implementation, take advantage of all PeopleSoft sources of information,
including the installation guides, table-loading sequences, data models, and business process maps. A
complete list of these resources appears in the preface in the PeopleSoft Enterprise CRM 9.1 Application
Fundamental s PeopleBook, with information about where to find the most current version of each.

See Also
Enterprise PeopleTools 8.50 PeopleBook: Setup Manager
Enterprise PeopleTools 8.50 PeopleBook: PeopleSoft Component Interfaces
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Chapter 2

Understanding Products and Items in
PeopleSoft CRM

This chapter discusses:
e Products.
 [tems.

» Therelationship between products and items.

Products

Products in PeopleSoft Customer Relationship Management (PeopleSoft CRM) are what you sell to
customers. Y ou might sell physical goods such as cars or refrigerators or intangible services (also known as
service products) such as 3000-minute rate plans for wireless phones.

Product Definitions

PeopleSoft CRM represents products by product definitions. A product definition, keyed by product ID and
setID, stores al of the product information that company representatives reference to sell or support products.

A product definition and its associated price setup provide the foundation for many features of PeopleSoft
CRM, which include product ordering, catalogs, catalog searches, product advisor dialogs, dynamic product
packages, and configured products that are accessed from applications such as PeopleSoft Order Capture,
PeopleSoft Order Capture Self Service, PeopleSoft Sales, PeopleSoft Advanced Configurator, and so forth.
Y ou also use products in PeopleSoft Integrated FieldService, PeopleSoft Support, and PeopleSoft HelpDesk
for on-site and off-site customer support processing.

Use the Product Definition component to define products. If you implement both PeopleSoft CRM and
PeopleSoft Supply Chain Management (PeopleSoft SCM) or another third-party supply chain management
system, you can use the Product enterprise integration point (EIP) to synchronize product data between the
two systems.

Note. If you integrate between PeopleSoft CRM and a supply chain management system, you should define
all product recordsin the PeopleSoft CRM system to take advantage of functionality, such as dynamic
product packages and configured products, that are offered only in PeopleSoft CRM.

Types of Product Definitions

The types of product definitionsin PeopleSoft CRM are:
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» Engagement service

Engagement services are services such as consulting that are priced by PeopleSoft Proposal Management.
PeopleSoft CRM integrates with PeopleSoft Proposal Management to exchange quote, status, and pricing
information.

See Chapter 7, "Setting Up Products," Integrations with PeopleSoft SCM and PeopleSoft Proposal
M anagement, page 69.

»  Service agreement

Service agreements are agreements with a company to provide services, such as repair and maintenance,
for aproduct or to provide a service such as satellite TV or lawn care that is purchased by a customer.
Service agreements are priced through the service pricing engine, and do not use the product price or price
rule features to retrieve a price. When you set up a service agreement product type, you first set up the
agreement template that defines the service that is provided by the agreement.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up and Managing
Agreements and Warranties' and PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook,
"Defining Pricing Information for Services and Support Offerings.”

«  Service product

Service products, such as cellular phone service, are not physical itemsthat are inventoried. The customer
purchases the service and not a physical product.

» Standard product

Standard, or standalone, products do not contain components. Y ou can designate that a standalone product
isaconfigured product by selecting the configuration option. When you define a product, you select
whether it is standalone or contains components.

» Package product

Product packages contain more than one component. A product package can include other packages and
are priced either at the product level or as the sum of the package components. When you define a product
package, you designate the pricing method.

Package products can be configured. They can either be lightly configured packages or configured
packages using the Advanced Configurator.

»  Subscription product

Subscription products allow you to record orders and quotes consisting of subscription based installment
billing periods. This product type may or may not contain a product package.

«  Commitment product

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel
Product Bundles," Commitment Products.

See Also

Chapter 3, "Setting Up Product Definitional Elements,” page 13

Chapter 7, "Setting Up Products," page 67
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Items

Items are tangible goods or materials that an organization keepsin stock for sale or usein the future. Y ou use
items to keep track of material stocks—goods that are located in physical storage locations such as
warehouses, storerooms, or service trucks—in the inventory control system.

Item Definition

Y ou define items either by using the Item Definition component or by using the Item Master EIP (enterprise
integration point) to integrate with an inventory or purchasing system.

Because the synchronization of item definitions is one-way from the inventory or purchasing system to the
PeopleSoft CRM system, PeopleSoft suggests that you create and update item records in the inventory or
purchasing system, then publish them to PeopleSoft CRM.

Note. If you integrate with an inventory or purchasing system, you are unable to update the item definition
within PeopleSoft CRM.

See Also

Chapter 4, "Defining Items," page 31

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials"

The Relationship Between Products and Items

In PeopleSoft CRM, a product is associated with only one item (one-to-one relationship). For any physica
product that you sell in-store, there is an item equivalent in the inventory system, which establishes the one-
to-one relationship. Y ou stock the item on the warehouse shelf and use it for fulfilling orders of that product.

More than one product can use the same item. Thistypically happens when you position or price the same
item differently for different product lines.

A product is not required to have an associated item. For example, a 3000-minute rate plan for wireless
phones does not have a physical equivalent on a storage shelf and, therefore, is not associated with any item
in the inventory system.

Items are associated with products for fulfillment and servicing purposesin PeopleSoft CRM.
See PeopleSoft Enterprise Managing Items PeopleBook.
See PeopleSoft Enterprise Order Management PeopleBook.

See Chapter 10, "Tracking Installed Products,”" Defining Creation and Update Rules for Installed Products,
page 164.
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12

ltems in PeopleSoft Integrated FieldService

In PeopleSoft CRM, products are used in the Installed Product and Services component and are required.
Items are an option in the Installed Product and Services component. The Installed Assets component is for
internal assets that are used in PeopleSoft Hel pDesk.

Service technicians order items that they need to perform service using the Order Materials component, either
as an interunit transfer or purchase order. After the purchasing or inventory system processes the order and
ships an item to the technician's truck, the technician installs the item and uses the Time Material Expense
page within the Service Order component to report the receipt and usage of the new item, as well asthe
removal of the old one.

Y ou can set up rules to govern when the system creates or changes the status of installed products.

For example, the system creates an installed product or changes its status when:

» A product is ordered through PeopleSoft Order Capture.
« Anautomatic shipping notification (ASN) for the product is received from a fulfillment system.
« A material usage or removal isrecorded in PeopleSoft Integrated FieldService.

When these activities occur, the PeopleSoft CRM system passes product information along with the inventory
system serial number (if applicable) to the installed product.

For example, an electrical appliance retailer might keep stock in awarehouse. The inventory system
associates each product with an item on the warehouse shelf. When a customer places a product order and the
order comes through the fulfillment system, the associated item of the product is picked from the warehouse
and shipped.

The serial number is sent as part of the ASN message, which triggers either the creation of an installed
product for the shipped product or an update of the existing installed product for that product.
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Setting Up Product Definitional Elements

This chapter provides an overview of product definitional elements and discusses how to create them.

Understanding Product Definitional Elements

Definitional elements describe products in the PeopleSoft Customer Relationship Management (PeopleSoft
CRM) system. Y ou must set up these definitional elements before defining products in PeopleSoft CRM:

Product installation options.
Rules for generating product ID numbers.
Rule sets for creating and updating installed products.

Product groups.

Product groups enable you to share processing parameters between products. PeopleSoft CRM deliversa

set of basic product groups.

Product categories.

Product categories are used to group productsin catal ogs.

Product brands.

Competitor codes.

Competitor codes enable you to keep track of competitors similar products.
Branch scripts.

Branch scripts predefine sales dialogue with customers, provide direction to customer service
representatives, and guide internal processes and operations.

Region IDs.

Region IDs enable selling by region.

Competency codes.

Competency codes define the skills required to support the product.
Relationship IDs.

Relationship 1Ds define the relationship of one product to another. For example, one product might either

complement or substitute for another product.

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

13



Setting Up Product Definitional Elements Chapter 3

Product attributes.

Product attributes describe characteristics of the product, such as height, weight, color, and so forth.
»  Subscription terms.

Subscription terms define the length of time for which the subscription is valid.
« Multilevel component structure (multilevel component types and sub-levels).

Multilevel component types define various levels that are available within a multilevel component
structure and its properties.

« Multilevel structure linkage.

Multilevel structure linkage associates each setlD that supports multilevel product bundles with a
multilevel component structure.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up General Options,”
Setting Up Automatic Numbering

Chapter 4, "Defining ltems," page 31

Chapter 10, "Tracking Installed Products," page 135

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, *"Managing Workforce
Competencies'

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up General Options,"
Setting Up Regions

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

Creating Product Definitional Elements

14

To create product definitional elements, use the Product Installation (PROD_INSTALLATION), Automatic
Numbering (AUTO_NUM_PNL), Product Group (PROD_GROUP_TBL), Product Category
(PROD_CATEGORY), Product Brand (PROD_BRAND), Competitors (COMPETITOR_CD), Region
(RB_REGION), Attribute Definition (RB_ATTRIBUTE), Auto Numbering (AUTO_NUM_PNL), Multilevel
Component Types (RB_HLEV_MGMT), and Multilevel Structure Linkage (MLPB_STRUCT_MGMT)
components.

This section discusses how to:

» Select options for managing products.
« Specify installed product rules.

» Define product automatic numbering options.
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» Define product group codes.

Setting Up Product Definitional Elements

» Viewing products that are linked to the product group.

« Define product categories.

» Define product brands.

« Enter competitor information.

» Define branch scripts.

»  Set up product relationship codes.
« Define product attributes.

«  Set up subscription terms.

»  Set up multilevel component types.

»  Specify sublevels for multilevel component types.

»  Set up multilevel structure linkages.

Pages Used to Set Up Product Definitional Elements

Page Name Definition Name

Navigation

Usage

Product Installation PROD_INSTALLATION

Set Up CRM, Install,
Product Options, Product
Installation

Select options for managing
products.

Installed Product Defaults | RF_INSTPRD_DFLT

Set Up CRM, Install,
Product Options, Installed
Product Defaults

Specify rules that determine
how system transactions
create and update installed
products.

Setup Auto Numbers AUTO_NUM_PNL Set Up CRM, Common Define automatic
Definitions, Codes and numbering options for
Auto Numbering, product I1Ds.
Automatic Numbering,
Auto Numbering
Product Group PROD_GROUP_TBL Products CRM, Product Define product group codes.

Groups, Product Group

Linked Products PROD_GRP_OVERVIEW

Products CRM, Product
Groups, Linked Products

View products that belong
to a product group.

Product Category PROD_CATEGORY Products CRM, Product Define product category
Category, Product Category | codes.
Product Brand PROD_BRAND Products CRM, Product Define product brand codes.

Brand, Product Brand

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved.
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Selecting Options for Managing Products

16

Chapter 3

Page Name Definition Name Navigation Usage

Competitors COMPETITOR_CD Products CRM, Define competitor codes.
Competitors, Competitors

Script RC_BS MAIN Set Up CRM, Common Define a branch script for
Definitions, Process support and sales personnel.
Automation, Script, Script

Region RB_REGION Set Up CRM, Common Set up regions.
Definitions, Location,
Region Codes, Region

Competencies COMPETENCY_TABLE Set Up CRM, Common Establish competency

Definitions, Competencies,
Competencies

codes.

Product Relations Codes

RB_RELATIONS

Products CRM, Product
Relations Codes, Product
Relations Codes

Set up the codes that
describe relationships
between products.

Attribute Definition

RB_ATTRIBUTE_MAIN

Set Up CRM, Common
Definitions, Attributes,
Attribute Definition,
Attribute Definition

Define a product attribute.

Subscription Terms

PROD_SUBSCRIPT

Products CRM,
Subscription Terms,
Subscription Terms

Define alength of timethe
subscription isvalid.

Multilevel Component
Types

RB_HLEV_DFN

Set Up CRM, Common
Definitions, Multilevel
Component Types,
Multilevel Component
Types

Define multilevel
components types allowed
within a bundle structure
and its properties.

Sub-Levels

RB_HLEV_DESCENDANT

Set Up CRM, Common
Definitions, Multilevel
Component Types, Sub-
Levels

Define the commercid
component hierarchy for
each defined multilevel
component type.

Multilevel Structure
Linkage

MLPB_STRUCT_MGMT

Products CRM, Multilevel
Structure Linkage,
Multilevel Structure
Linkage

Assign the multilevel
structure to any given setlD
that supports multilevel
product bundles.

Access the Product Installation page (Set Up CRM, Install, Product Options, Product Installation).
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Installed Product Defaults

Clrtem Required

Enmpnnents can be deleted

[] Alternate Priority Required

[] Alternate Quantity Required

Product Installation page

Item Required Select if you have installed PeopleSoft Supply Chain Management (Peopl eSoft
SCM) or PeopleSoft Integrated FieldService. You can deselect this check box if
the order fulfillment system does not require items or if products are not
inventoried.

If you select this check box, you must use the Item Definition component to
define product IDs, descriptions, and standard units of measure. Y ou then
complete the product definition in the Product Definition component.

Components can be Select to enable deletion of componentsin a product package.

deleted

Alternate Priority Select to enter a priority and quantity on the Product Relationships page for an
Required and Alternate alternate relationship type. Select these check boxes when the PeopleSoft CRM
Quantity Required system isintegrated with PeopleSoft SCM.

See Also

Chapter 4, "Defining Items," page 31

Specifying Installed Product Rules

Access the Installed Product Defaults page (Set Up CRM, Install, Product Options, Installed Product
Defaults).
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e e MRl Installed Product Defaults

Default Values

Products Which Require a Service Order for Installation

Order Capture

Create Installed Product
Initial Status | Pending ~
Shipping Notification (ASN)
Create Installed Product Update Installed Product
Initial Status | Shipped - New Status | Shipped -
Manage Material
Create Installed Product Update Installed Product
Initial Statusl Installed v New Statu5| Installed ~

Products Which Do Not Require a Service Order for Installation

Order Capture

Create Installed Product

Initial Status | Pending v~

Shipping Notification (ASN)

Create Installed Product Update Installed Product
Initial Statusl Installed v New Statu5| Installed e
Manage Material
Create Installed Product Update Installed Product
Initial Statusl Installed v New Statu5| Installed e

Installed Product Defaults page

See Chapter 10, "Tracking Installed Products,” page 135.

Defining Product Automatic Numbering Options

18

Access the Setup Auto Numbers page (Set Up CRM, Common Definitions, Codes and Auto Numbering,
Automatic Numbering, Auto Numbering).
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Setup Auto Numbers

SetlD SHARE SHARE

Mumber Type PROD Product Number

*Field Name|PRDDUC’I’_ID B, Length 13

First 4 1ofl 11 Last

#Start Seq #Max Length  *Description Last Number Issued Default?

[ooo | 18/ [Product 10 700000 #[=]

Setup Auto Numbers page

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

Defining Product Group Codes

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

Access the Product Group page (Products CRM, Product Groups, Product Group).

Product Group Linked Products

Product Group Details ind | View Al First & 1of2 I3 Last

[+]

SetID Como1l
Product Group ANYTIME

*Product Gruup| Configurator v|
Type
*Effective nate|ﬂlfﬂlflgnn 5
+Status | Active v|

*Description |A” ytime

Short Description |Anytime
[]Global

Product Group page

Note. Y ou cannot delete a product group from this page. If you integrate your PeopleSoft CRM applications
with your PeopleSoft SCM applications, the system would also del ete the product from your SCM database.

This happens because SCM subscribes to a message that the CRM database publishes. If the system allowed
you to delete the product group from this page, it could cause problemsin your SCM operating environment.

Assuch, thisdesign isintentional.
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Product Group Type

Global

See Also

Select the product group type from these avail able values:

Accounting

Buying Agreement
Configurator
Customer Target
Forecast

Freight

General

Literature
Organization
Pricing

Product Catalogs
Product Line
Reporting

Reporting Externally
Reporting Internally
Self-Service Products
Tax

Transportations

VAT

Select to include all products in the product group.

Chapter 3

Note. This selection is not used for product groupings in the catal og.

See Chapter 9, "Creating Catalogs," Understanding Catal ogs, page 103.

Chapter 7, "Setting Up Products,” Adding Products to Product Groups, page 85

Viewing Products That Are Linked to the Product Group

Access the Linked Products page (Products CRM, Product Groups, Linked Products).

20
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Product Group Linked Products

Product ANYTIME SetID CoMOi
Group

Linked Products

First il 1-4of 4 i Last

Product ID Product Description
TEL200003 200 Anytime Minutes
TELZ00004 300 Anytime Minutes
TEL200005 1000 Anytime Minutes
TELZ200013 Caller ID

Linked Products page

This page displays the active products that are included in the product group.

Defining Product Categories

Access the Product Category page (Products CRM, Product Category, Product Category).

Product Category

Category WIRELESS SetID ComMO1

Category Details

*Effective [02/01/2002 5 *Short|Wireless [+ [=]

Date Description

*Status *Descriptiun|WirE|E55 Products

Product Category page

Use this page to define product category codes. Enter the date the product category will be effective, short
and long descriptions, as well as the status; either Active or Inactive.

Defining Product Brands

Access the Product Brand page (Products CRM, Product Brand, Product Brand).
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Product Brand

Brand WOMNDER

*Effective [01/29/2002 [5

Date

SetID CrRMO2

*5hurt|W|:|nu:Ier Wor
Description

*statu5|ﬁ'3tiVE V| *Descriptiunlw':'”'jer World Computers

Product Brand page

Use this page to define product brands. Enter the date the product brand will be effective, short and long
descriptions, as well as the status; either Active or Inactive.

Entering Competitor Information

Access the Competitors page (Products CRM, Competitors, Competitors).

Competitors

Competitor THEM

Competitor Code Details

*Effective [01/29/2002 [
Date

“Status

SetID CrRMOZ

Find First 4 lofl a Last

[+ [=]

*Short Description |other worl

*Description |Dther World Equipment

Competitors page

Enter competitor information on this page. Enter the date the competitor will be effective, short and long
descriptions, as well as the status; either Active or Inactive..

Defining Branch Scripts

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

22
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Setting Up Product Definitional Elements

’ Script Tree | Script Validation

SetID CoMo1l Effective Date 02/08/2002
Script Name \Wireless Plan Picker *Statusl Active ,Vl
Script Category Branch Script *Script Typel Churn .V|
Description |Bazed on Minute of Use and Desired features - gives recommendation on best wireless plan.
Rating Detail
Rate Set Name | @, Script Total Weight

Script Actions

Pre-Script Action | fi,, Incomplete Script Action | Qg,
Post-Script Action | @,
Exit Message
Exit Message |Thank you for your interest in GBI products and =ervices. \El
| Display Token |
Modified 02/08/2002 &§:484M PST TELCODEMO

* Required Field

Script page

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Defining Scripts.”

Setting Up Product Relationship Codes

Copyright

Access the Product Relations Codes page (Products CRM, Product Relations Codes, Product Relations
Codes).
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Product Relations Codes
i ]

:;I“‘“" Description Long Description Alias Outgoing Link Alias Incomin gLink  Requirad Priority | Quantity Catalog Advisor D;rpd':r" Installable Rule Based
ACCT | ([Billed To Billed To Billed To Billed To (] O O O O O O O a
AGRE Agreements Agreements for this produc| [OUT Agreements IN Agreements O O [} O O B O i)
ALT Alternates Similar Products OUT Alternates IN Alternates (] (] (] ] O i i i)
AMEM Account Memb |Add Account Member Account Member Account Nominee O O L} O O O L} o
BAR Erings and Rel ||Brings and Remowves Erings and Removes Removes (] (] F | | (] ﬁT
BOC Brings On Cre  ||Brings On Creation Brings Is Brought By O O L O O O O @
BRCM Brings Commi. ||Brings Commitment Brings Commitment Covers because ¢ D D D D D |:| D @
CHILD | [Child Of Child Of Products used for | [Is Child Of Is Parent OF E O O O O i}
Add Product Relation Code

24

Product Relations Codes page

The Product Relations Codes page lists the possible rel ationships among products of al typesthat are
supported in the product definition model. The options that you select for a relationship type determine the
options that are available on the Product Relationships page when you define a product.

Warning! Do not modify the predefined setup in the Product Relations Codes component for multilevel
product bundles, as Advanced Configurator is set up to support the delivered code setup only.

Alias Outgoing Link and
AliasIncoming Link

Required

Priority

Quantity

Catalog

Enter the descriptions of the corresponding code, which are used in installed
products, orders, and service management orders, to display relationships
between two product entities. Because product relationships are bi-directional,
different descriptions are used depending on the standpoint from which the
relationship is being viewed, the source product's or the target product's.

For example, product A and product B have a Child Of relationship (A isthe
child of B) and they are both added to an order. If you view product A on the
Line Details page of the order, the Line Relationship section shows the relation
product A has with product B as |s Child Of because in this child of relationship,
product A is the source and product B the target of the relationship. Therefore,
the system uses the outgoing description to represent the relationship, which is
being looked at from the standpoint of the source product. If you view the
relationship from the target's (product B) position, the incoming link description
appears instead.

Select to include the Required check box on the Product Relationships page. The
Required check box enables you to require that the related product is present
whenever the listed product appears.

Select to include the Priority check box on the Product Relationships page. The
Priority check box enables you to specify a priority among alternative related
products.

Select to include the Quantity field on the Product Relationships page. The
Quantity field enables you to specify how many times the given relationship can
occur.

Select to include the Catalog check box on the Product Relationships page. The
Catalog check box controls whether related products appear in the catalog along
with the main product.
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Advisor

Installable

Rule Based

Setting Up Product Definitional Elements

Select to enabl e the use of the PeopleSoft Real-Time Advisor for up-sell and
cross-sell opportunities.

Select for the system to create links in the installed base (called installed links)
for the corresponding product relation after the order fulfillment process for
products with that product relation compl etes.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Setting Up Multilevel Product Bundles.”

Select for the system to establish the corresponding product relation between
products only at runtime, through the execution of validation and configuration
rules during configuration sessions in ordering or service management processes.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Setting Up Multilevel Product Bundles."

Note. The product relations codes that appear in the preceding example are delivered as system data. Y ou can
add relations, but you should not remove any delivered relations.

See Also

Chapter 7, "Setting Up Products,” Managing Product Relationships, page 96

PeopleSoft Enterprise CRM Real-Time Advisor 9.1 PeopleBook

Defining Product Attributes

Access the Attribute Definition page (Set Up CRM, Common Definitions, Attributes, Attribute Definition,

Attribute Definition).
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Attribute Definition
Name 3 WAY_CALLING Market Global
*Label |3-way Calling *Status | Active v |
*Gruupl Cellular Service Flans hd Usage Information
Validation Rule| vl

Description |ThE plan supports 3-way calling

*Field Type ) Edit Box
G‘ Drop-Down
* Prompt Lookup

List Details

Retrieval Hudel Manual v|

Manual List Items

First 4 1-2o0f 2 i1 Last

Default *Item Code *Item Value
Ll |N |ND El
i [ves =]
Modified 10/14/2002 2:20PM PDT TELCODEMO

Attribute Definition page

Warning! Although product attributes provide flexibility for modeling products, attributes can adversely
affect runtime performance. We suggest that you not use more than afew attributes per product.

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

Setting Up Subscription Terms

26

Access the Subscription Terms page (Products CRM, Subscription Terms, Subscription Terms).

Subscription Terms

Subscription Term 1YEAR SetlD SHARE
Subscription Term
*5tatu5| Active i | *Duration 1

*Descriptiun|1 Year Term *Frequenc'!.r

Long Description |1 Year Term

Subscription Terms page
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Enter information in the available fields to define the subscription and the length of time the subscriptionis
valid.

Setting Up Multilevel Component Types

Access the Multilevel Component Types page (Set Up CRM, Common Definitions, Multilevel Component
Types, Multilevel Component Types).

Sub-Levels
Structure ID NEXT Description |Multilevel Structure
*Configurator ~ ~ S Link To Default
T e Type Type Description Top Lewval Eunctional Installability Order Standalone
Type 1 A4 Commercial |[M| ||Contract ¥ ¥l ﬁ
Type 2 | | Commercial |%| ||[Play F 1 ¥ T
Type 3 w | | Commercial % | |Offer L ¥l Ll T
Add Multilevel Component Type

Multilevel Component Types page

A multilevel structure definition contains alist of available component types it supports and their properties.
Each setID can only be associated with one multilevel structure, and that structure will be used by product
definitions within the same setlD to model multilevel product bundles.

Warning! Do not modify the predefined setup in the Multilevel Component Type component (with the
exception of the component type description), as Advanced Configurator is set up to support the delivered
multilevel product structure only. If updates are made to the current setup, customization to the controller
application of Advanced Configurator will be required to support the new configuration.

Configurator Displays the component type ID that the PeopleSoft Advanced Configurator uses
Component TypeID and to identify each component type. The Type Description field lists the name of the
Type Description component type. The system delivers five component types, which are:

» Type 1 (Contract), which represents the top-level commercial component.
» Type 2 (Play), which represents the second-level commercial components.

« Type 3 (Offer), which represents the third to N-level commercial
components.

« Type4 (Atomic Offer), which represents the lowest level commercial
components that links to functional components. Unlike other commercial
components, this one cannot have descendents.

» Type5 (Functional Component), which represents functional components.
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Type Displays whether the corresponding component type is functional,commercial or
external (external service).

View this see reference for definitions on commercial component, functional
component and external service.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Understanding Multilevel Product Bundles," Common Terms Used in This Part.

Top Level Select to indicate that the corresponding component type is a top-level
component of multilevel product bundles that are created.

A component type must be acommercial component to be set as top-level; it
cannot be set as a descendent or sublevel of any other component types. The
system allow only one top-level component type for each multilevel product
bundle structure.

The Top Level and Link to Functional options are mutually exclusive and cannot
be selected for a component type at the same time.

Link to Functional Select to enable products of the corresponding commercial component type to be
related to functional components through the Sells product relationship. Note that
commercia component types that have this option enabled cannot be parents of
other component types. In other words, these commercial component types
represent the smallest unit of saleable components in multilevel product bundles.
As ddlivered, atomic offer is the only component type that can be linked to
functional components.

The capability to distinguish between commercial components and functional
components allows for clear separation of commercia aspects of the offer and
technical details of underlying products and services. Communication providers
will be able to define different commercial conditions (for example, bundling,
selling periods, and so on) or change them in time while maintaining just one
single definition of the functional product or service.

Note. This option does not apply to functional component types.

Installability Default Select to make products of the corresponding component type installable.

If selected, the Track as Installed Product field of the Product Definition -
Installed Product page for product definitions of this component type appears as
selected by default.

Order Standalone Select if the products that are associated with the corresponding type can be
ordered in a standalone manner.

If cleared, the system hides the Order Standalone By section in the Product
Definition component for products of the corresponding component type.

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel Product
Bundles," Setting Up Product Components
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Specifying Sublevels for Multilevel Component Types
Access the Sub-Levels page (Set Up CRM, Common Definitions, Multilevel Component Types, Sub-Levels).

Multilevel Component Types
Structure ID NEXT Description |Multilevel Structure
0
Component Type Type 1 Type Description Contract

#*Multilevel Component Type

Flay w ﬁ

Offer b ﬁ

Add Sub-Level

Sub-Levels page

Warning! Do not modify the predefined setup in Multilevel Component Type component, as Advanced
Configurator is set up to support the delivered multilevel product structure only. If updates are made to the
current setup, customization to the controller application of Advanced Configurator will be required to
support the new configuration.

Use this page to specify sublevels (descendents) that each component type can support in a multilevel product
structure. Only commercial component types that are not set to link to functional components are available
for setup.

Multilevel Component  Select a component type to be a possible descendent of the parent component
Type type. Vauesin this drop-down field do not include top-level component types or
functional component types.

A component type can be specified as its own sublevel. For example, an offer can
have other offers as its descendents in a multilevel product bundle.

Setting Up Multilevel Structure Linkages

Accessthe Multilevel Structure Linkage page (Products CRM, Multilevel Structure Linkage, Multilevel
Structure Linkage).
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Multilevel Structure Linkage

SetID ComMo1 Description Communications

*Structure ID MLPEOL Oa Description Multilevel Structure

_EJJ Save

Multilevel Structure Linkage page

Use this page to assign amultilevel structure to each setlD that supports the ordering and service management
of multilevel product bundles. The system delivers the multilevel structure for the COMOL setID.

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel Product
Bundles," Setting Up Product Components
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Defining Items

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

« Defineitem control values.
« Define and maintain items.

» Associate items with additional units of measure (UOMS).

Understanding Item Definition in PeopleSoft CRM

Anitem must be available in PeopleSoft CRM system tables before you can reference it on an installed
product, define material requirements for a service, use it to complete work on a service order, or create a
return material authorization (RMA) enabling a customer to return it.

To define items, use the Item Definition component or use the Item Master enterprise integration point (EIP)
to synchronize PeopleSoft CRM item definition records with item records that you defined in the inventory
and purchasing system.

Important! To process material management transactions that take place in PeopleSoft CRM and the
inventory and purchasing system, the definition of the item on the transaction must be identical in both
systems. If you do not use the Item Master EIP to keep item information synchronized, you must manually
duplicate changes or additions to item records in both systems.

The Item Master EIP includes three publishing application messages.

« ITEM_CRM_FULLSYNC_EFF
« ITEM_CRM_SYNC_EFF
« ITEM_CRM_SYNC

At initial implementation, the inventory and purchasing system publishes afull set of item records to the
PeopleSoft CRM system using the ITEM_CRM_FULLSYNC_EFF application message. When you add or
modify item definitions in the inventory and purchasing system after theinitial synchronization, each is
published to PeopleSoft CRM using the ITEM_CRM_SYNC and ITEM_CRM_SYNC_EFF application
messages. PeopleSoft CRM is a subscriber to, not a publisher of, these messages. Any changes that you make
to item definitions in PeopleSoft CRM are not published or synchronized with the inventory and purchasing
system.

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved. 31



Defining Items

Chapter 4

When the messages of the Item Master EIP are activated, you cannot use the Item Definition component in
PeopleSoft CRM to change or add item records. Most updates are made to the item records in the inventory
and purchasing system and publish them to PeopleSoft CRM, excluding the Configuration Option section and
the Short Description field, as shown in this diagram:

PeopleSoft FieldService

CRM
Iterm Definitions

PeopleSoft Inventory or
Third-Party Inventory
Systems

Item I'I.'-'I.'aster
- CRM EIP

Inventory
Ilterm Definitions

Data flow from inventory and purchasing system to PeopleSoft CRM

See Also

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

Item Status

32

Thistable lists the statuses that items can have in PeopleSoft CRM:

Status

Description

Under Initialization

Theitem definition has not been completed. No transactions are permitted, and
the system does not list the item in any prompts.

Note. PeopleSoft Inventory and Purchasing do not publish item definition
records for items with an Under Initialization status. Only items defined in
PeopleSoft CRM using the Item Definition component can have this status.

Pending Approval

Theitem definition has been completed and is awaiting approval. No
transactions are permitted, and the system does not list the item in any prompts.
Pending approval items are not sent from inventory until approval occurs.
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Status Description

Denied Approval The item definition has been denied. No transactions are permitted, and the
system does not list the item in any prompts.

Note. In PeopleSoft CRM, item definition approval processing isamanual
business process. PeopleSoft Inventory and Purchasing do not publish item
definition records for items with Pending Approval or Denied Approval status.
Only itemsthat are defined in PeopleSoft CRM using the Item Definition
component can have these status values.

Active Theitem definition is active in the system. Items with an Active status are
eligible for all item transactions in PeopleSoft CRM.

Hold Theitem definition is on hold in the system.
Inactive Theitem isno longer active in the system.
Discontinue Usage of the item is being phased out.

Note. In PeopleSoft CRM, you can receive and report usage and removal for an
item with aHold,Inactive, or Discontinue status using the Order Materials and
Service Order components in PeopleSoft Integrated FieldService. Y ou can aso
create an RMA for customers that are returning the item using the RMA Form
(return material authorization form) component in PeopleSoft Support. However,
you cannot enter arequest to order any quantity of the item using the Order
Materials component, nor can you create replacement orders for the item using
the RMA Form component.

See Also

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials'

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Material Returns,”
Understanding Material Return Processing

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

Defining Item Control Values

To defineitem control values, use the Item Number Control (INV_ITEM_CONTROL), (Item Groups
(INV_ITEM_GROUP), Item Families (INV_PROD_FAMILIES), and Stock Types (INV_STOCK_TYPE)
components.

This section discusses how to:
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»  Specify item numbering.
» Defineitem groups.
« Defineitem families.

» Define stock types.

Chapter 4

Note. Item control values in PeopleSoft CRM are used only if you synchronize them with PeopleSoft Supply
Chain Management (PeopleSoft SCM) applications, including PeopleSoft Inventory and Purchasing. If you
synchronize item records with another system, the Iltem Master EIP application messages do not update any
control value information that is documented in this section.

Pages Used to Define Item Control Values

Page Name

Definition Name

Navigation

Usage

Item Number Control

ITEM_NBR_CONTROL

Items CRM, Item Number
Control, [tem Number
Control

Define whether new items
are numbered sequentially
or manually.

Item Group INV_ITEM_GROUP Items CRM, Item Groups, | Define groupsto categorize
Item Group items. You can useitem
group as an aternate search
key for Item ID.
[tem Family PROD_FAMILY_INV Items CRM, Item Families, | Define familiesto which
[tem Family items can be assigned
during the item definition
process. Y ou can useitem
family as an alternate search
key for theitem ID.
Stock Type INV_STOCK_TYPE Items CRM, Stock Types, | Create ownership

Stock Type

information codes for
inventory itemsthat are
leased or consigned. You
must specify stock types for
any non-owned items that
you define on the Item
Definition page.

Specifying Item Numbering

Access the Item Number Control page (Items CRM, Item Number Control, Item Number Control).

34

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



Chapter 4

Defin

Defining Items

Item Number Control

SetID CRMO1 Appliance

(] Aute Number Items Last Item Number Assigned | 000001

Item Number Control page

Note. The item number controls that you define on this page are used for PeopleSoft CRM purposes only. If
you synchronize item records with another system, the Item Master EIP application messages do not update
item number control information.

Auto Number Items Select to enable automatic numbering. When automatic numbering is enabled,
you can accept the system-generated NEXT value as the ID for each item that you
define. Even if automatic numbering is enabled, you can override the NEXT
value by entering item IDs manually.

Note. If you do not select this check box, you must enter IDs manually when
defining new items on the Item Definition page.

Last Item Number Enter the start of the numbering sequence that the system uses to generate unique

Assigned item IDs automatically. When you select NEXT as theitem ID during the item
definition process, the system assigns the next sequential number in this
numbering sequence as the item ID.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up General Options,”
Setting Up Automatic Numbering

ing Item Groups

Access the Item Group page (Items CRM, Item Groups, Item Group).

Item Group

SetID CRMO1 Item Group FREEZERS

Item Group ' View All  First B 1ofF1 I |ast

[01/01/2000 - [+][=]
*Effective Date 01/01/2000 EJ *Status

*Description |FrEE Zers

Short Description |Fre8Zers

Iltem Group page
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Use this page to define groups that categorize items in PeopleSoft CRM. The concept of item groups
originates from PeopleSoft Inventory. It is used on the Item Definition page for information purposes.

For more information about item groups, refer to the PeopleSoft Managing Items PeopleBook for defining
item control values.

VAT Defaults Click to accessthe VAT Defaults Setup page, which is acommon page used to
set up value-added tax (VAT) defaulting for all PeopleSoft applications that
process VAT transactions. On this page, you can define VAT defaults for bill
sources, per VAT registration country and state. Clicking thislink transfers you
to PeopleSoft Financials, where your must set up your VAT billing.

Service VAT Treatment Click to accessthe Service VAT Treatment Drivers Setup page, whichisa

Defaults common page used to set up VAT services treatment for all PeopleSoft
applications that process VAT transactions. If you are required to implement
specia handling for services, you can specify VAT service treatment defaults for
bill sources on this page for a supplier's (seller's) location country and state. VAT
defaults are also used when integrating with PeopleSoft Transaction Billing
Processor. Clicking this link transfers you to PeopleSoft Financials, where your
must set up your VAT billing.

Defining Item Families

36

Access the Item Family page (Items CRM, Item Families, Item Family).

Item Family

SetID CRMO1 Family FRZR RP PT

*Effective Date |01/01/2000 El *Status | Acive ¥ [+][=]

*Description Freezer Replacement Parts

Short Description |F72r Rp Pt

Item Family page

Use this page to define families with which items can be associated, besides item groups, during the item
definition process in PeopleSoft CRM. Item families are the same as item groups. They are used on the Item
Definition page for information purposes. No formal relationship is established between item families and
groups, but you can further categorize groups by using families.

For example, you can define a group on freezers and create freezer replacement parts and freezer accessories
as families of this group.

Fields on the Item Families and Item Groups pages are identical .

For more information about item families, refer to the PeopleSoft Managing Items PeopleBook for defining
item control values.
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Defining Stock Types

Access the Stock Type page (Items CRM, Stock Types, Stock Type).

Stock Type
e

SetID CRMO1 Stock Type xR2

View All - First n lofl u Last

*Effective Date [09/09/2009 5]  *Status|Active v [+][=]

*Description |F|:|rt Lift - Heawy Duty

Short Description [HD - FL

Stock Owner |ADS Enterprize

Stock Type page

Use this page to create ownership information codes for inventory items that are leased or consigned.

For information about stock types, refer to the PeopleSoft Managing |tems PeopleBook for defining item
control values.

Defining and Maintaining Items

To define and maintain items, use the Item Definition (RF_ITEM_DEFN) component.

This section discusses how to:

» Defineitems.

+ Establish substitute definitions.

If you are synchronizing with another system using the Item Master EIP, you can view the current definition

for an item in PeopleSoft CRM using the Item Definition component under Items CRM, Review Item
Definition.
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e [tems CRM, Inventory
Item Definition, Item
Substitutes

¢ |tems CRM, Review
Item Definition, Item
Substitutes

Page Name Definition Name Navigation Usage
Item Definition RF_ITEM_DEFN « ItemsCRM, Inventory | Defineinventory itemsat
Item Definition, Item | thesetiD level.
Definition
* |temsCRM, Review
Item Definition, Item
Definition
Item Substitutes RF_ITEM_SUB Establish substitution

definitions for items. An
item substitution definition
specifies alternate items that
may be used by personnel
requesting stock for
activities on service orders.
View an item's substitution
definition from the RMA
Form component in
PeopleSoft Support and
from the Order Materias
and Service Order
component in PeopleSoft
Integrated FieldService.

Defining Items

38

Access the Item Definition page (Items CRM, Inventory Item Definition, Item Definition).
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i Item Substitutes |

Item Definition

arch | E Add Item Definition | ElMext | Bl Previous FPersonalize

Item ID 10014 SetID SHARE
Current Status Active

Description Cadence Kit
Family Mtn Bike

Item Group Accessory

Item Definition

SetID SHARE

*Description |Ca|:|er1u:e kit

Short Description [Cadence Ki

*standard Unit of Measure |EA % Each

Current Status Date [04/15/2000 |

Current Statusl Active

Stock Typel

Item Group |P~CCESS Accessories

Family [MOUNTAIN Mountain Bike and Equipment

2L e LR

Currency CodelUSD Us Dollar

[}

Service Pricel 50.00

Service Exchange Amount| 25.00

Item Definition page (1 of 2)

Item Type Item Tracking

Inventory Item |:| Lot Control
[ Non-DOwned Item [Iserial Control
L Consigned L Shipping Serial Control

[]serviceable
[Returnable
[]consumable

w Configuration Options

L Configured
Schema | qa.
Warranty Name| %E El
Statu5| Active l":.

¥ Audit History

Item Definition page (2 of 2)
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Item Definition

Description and Short
Description

Standard Unit of
M easure

Current Status Date

Stock Type

Item Group

Family

Currency Code

Service Price

Service Exchange
Amount

VAT Defaults (value
added tax defaults)

Chapter 4

Enter long and short descriptions. Y ou cannot include embedded single or double
guotation marks in the description text.

Note. The Short Description field exists only in CRM, not in Peopl eSoft
Inventory. This field can be updated even if the item EIPs are active.

Enter the base UOM for the item that reflects the smallest transactable UOM for
the item. Establish UOMs on the Units of Measure page under Set Up CRM,
Common Definitions.

Warning! To minimize rounding discrepancies when using multiple UOMs, the
standard UOM must be the smallest valid UOM for the item. Also, set up the
standard UOM as a whole number.

Displays the date on which the current status of the item definition was updated.

Enter the owner of the stock if theitem is non-owned. First, you must establish
stock types on the Stock Types page.

Enter agroup ID to categorize the item as an aternate search key. Establish item
groups on the Item Groups page.

Enter afamily 1D to categorize the item as an alternate search key. Establish item
families on the Item Families page.

Enter the currency code used for the item.

Enter the price for the service item being defined.

Note. This priceis picked up for billing the customer when integrating with
PeopleSoft Transaction Billing Processor for any materials that were used to
service the customer.

Enter the amount the customer will be credited if the old item is exchanged for
the new one.

Note. This priceis used to credit the customer when performing a service order
and removing material when integrating with PeopleSoft Transaction Billing
Processor.

Click to accessthe VAT Defaults Setup page, which is a common page used to
set up VAT defaulting for all PeopleSoft applications that process VAT
transactions. On this page, you can define VAT defaults for bill sources, per
VAT registration country and state. Clicking this link transfers you to PeopleSoft
Financials, where your must set up your VAT billing.

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



Chapter 4 Defining Items

Service VAT Treatment Click to accessthe Service VAT Treatment Drivers Setup page, whichisa

Defaults common page used to set up VAT services treatment for all PeopleSoft
applications that process VAT transactions. If you are required to implement
specia handling for services, you can specify VAT service treatment defaults for
bill sources on this page for a supplier's (seller's) location country and state.
Clicking thislink transfers you to PeopleSoft Financials, where your must set up
your VAT billing.

Item Type

Inventory Item Select if the item is physically stocked in inventory. Y ou cannot create
transactions in PeopleSoft Inventory for noninventory items.

Non-Owned ltem Select if the item is non-owned. PeopleSoft Inventory does not create accounting
entries for non-owned item transactions. If you define an item as non-owned, you
must also specify a stock type.

Consigned Select if theitem is consigned. Only non-owned items can be consigned.

Note. After an order for theitem isinitiated from the RMA component or the Order Materials component, the
system does not enable valuesin the Item Type group box to be modified.

Item Tracking

Lot Control Select if theitem istracked by lot ID.

In PeopleSoft Integrated FieldService, you must enter the lot ID for transactions
of lot-controlled items that are initiated on the Order Material s page and when
defining installed product records for lot-controlled items on the Installed
Product and Services component. Y ou also specify thelot ID on the Time
Material Expense page on the service order.

In PeopleSoft Support, you may enter the lot 1D for advanced exchange RMA
transactions of |ot-controlled items; however, it is not required.

In PeopleSoft Inventory, you must enter the lot ID at the time of receipt and
putaway and for al inventory movement transactions of lot-controlled items.
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Serial Control Select to track each unit of the item in stock by aunique identifier. Serial-
controlled inventory items are managed in units of one, based on the item's
standard UOM.

In PeopleSoft Integrated FieldService, you must enter the serial 1D for
transactions of serial-controlled itemsthat areinitiated on the Order Materials
page and when defining installed product records for serial-controlled items on
the Installed Product page.

Y ou also specify the seria ID on the Time Material Expense page on the service
order.

In PeopleSoft Support, you must enter the serial ID for advanced return RMA
transactions of serial-controlled items.

In PeopleSoft Inventory, you must enter the serial 1D at the time of receipt and
putaway and for al inventory movement transactions of serial-controlled items.

Shipping Serial Control Select to assign aunique identifier to each unit of the item if seria tracking is
required only at the time of shipment. Until ship-serial-controlled items are
shipped, you can move them to different stock |ocations within the Peopl eSoft
Inventory business unit without serial control, which simplifies transaction
processing and entry.

Serial numbers are then assigned at the time of shipment to provide tracking on
products shipped to customers, internal locations, and other PeopleSoft Inventory
business units.

When a user records the quantity received, used, not used, and removed for a
ship-serial-controlled item on the Order Materials page in PeopleSoft CRM, you
must enter the ship-seria ID. The system uses this ID to accurately update the
customer'sinstalled product record.

Note. You can aso report on materials used and removed on the Time Material
and Expense page.

Note. After an order for the item isinitiated from the RMA Form component or the Order Materials
component, the system does not enable values in the Item Tracking group box to be modified.

Item Usage

Serviceable Select if aservice can be performed on theitem. Y ou create services and service
ordersonly for items that are serviceable. Y ou specify products and installed
products on the service order and items when you are ordering, receiving, using
and removing materials.

Note. Y ou should create services and service orders only for itemsthat are
serviceable.
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Returnable Select if the item can be returned. This dataiis for informational purposes only.

The removal of a nonreturnable item on the Time Material Expense page on the
service order does not trigger any inventory adjustment transactions.

The system issues awarning if you try to return an item that is not identified as
returnable using the RMA Form component. Y ou can select to cancel or proceed
with the transaction.

Consumable Select if the item can be scrapped rather than returned. When the removal of a
consumable item is recorded on the service order component, the system does not
trigger any inventory adjustment transactions. However, the system updates the
customer'sinstalled product record to reflect the removal of theinstalled item.

Note. In the RMA Form, Service Order and Order Materials components, you can select items regardless of
the Serviceable, Returnable, and Consumable check box settings.

Product Options

When you create a new item or select an item with a current status of Under Initialization, the system
displays the Product Options group box to establish whether a corresponding product definition should be
created simultaneously with the item definition.

Create Product Select to create a corresponding product definition for this item.

Useltem ID Select to make the product ID the same as the item ID. If selected, the Product ID
field becomes unavailable for entry.

Product ID Enter the ID for the product definition. If you set up automatic numbering for
products, enter avalue of NEXT to use the next available product ID.

Product Type Enter the type of product. Delivered types include Engagement Service, Package
Product, Service Agreement, Service Product, Sandard Product, and
Subscription Product.

Configuration Options

If your implementation includes a configurator application, define the configuration attributes for theitem in
the Configuration Options group box. The PeopleSoft CRM system supports a number of configurator
applications, for example, PeopleSoft Advanced Configurator, Oracle Configurator, Lightly Configurator and
PeopleSoft Sales Product Configurator.

Fieldsin this group box change dynamically depending on which configurator product isinstalled in the
system (the information is available in General Options page under Set Up CRM, Installation Options).

If PeopleSoft Advanced Configurator isinstalled, the Configured and Schema fields appear. If PeopleSoft
Sales Product Configurator isinstalled, the Configured,Distribution Model ,Configuration Code Generation,
and Template fields appear.

Note. All of the fields in the Configuration Option section can be modified on the CRM side, even if the Item
ElPs (enterprise integration points) are active.
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Configured Select if one of the PeopleSoft configurator products can configure the item.

Schema Enter a schemato be used for the configuration of theitem. Thisfield applies
only to PeopleSoft Advanced Configurator.

Distribution M odel Enter amodel to be used for the configuration of the item. Thisfield applies only
to PeopleSoft Sales Product Configurator.

Configuration Code Select to generate configuration codes automatically based on the specified
Generation template. Thisfield applies only to PeopleSoft Sales Product Configurator.

Y ou cannot change an item's configuration options to use configuration codes if
theitem is active in the system (such as inventory balances, customer orders, and
so forth).

Template Enter the name of the template that is used to generate configuration codes. This
field applies only to PeopleSoft Sales Product Configurator.

See PeopleSoft Enterprise CRM Advanced Configurator 9.1 PeopleBook.

Warranty Information

Warranty Name Enter the warranty that is associated with the item. Establish warranties on the
Warranty page.
Status Select the current status of the warranty. Vaues are Active and Inactive.

Note. Anitem can have only one active warranty associated with it.

See Also

Chapter 4, "Defining ltems," Understanding Item Definition in PeopleSoft CRM, page 31

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up and Managing
Agreements and Warranties'

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Material Returns,”
Understanding Material Return Processing

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials'

Chapter 10, "Tracking Installed Products," Understanding I nstalled Products, page 135

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, " Setting Up Services'
PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, " Creating and Managing Service Orders'

PeopleSoft Enterprise Inventory PeopleBook
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Establishing Substitute Definitions

Access the Item Substitutes page (Items CRM, Inventory Item Definition, Item Substitutes).

Iterm Definition Itemn Substitutes

Item Definition

| ® Search | E Add Item Definition | Binext | B Previous FPersonalize
Item ID 10014 SetID SHARE
Description Cadence Kit Current Status Active
Item Group Accessory Family Mtn Bike
Substitute Items ize | Fi I  1of1 O act
Priarity IS:::]I:;?I:E Description From Date To Date Rate Use for Shipments
09/09/2009 12/31/2099 1.00000000

Item Substitutes page

Substitute Items

Priority Enter a priority value for each substitute item that you add. The substitute item
with the highest priority (the lowest number) should be the first choice when
substitutions are made. Though priority does not need to be sequential, it must be
greater than 0.

From Date Enter the date on which the substitute item becomes a valid substitution option.
The default is the current date.

To Date Enter the date on which the substitute item is no longer avalid substitution
option. The default is December 31, 2099.

Rate Enter the quantity of the substitute item that is required to replace the origina
item. The default conversion rateis 1. Conversion rates are calculated using the
item's standard UOM.

Usefor Shipments Select if the substitute item is valid for material stock requests during the picking

process in your inventory system.

See Also
PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials'

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Material Returns,”
Understanding Material Return Processing
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Associating Items with Additional UOMs

To associate items with additional UOMS, use the Unit of Measure (INV_ITEM_UOM) component.

Y ou can define additional UOMs for item transactions. For example, suppose that you order an item by the
case but ship it inindividua units, you need two additional UOMs:. a shipping UOM (each), and an ordering
UOM (case). When multiple UOMs apply to a given item, PeopleSoft maintains conversion rates to facilitate

processing.

This section discusses how to add UOMSs.

Note. When you define an item in the Item Definition component in PeopleSoft CRM, the system
automatically inserts arow into the Units of Measure table with the standard UOM set up as avalid ordering,
stocking, and shipping UOM.

Page Used to Associate Items with Additional UOMs

Page Name

Definition Name

Navigation

Usage

Units of Measure

INV_ITEM_UOM

Items CRM, Units of
Measure, Unit of Measure

Add UOMs to an item.

Adding UOMs

46

Access the Unit of Measure page (Items CRM, Units of Measure, Unit of Measure).
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Unit of Measure

Item ID 10000 Refrigerator, Plastic Bins
Standard Unit of Measure EA Each

Convert From i View All  First 4] 1ofil | » ] Last
Rounding Rule

Matural Round

Unit of Measure Ea Each

Conversion Rate 1.00000000
Round Up

Quantity Precision Whaole Nbr
Default Stocking UOM

Unit of Measure Type View all Kl 1-3 of 3 |}
. |sEelectatils|
Ordering
[Beseleatnil|
Shipping
Stocking
| weight |

Shipping Weight Weight UOM

Unit of Measure page

In PeopleSoft Order Capture, the system prompts for product UOMs that are defined as valid ordering UOMs.
In PeopleSoft Integrated FieldService and Support, all item transactions are performed using the item's
standard UOM.

This page appears as read-only if the unit of measure information is set to be populated automatically by a
synchronization process. It is available for edit only when the unit of measure information is not
synchronized.

Convert To

This group box displays the standard UOM that you defined for this item on the Item Definition page.

Convert From

Unit of Measure Enter aUOM that is also used for transactions involving thisitem. Y ou establish
UOMs under Set Up CRM, Common Definitions, Units of Measure, Units of
Measure.

Note. In PeopleSoft Integrated FieldService, the system uses the item's standard
UOM for all item transactionsinitiated from the Order Materials and Service
Order component. Similarly, in PeopleSoft Support, the system uses the item's
standard UOM only for RMA and replacement transactions initiated from the
RMA Form component.
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Conversion Rate

Quantity Precision

Default Stocking UOM

Rounding Rule

Chapter 4

Enter the conversion rate between the standard UOM (in the Convert To group
box) and the UOM (in the Convert From group box). If you specified the
conversion rate between these two UOMs under Set Up CRM, Common
Definition, Units of Measures, the CRM system populates the value
automatically when you specify the UOM (in the Convert From group box).

To determine the conversion rate to enter, consider the relationship between the
standard UOM and this new UOM. For example, suppose that the standard UOM
for theitem is EA (each) and this newly added UOM is CS (case), and one CS of
the item contains 5 EA items. Y ou would enter 5 as the conversion rate. The
value's format is updated after you save the record.

Select how calculated or user-entered quantities should be presented in the
system, as decimal (up to four decimal places) or whole number.

Thisfield applies to PeopleSoft SCM.

Select if thisUOM isthe default stocking UOM. Thisfield applies only to
PeopleSoft SCM.

When you assign UOMs to an item on the Units of Measure page, you indicate
whether each UOM isvalid for ordering, shipping, or stocking transactions. If
more than one UOM isvalid for stocking, specify which of these should be the
default stocking UOM.

These fields apply only to PeopleSoft SCM.

Unit of Measure Type

Select the kinds of transactions that use the selected UOM. Y ou must select at least one UOM type for each

item.

Ordering

Shipping

Stocking

Select if the UOM is used for stock requests or for express issue transactionsin
PeopleSoft Inventory. Order Management also uses the ordering UOM. In Order
Capture, the system prompts for product UOMs that are defined as valid ordering
UOMs.

Select if the UOM is used for shipping and issues transactions in PeopleSoft
Inventory.

Select if the UOM is used for putaway or receiving transactions in PeopleSoft
Inventory. You can aso use this UOM for numerous other transactionsin
PeopleSoft Inventory, including transfers, container management, adjustments,
picking, and physical accounting.
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Select All and Deselect  When you first define an item-UOM combination, only one field appearsin the
All Unit of Measure Type group box. If the selected UOM isvalid for all
transactionsinvolving thisitem, click the Select All button.

If the selected UOM is no longer valid for a given transaction, click the Deselect
All button to clear the UOM type fields, then insert valid transactions.

To associate the item with additional units of measure, add rows using the Add a new row button to the right
of the Unit of Measure Type group box.
Weight

PeopleSoft Order Capture uses the Shipping Weight and Weight UOM fields to cal cul ate shipping costs when
it isintegrated with a third-party freight calculator software (for example, ConnectShip).

See Also

Chapter 7, "Setting Up Products," page 67

Chapter 4, "Defining ltems,” Associating Items with Additional UOMS, page 46

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials*

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Material Returns,”
Understanding Material Return Processing

PeopleSoft Enterprise Managing Items PeopleBook
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Working with Item Assemblies

This chapter provides an overview of item assemblies and discusses how to:

« Defineitem assemblies.

« View assembly information.

Understanding Item Assemblies

Item service assemblies identify the components of an item that an organization can service or support. Once
defined, technicians or call center agents can use the Review Assemblies component to reference the service
assembly definition and help drive troubleshooting and service activities.

For every item within a setID in the system, you can define serviceable component items. Y ou can also define
service assemblies for a component item, creating service assemblies with multiple levels. Before you can
define a service assembly, however, you must define the item and al of its component items.

For each assembly within a setID, you can define multiple versions using assembly codes. For example,
suppose that you have aradio that is sold and serviced in the U.S. and Great Britain. Y ou can define two
assembly codes to reflect the radio's different power supply components.

In addition to identifying serviceable components for an item, technicians and call center agents can use
service assemblies to check for manufacturers warranties on the component parts of an item that isinstalled
at the customer's site. In PeopleSoft Customer Relationship Management (PeopleSoft CRM), you can activate
warranties that you offer for installed products; however, this warranty information is for the end item itself
on the installed product record, not for any component items. Y ou can check for warranties that you offer for
the component item on the Review Assemblies - Components page.

See Also

Chapter 4, "Defining Items," page 31

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up and Managing
Agreements and Warranties'

Defining Item Assemblies

To define assembly items, use the Assemblies Maintenance (BOM_MAINTENANCE) component.
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This section lists common elements and discusses how to:
»  Specify assembly components.

» Describe the service assembly and record notes.

« Define component details.

« Add notesto the assembly definition.

Common Elements Used in This Section

Op Seq (operation Enter the sequence in which the component is assembled. Thisvalueis
sequence) informational in PeopleSoft CRM. Operation sequence is used primarily in
Peopl eSoft Manufacturing environments.

Quantity and Per Enter the quantity of the component that is required for each assembly or order of
the end item, in the standard unit of measure (UOM) of the end item. The
quantity is used primarily in PeopleSoft Manufacturing environments.

Pages Used to Define Item Assemblies

Page Name Definition Name Navigation Usage
Assemblies - Summary EN_BOM_MAINT Items CRM, Assemblies, Define and maintain the
Summary serviceable components for
a given combination of
setID and item.
Assemblies - Assembly EN_BOM_TEXT Items CRM, Assemblies, Describe the service
Assembly assembly and record any
applicable notes.
Assemblies - Components | EN_COMP_MAINT Items CRM, Assemblies, View or modify details
Components about each assembly
component.
Assemblies - Component EN_COMP_TEXT [tems CRM, Assemblies, View or record notes that
Notes Component Notes relate to a specific
component on a service
assembly.

Specifying Assembly Components

Access the Assemblies - Summary page (Items CRM, Assemblies, Summary).
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Assembly Components Component Notes

Assembly Qty |1

SetID CRMO1 Serial Control
Item ID SR1003 Item Description 12000 BTU Room Air (Light Beige)
Type Service Assembly Code 1

B 4] o

*Component TD Description g:q *Effective Date *0Obsolete Date Quantity UoM  *Per

10009 @, |air Cond, Compressor|[10 | |[02/16/2004 |5 |[02/16/2006 |5 1.0000 EA [as@, [+]|[=]
10010 . | Air Cond, Fan 20 | |[oz/16/2004 |5 |[o2/16/2006 |[H 1.0000 EA [AS@, [+] [=]
10011 @, |air Cond, Control Unit [30 | |[02/16/2004 |3 [02/16/2006 [5 10000 EA  |[asi@, [+]|[=]
10012 @, éi[lc‘t:':“d-' Air Handler |07 (557162004 5 [02/16/2006 [ 1.0000 |Ea |[as@ [+]|[=]
10013 &, |Air Cond, Pipes 40 | |[o2/16/2004 |5 |[oz/16/2006 |[H 1.0000 EA [Aas@, [+]|[=]
10014 &, | Air Cond, Ducts 40 | |[o2/16/2004 ) |[o2/16/2006 [H 1.0000 EA |[asi@ [+]|[=]

Assemblies - Summary page

Assembly Qty (assembly Enter the end item quantity in the standard UOM of the item as you defined it on

guantity) the Item Definition page. In general, set the assembly quantity to 1 and enter the
component quantity that isincluded in one unit of the end item. However, if you
typically install and service the end item in quantities greater than one, you might
define a service assembly in terms of the normal installation and service quantity.

For example, a manufacturer and distributor of speakers might produce and stock
speakersin inventory as single units. Y et because a customer always buys at |east
two speakers at atime, the speaker company might choose to set up a service
assembly with an assembly quantity of two.
Component 1D Select a service assembly component. Y ou must establish the component as an
active item using the Item Definition page or the Item Master enterprise
integration point. In addition, the component item must conform to these
restrictions:

« The component item cannot be the same as the end item.

« Theeffectivity period, which the effective and obsolete dates specify for the
component, cannot overlap with other rows for the same component ID.

See Also

Chapter 4, "Defining Items," page 31

PeopleSoft Enter prise Manufacturing PeopleBook, "Understanding PeopleSoft Enterprise Bills of Material
and Routings'
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Describing the Service Assembly and Recording Notes

Access the Assemblies - Assembly page (Items CRM, Assemblies, Assembly).

" Surnmary ﬁ:n Ccomponents || Component Notes

SetID CRMO1 Serial Control
Item ID SR1003 Item Description 12000 BTU Room Air (Light Beige)
Type Service Assembly Code 1
Assembly Ql:y|l. EA

Description |

Short Description |
Assembly Note @

Assemblies - Assembly page

Use the Assembly Details section of this page to describe any appropriate details of the assembly and any
notes that may apply.

Defining Component Details

Access the Assemblies - Components page (Items CRM, Assemblies, Components).

" Summary | Assembly Component Notes
SetID CRMOL Serial Control
Item ID SR1003 Item Description 12000 BTU Room Air (Light Beige)
Type Service Assembly Code 1
Assembly Qtv|l EA
Component Find | viewall First B 10f6 L past
*Component 1p 10002 Q Description Air Cond, Compressor 4]
Operation Sequem:el 10
Quantity| 1.0000 gy *Per (ASY @

Assemblies - Components page
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Working with Item Assemblies

Component ID Select a service assembly component. The system automatically popul ates the

description of the component item.

See Also

PeopleSoft Enterprise Manufacturing PeopleBook, "Understanding PeopleSoft Enterprise Bills of Material

and Routings'

Access the Assemblies - Component Notes page (Items CRM, Assemblies, Component Notes).

summary Assembly components

SetID CRMO1
Item ID SR1003
Type Service

Assembly Qty |1

“Component ID 10003
Operation Sequence

Component Note

Assembly Code 1

Description Ajr Cond, Compressor

Serial Control

Item Description 12000 BTU Room Air (Light Beige)

[+ (=]

L

Assemblies - Component Notes page

If amanufacturer or another third party offers awarranty on a component item, you can note it on this page.

Viewing Assembly Information
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To view assembly information, use the Assemblies Inquiry (BOMINQUIRY) component.

This section lists common e ements and discusses how to:

e Search for item assemblies.

» View component detail and warranty information.
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Common Elements Used in This Section

Quantity and Per Displays the quantity of the component that is required for each assembly or
order of the end item, in the standard UOM of the end item.

Pages Used to View Assembly Information

Page Name Definition Name Navigation Usage

Review Assemblies - EN_BOM_INQUIRY Items CRM, Review View the serviceable

Summary Assemblies, Summary components that are defined
for a given combination of
setID and item.

Review Assemblies - EN_BOM_INQ_HEADER Items CRM, Review View adescription of the

Assembly Assemblies, Assembly service assembly and any

recorded notes.

Review Assemblies - EN_BOM_INQUIRY_D Items CRM, Review View details about each

Components Assemblies, Components | component in the assembly.

Review Assemblies - EN_BOM_INQ_D_TXT Items CRM, Review View notes that are related

Component Notes Assemblies, Component to a specific component of a
Notes service assembly.

Searching for Item Assemblies

Access the Review Assemblies - Summary page (Items CRM, Review Assemblies, Summary).

Assembly Components Component Motes
SetID |CRMO1 £ As of Date [09/05/2009 ]
*Ttem ID [SR1003 OJ Item Description 12000 BTU Room Air (Light Beige)
*Assembly Type| Service A *Assembly Code |1 €
Depth |1 Assembly Quantity 1 EA,
*Display | Non-Indented hd [IShow All Components
Search
=S
IEE::' ?;mpunent Drescription Ei;i;::tive g:::lete Quantity UOM Par Sarial Control
0 -

Review Assemblies - Summary page

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




Chapter 5

Working with Item Assemblies

Enter search criteriafor the service assembly that you want to view.

SetlD

Asof Date

Item D

Assembly Type

Assembly Code

Depth

Display

Show All Components

Level Code

Component ID

Enter the setl D of the service assembly. The system populates this value with the
default setlD that is associated with your user 1D on the User Preferences -
Overall Preferences page, if applicable.

Enter the effective date of the service assembly. If you choose not to show all
components, the system displays only the components that are defined for the
service assembly that isin effect for this date.

Enter the end item for which a service assembly has been defined.

Select Service. Although other assembly types are available, only Serviceis
applicable for PeopleSoft CRM applications.

Enter the version of the service assembly that is defined for the setID and item
combination. Assembly codes can range from 1 to 99.

Enter the component level of the service assembly. To view all levels, enter 99.

Select the formatting method to display the service assemblies. Vaues are:

Indented: Select to display the service assembly components with each level
indented relative to the previous level. If you select a depth greater than 1, the
system automatically setsthisvaue.

Non-Indented: Select to display the service assembly components asasimple list
without indentation.

Select to view all components that are defined for a service assembly regardless
of the effective date.

Displaysthe level of the component on the service assembly.

Displaystheitem ID of each component. Click theitem ID to access the Review
Assemblies - Components page and view details, including warranty information,
about the component item.

Viewing Component Detail and Warranty Information

Access the Review Assemblies - Components page (Items CRM, Review Assemblies, Components).
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Summary Assembly | | Component Notes

SetID CrRMO1

Item ID SR1003

Assembly Type Service
Depth

Display MNon-Indented

As of Date 09/0%/200%9
Item Description 12000 BTU Room Air (Light Beige)
Assembly Code 1
Assembly Quantity 1 EA

Show All Components

Review Assemblies - Components page

Component

Level Code Displaysthe level in the service assembly at which the component item is
defined.

Item Displays the item ID and description.

Op S«q ()operati on Displays the sequence in which the component appears in the assembly structure.

sequence

Warranty Information

This section displays the warranty that you establish for the component item on the Item Definition page, if

applicable.
See Also

Chapter 4, "Defining ltems," page 31

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up and Managing

Agreements and Warranties'
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Checking Item Balances and Availability

This chapter provides an overview of balance inquiries and discusses how to view balance information.

Understanding Balance Inquiries

This section discusses:
+ Itemavailability inquiries.
» |tem balance inquiries by business units.

» |tem balance inquiries by group members.

Item Availability Inquiries

If you integrate PeopleSoft Customer Relationship Management (PeopleSoft CRM) with PeopleSoft
Inventory and you are accessing system pages through the portal using the single sign-on feature, links to the
Item/Product Availability component in Inventory are available from the Order Materials and Service Order
components in PeopleSoft Integrated FieldService and the Return Material Authorization component in
PeopleSoft Support. With the Item/Product Availability component, you can confirm the current available
guantity for an item, check cumulative available-to-promise quantity for future dates, and view future supply
and demand information for the item.

To inquire item availability from the Return Material Authorization component for an advanced exchange
return material authorization (RMA):

1. Click the View Related Links button in the Replacement Item(s) grid on the Return Material
Authorization page.

2. Click the Item Availability link on the transfer page.

To inquire about item availability within PeopleSoft Integrated FieldService, click the Check Availability link
adjacent to the Quantity in Truck on the Order Materials page and then click the Item Availability link on the
transfer page.

Y ou can also check availability from the Required Material page within a service order in PeopleSoft
Integrated FieldService. Click the Check Availability link next to the Quantity in Truck then click the Item
Availability link on the transfer page.
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See Also
PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials'

PeopleSoft Enterprise CRM 9.1 Call Center Applications PeopleBook, "Managing Material Returns,”
Understanding Material Return Processing

PeopleSoft Enterprise Inventory PeopleBook

Item Balance Inquiries by Business Units

PeopleSoft CRM uses the Item Balance enterprise integration point (EIP) to retrieve quantity available and
on-hand balance information in real-time from the inventory business units that are included in the
distribution network that is defined for customer support or field service operations. The sequence of business
units reflects their order in the distribution network.

Note. When integrating with PeopleSoft Purchasing and Inventory, you define a distribution network of
inventory business units for each business unit in PeopleSoft CRM that can request material for service orders
or as replacements or exchanges for material returns.

This diagram illustrates the integration between PeopleSoft CRM and your inventory and procurement system
that supports checking quantity that is available and on hand in the inventory distribution network:

PeopleSoft Inventory or
Third-Party Inventory Systems

Distribution Network

I
:
I
PeopleSoft CRM :
I
|
I
|

Check Business Unit
Quantity Available Item
; ¢—Balance—p -———
and Quantity EEEiPCE
On-Hand | L S
I e
I s ’ *
: H Inventory Inventory \
! ! Business Unit Business Unit |
i \ /
|
|
|
| - —
| = -
|
|
|
|
: Inventory Inventory Inventory
| Business Unit ~ Business Unit  Business Unit
|

Data flow from inventory systems to PeopleSoft CRM

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



Chapter 6 Checking Item Balances and Availability

See Also

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

Item Balance Inquiries by Group Members

In PeopleSoft Integrated FieldService, you can check item balances for the good truck stock storage locations
that are associated with each group member in a provider group. Y ou can use this balance information to
select agroup member to assign to a service order activity and to decide how much, if any, material must be
ordered to complete the work on the service order activity.

PeopleSoft CRM uses the Item Balance EIP to retrieve balance information in real-time for the good truck
stock storage locations that are associated with each member of the assigned provider group from Peopl eSoft
Inventory or athird-party inventory system. The balance information appears on the Item Balance by Group
Member page in PeopleSoft CRM.

The system retrieves balance information only for group members who are associated with storage locations
on the Storage L ocation page of the Worker component. This sequence of rules governs which group
members' storage location balances the system retrieves:

1. If one or more group members are assigned to the service order activity, the system retrieves balance
information for the group members that are assigned to the line.

2. If no group member is assigned to the service order activity but a provider group is specified, the system
retrieves the balance information for all group members that are associated with the provider group on
that activity.

3. If no group member or provider group is assigned at the activity level, the system displays an error
message.

See Also

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Understanding Inventory Storage Locations
for Technicians'

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materias"

Viewing Balance Information

To view balance information, use the Order Materials (RF_MATERIAL_ORDERS) component and, in the
Service Order Component, RF_SERVICE_ORDER.

This section lists common e ements and discusses how to:

» Check item balances by inventory business units.

» Check item balances by group members.
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» View error messages.

Common Elements Used in This Section

Ijl The Message Log button indicates that the system recorded in the Message L og
an error that the Item Balance EIP encountered. Click the button to view the
message on an Item Balance Message page.

Pages Used to View Balance Information

Page Name Definition Name Navigation Usage

Item Balance by Business | RF_STOR_LOC_RST e FromtheReturn Check item balances for the

Units Material Authorization | inventory business units that
page in PeopleSoft areincluded in the

Support (select Support, distri buj[ion network that
Returns), click the View | You define for customer
Related Links button support or field service
following the operations.

Replacement Item ID
field and then click the
Item Balance link on
the transfer page.

e From the Required
Material page within
the service order in
PeopleSoft Integrated
FieldService, click the
Check Availability link
next to the Quantity in
Truck field and then
click the Item Balance
by Business Units link
on the transfer page.

e From the Order
Materials page, click
the Check Availability
link next to the
Quantity in Truck field
and then click the Item
Balance by Business
Unitslink on the
transfer page.
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Page Name

Definition Name

Navigation

Usage

Item Balance by Group
Members

RF_STOR_LOC_RST

e From the Required
Material page within
the service order in
PeopleSoft Integrated
FieldService, click the
Check Availability link
next to the Quantity in
Truck field and then
click the Item Balance
by Group Members link
on the transfer page.

¢ From the Order
Materials page, click
the Check Availability
link next to the
Quantity in Truck field
and then click the Item
Balance by Group
Members link on the
transfer page.

Check item balances for
group members of the
assigned provider group.

Return Message from
Inventory

RF_ITM_BAL_MSG1
RF_ITM_BAL_MSG2
RF_ITM_BAL_MSG3

Click the Message Log
button on the Item Balance
by Business Units page or
the Item Balance by Group
Members page.

View messages about
problems that the
PeopleSoft CRM system
encountered when it
attempted to retrieve item
balance information from
theinventory system with
the Item Balance EIP.

Checking Item Balances by Inventory Business Units
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Access the Item Balance by Business Units page (from the Return Material Authorization page in PeopleSoft
Support (select Support, Returns), click the View Related Links button following the Replacement Item ID
field and then click the Item Balance link on the transfer page).

Note. This pageisavailable only if you have implemented the Item Balance EIP to retrieve quantity balance
information from PeopleSoft Inventory or a third-party inventory system.

[¥]

IN Unit (inventory
business unit)

Quantity Available

Click the Message Log button to access the Return Message from Inventory

page.

Displays the inventory business unit in the distribution network that is associated
with support or field service activities. The sequence of the business units reflects
their order in the distribution network.

Displays a subset of the quantity on hand, which reflects the total item quantity
that you can use to fulfill demand.
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Quantity On Hand

Quantity Owned

Chapter 6

Displays, in the total item quantity in a particular business unit, regardless of the
stock'sinventory status and storage location. The field value includes both the
item quantity available and the quantity reserved.

Note. Thistotal does not reflect the total item quantity that you can use to fulfill
demand.

Displays, in the item's standard unit of measure, the amount of the item that the
inventory business unit owns.

Depending on from where you navigated, these links can appear at the bottom of the page: Return to RMA,
Service Order, and Order Materias. Click alink to return to the corresponding component.

Checking Item Balances by Group Members

64

Access the Item Balance by Group Members page (from the Required Material page within the service order
in PeopleSoft Integrated FieldService, click the Check Availability link next to the Quantity in Truck field
and then click the Item Balance by Group Members link on the transfer page).

Note. This pageisavailable only if you have implemented the Item Balance EIP to retrieve quantity balance
information from PeopleSoft Inventory or athird-party inventory system.

Provider Group Name
Group Member Name
IN Unit (inventory
business unit)

Quantity Available

Area, Level 1, Leve 2,
Level 3, and Level 4

See Also

Click the Message L og button to access the Return M essage from Inventory
page.

Displays the name of the provider group that is assigned to the service order
activity.

Displays the name of the group member that is assigned to the service order
activity.

Identifies the inventory business unit where the group member's truck stock
storage locations are defined.

Displays the amount of theitem that is available to fulfill ordersin the group
member's good truck stock storage location.

Displays the materia storage areain PeopleSoft Inventory or the third-party
inventory system that corresponds to the worker's good storage location. Y ou can
define a storage location definition in an inventory system using a storage area
and up to four levels representing a physical subdivision of the storage area, such
as aides, rows, shelves, and bins.

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Understanding Inventory Storage L ocations

for Technicians'
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Viewing Error Messages

Access the Return Message from Inventory page (click the Message L og button on the Item Balance by
Business Units page or the Item Balance by Group Members page).

Note. This pageisavailable only if problems occur while retrieving balance information with the Item
Balance EIP.

The Message Node (for Item Balance by Business Units) or Storage Area Message (for Item Balance by
Group Members) group box displays information about errors with the Item Balance EIP process.

The return message is the message catalog number.

Typically, business unit errors indicate that the business unit has not been defined or the business unit-item
combination isinvalid in the inventory system. Storage area errors typically indicate that the storage location
for the technician's truck stock has not been defined or the storage location-item combination isinvalid in the
inventory system.
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Setting Up Products

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

» Define products.

« Assign product units of measure (UOMS).
» Define product packages.

 Establish product prices.

« Manage product relationships.

« Enter product notes.

Understanding Products in PeopleSoft CRM

This section discusses:

« Product definitions in PeopleSoft CRM.

« Integrations with PeopleSoft Supply Chain Management (PeopleSoft SCM) and PeopleSoft Proposal
Management.

Product Definitions in PeopleSoft CRM
PeopleSoft CRM uses a product definition to represent each product. The product definition, which is keyed
by product ID, stores al of the product information that company representatives require to sell or support the
product. PeopleSoft CRM also uses product definitions for:

» Pricing product orders.
» Generating product catalogs.

« Storing product advisor scripts for use by sales and support personnel.

Product Definition Types
PeopleSoft CRM uses these types of product definitions:

« Standard product
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Package product
Service agreement
Service product
Engagement service
Subscription product
Commitment product

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel
Product Bundles," Commitment Products.

See Chapter 2, "Understanding Products and Items in PeopleSoft CRM," page 9.

Product Definition Process

Compl ete these steps to define products in PeopleSoft CRM:

1

© © N o g &

Analyze how the various parts of the CRM system use product definitions.
For example, the catalog generation process and the ordering process can both use product definitions.
Create definitional elements to associate with products.

Definitional elements are attributes such as product brands, product categories, and competency codes.
Y ou associate definitional elements with product IDs to create unique product and product package
definitions.

See Chapter 3, "Setting Up Product Definitional Elements," page 13.

Select a product type and create a product definition.

After you define a product, the product ID becomes available on product search lists so that you can
access the product definition from other CRM pages.

Important! In PeopleSoft CRM, you can define a product when you define an item or you can create a
product and associate it with existing items. Typically, you begin by defining an item and having the
system copy the product 1D, description, and standard UOM of the item to the product definition table.

See Chapter 4, "Defining Items," page 31.

Associate definitional elements and other product attributes with the product 1D.
Select package components (if the product definition is for a product package).
Assign product UOMs.

Establish product prices.

Define rel ationships between products.

Associate notes with products.
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Integrations with PeopleSoft SCM and PeopleSoft Proposal Management

Product information is integrated with PeopleSoft SCM (and third-party SCM systems) and Peopl eSoft
Proposal Management, which is part of the PeopleSoft Enterprise Services Automation product suite, by
using enterprise integration points (EIPs). The considerations for using EIPs are discussed in the following

paragraphs.

SCM Integrations

SCM systems use product definitions to manage products and product components throughout the
manufacturing process. PeopleSoft CRM delivers several EIPs that maintain data integrity between
PeopleSoft CRM and SCM systems, including PeopleSoft SCM and third-party systems, by synchronizing
product data.

Y ou use the PeopleTools Integration Broker to integrate product data. This technology enables both
synchronous and asynchronous messages to be transmitted using one technology.

Note. To synchronize product groups that have product group types of GEN between your SCM and CRM
databases, initiate the PRODUCT_GROUP_FULLSY NC EIP before initiating the PRODUCT_FULLSYNC
EIP, regardless of whether PeopleSoft CRM is the publishing or subscribing database.

These ElIPs are used for both publishing and subscribing:
« PRODUCT_SYNC

« PRODUCT_FULLSYNC

« PRODUCT_SYNC_EFF

Note. If the PRODUCT_SYNC message is active, an add, change, or delete action in the Product Definition
component automatically executes the product sync publish logic.

PeopleSoft CRM publishes the PRODUCT _SY NC message whenever product datais added, changed, or
deleted using the Product Definition - Definition page, the Package Components page, the Product Price page,
the Package Component Pricing page, the Notes page, the Relationships component

(PROD_RELATIONS CMP), and the Product Unit of Measure page.

PeopleTools Integration Broker processes the message and applies a transformation to remove the
PRODKIT_HEADER. Any package components that are themselves packages are a so stripped from the
message. Because PeopleSoft SCM does not permit packages within packages, package components that are
themselves packages are also stripped from the message.

PeopleSoft CRM subscribes asynchronously to the PRODUCT _SY NC message that comes from the SCM
system. This datais processed directly into the PeopleSoft CRM product tables using component interfaces.
A product package header record is added for any kit components that are received from SCM. When a
PRODUCT_SYNC or PRODUCT FULL_SYNC messageis received, the system runs the subscription logic,
which calls one of these component interfaces depending on the content of the message:

.« PRODKIT_CI
.« PRODKIT_COMPS _PRC_Cl
« PROD_DEFN_Cl
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« PROD_NOTE_CI
« PROD_PRICE Cl

. PROD_RELATIONS Cl

. PROD_UOM_Cl

Chapter 7

Note. Before publishing the Product full sync message, enter matching values in the product brand table
(PROD_BRAND_TBL) using the Product Brand pages in CRM (Products CRM, Product Brand) and SCM
(Set Up Financials/Supply Chain, Product Related, Order Management Foundation, Brand, Product Brand). If
you don't enter values in the product brand table, the system may display an error message.

This table shows how an order represents packages to the PeopleSoft SCM system:

Type

Line Display

Line Data Model/EIP

0-Static Package (1-level
static quantity)

PROD_ITEM.PROD_KIT=Y

PROD_KIT_HEADERLT_C
ONFIG_FLAG=N

Display all components of the
package as multiple lines.

Store and publish parent line.

1-Package (Kit) (multilevel
dynamic quantity)

PROT_ITEM.PROD_KIT=Y

PROD_KIT_HEADERLT_C
ONFIG_FLAG=Y

Display all components of the
package as multiple lines.

Store all components as multiple lines,

and publish as multiple lines.

2-Configured Package(Kit)
PROD_ITEM.PROD_KIT=Y
PROD_ITEM.CFG_KIT=Y

Display all components of the
package as multiple lines.

Store all components as multiple lines,

and publish as multiple lines.

3-Configured Product

MASTER_ITEM_TBL.DIST
_CFG_FLG=Y

Display high-level parent line.

Store and publish parent line plus

configuration.

Proposal Management Integrations

PeopleSoft CRM can send information to PeopleSoft Proposal Management. This action occurs when a quote
that originates from a PeopleSoft Sales lead or opportunity or is entered using PeopleSoft Order Capture
includes an engagement service product. PeopleSoft Proposal Management prices the engagement and sends
pricing information back to PeopleSoft CRM.

This integration consists of these application messages:
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OC_ESA_PROPOSAL

This message is sent to PeopleSoft Proposal Management when a quote is submitted for an engagement-
type service in PeopleSoft Order Capture.

OC_ESA_PROPOSAL_RESPONSE

This message returns the capture ID, proposal 1D, and version ID from PeopleSoft Proposal M anagement
to PeopleSoft Order Capture.

ESA_PROPOSAL_PRICE

When PeopleSoft Proposal Management compl etes pricing the engagement, pricing information is sent
back to PeopleSoft Order Capture.

OC_ESA_PROPOSAL_STATUS

This message sends the status of a proposal (for example, draft or negotiated) to PeopleSoft Proposal
Management.

Important! Before you can integrate with PeopleSoft Proposal Management, you must define the
Engagement Service product.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook.

Defining Products

To define products, use the Product Definition (PROD_DEFN) component.

This section discusses how to:

Define product information.

Define external product descriptions.
Define product actions.

Define product attributes.

Attach files to product definitions.
Define installed product rules.

Attach images to product definitions.
Associate branch scripts with products.
Add products to product groups.
Define product availability for regions.
Track competing products.

Enter sub business projects.
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Note. Y ou can how set up pricing for metallic numbers. Vanity, or metallic, phone numbers are phone
numbers that are easy to remember. For example, 800 777—1234. In Europe, these numbers are typically

called metallic numbers.

Pages Used to Define Products

Page Name Definition Name

Navigation

Usage

Product Definition - PROD_DEFN

Definition

Products CRM, Product
Definition, Definition

Define product information.

Product Definition - PROD_EXT_DESCR

External Description

Products CRM, Product
Definition, Externa
Description

Define the externa
description of a product.

Product Definition - Actions| RBT_PROD_ACTION

Products CRM, Product
Definition, Actions

Define actions that occur
during the life cycle of a
product.

Product Definition - RB_ATTR_RUN_PROD

Attributes

Products CRM, Product
Definition, Attributes

Define product attributes,
such as dimensions,
materialsused in
manufacturing, and color.

Installed Product

Definition, Installed Product

Product Definition - PROD_ATT Products CRM, Product Attach files to a product.
Attachments Definition, Attachments
Product Definition - PROD_INSTALL Products CRM, Product Define rule sets for

processing installed

products.
Product Definition - Product | PROD_GROUP_LNK Products CRM, Product Add products to product
Groups Definition, Product Groups | groups.

Product Definition - Images | PROD_IMAGES

Products CRM, Product
Definition, Images

Attach images of different
sizesto aproduct.

Product Definition - Branch | PROD_BSCRIPT
Scripts

Products CRM, Product
Definition, Branch Scripts

Associate a branch script
with a product.

Product Definition - PROD_REGION

Regions

Products CRM, Product
Definition, Regions

Define sales regions for
products.

Product Definition - PROD_COMPTTRS

Competitors

Products CRM, Product
Definition, Competitors

Track competitors' products.

Product Definition - Sub RBT_PROD_BUSPRJ PG

Business Projects

Products CRM, Product
Definition, Sub Business
Projects

Enter business projects that
are associated with the
product.

72
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Defining Product Information

Access the Product Definition - Definition page (Products CRM, Product Definition, Definition).

Save I Refresh

Product 3G USIM Product ID TELOOOODOS
Product Type Standard SetID COMO1

/ External Description \TE Actions \TE Aftributes \TE Aftachments \TE Ingtalled Product Ae Product Groups b ID

Product Details

*Description |3G USIM @ “‘Statusl Active .V-|
Transfer Hodell Bram:ll '%
Nbr
Catalog Numherl CategorylSIM 3@,
Long Description|3G USIM E1A

Configuration Information

(%) Not Configured

( Multilevel Bundle Component Component Type

Hide in Order Lines
Hide in Installed Hierarchy

Hide in Configurator

Disable in Configurator

Order Standalone By
Business Consumer

Product Definition - Definition page (1 of 2)
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Service Information

Service Feature

[]SIM Number required
Billing Options [JPhone Number required
Ll Billing Account Selectahle Numb. Typel Wirsless Number vl
Line Usagel Vl

Split Billing

Tax Parameters

Transaction Typel Vl Tax Gruupl Qa
Transaction Sub| V|
Type

Lead Time

Lead Timel 0

Duratiun| Duration Frequem:vl V|

Inventory

Item ID[000000D000000D00022 @,

Description 3G USIM |

Product Definition - Definition page (2 of 2)

Note. Different sections appear on this page depending on the product type that you select when you add the
product definition. The display template that you associate with the product type controls the appearance of
the page.

See Chapter 7, "Setting Up Products," Product Definitions in PeopleSoft CRM, page 67 and PeopleSoft
Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Configuring Display Templates."
Product Details

Thisinformation identifies the product, and it appears for al product types. The specific fields that appear
vary depending on the requirements of the product type. For example, engagement services do not have a
catalog number, model number, brand, or category.

Model Number and Enter the product catalog number and model number if a product appearsin
Catalog Number another vendor catal og.

Order Standalone By
This group box appears for al product types.

Business Select if the product is available as a standal one product (not part of a package)
to businesses.
Consumer Select if the product is available as a standal one product to consumers.
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Note. If you do not select either of these options, the system treats the product as one that is available only as
a package component.

Service Information

Service Feature Select if the serviceis afeature that enhances the main product or service. For
example, related service features for wireless service might include caller ID and
call waiting.

Service Required Select if aservice (used in the Integrated FieldService application) is required to

install the product. The system makes the Service ID field available to alow you
to select an appropriate service.

Use the Service component to define services (Set Up CRM, Product Related,
FieldService, Services, Service).

See PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, " Setting Up
Services," Defining Services.

Service D Select the ID of the service (used in the Integrated Fiel dService application) that
would be used to install the product.

Billing Options

This section appears if the product definition is used in the communications solution. For example, the section
isvisibleif the setID of the product is COMO1, a system-delivered setID for the communications solution.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Using Order Capture and
Service Management in the Communications Industry,” Setting Up Product Definitions for 3G Wireless
Services.

Communication

This section appears if the product definition is used to the communications solution.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Using Order Capture and
Service Management in the Communications Industry," Setting Up Product Definitions for 3G Wireless

Services.

Pricing

This section appears if the selected product type for the product definition is Package. For packages, indicate
the pricing method.

at Top Level Select to use the price that is defined on the Product Price page for the package

price.
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at Component Level Select to calculate the package price as the sum of the prices for each component
in the package.

Note. When you select the at Component Level option, define the price for each
component of the package using the Package Component Pricing page.

Regardless of the pricing option that you select, the total price for the product
package is stored in the PROD_PRICE record.

Configuration Information

This section appears under one of these circumstances:

» Product type is Package.

» Product definition (standard product, service product or package product) is created for the
communications solution. The system-delivered setlD for the communications solution is COMOL.

If the current product definition is for a configured product and the CRM system integrates with a supported
configurator application, such as PeopleSoft Advanced Configurator, Oracle Configurator, or Lightly
Configurator, use this section to specify the configuration attributes for the product definition.

Important! The configuration of multilevel product bundlesis supported only by Advanced Configurator; as
for non-multilevel products and packages, the configuration can be performed by any supported configurator
applications.

This section provides descriptions of all fields that are used to support al configurator applications that the
CRM system can integrate with. A portion of these fields appear based on the selected configurator
application that you use.

Lightly Configured Select this option if the package is lightly configured or static.
Thisfield is specific to product packages.
Schema Enabled and Select this option if the package is hot a multilevel product bundle but is

Schema configured using the Advanced Configurator. If selected, specify a schemato be
used for the configuration of the package.

These fields are specific to product packages.

Not Configured Select if the product or service is not configurable and is not part of amultilevel
product bundle. If selected, all fields that are specific to multilevel product
bundles are hidden.

Thisfield is specific to standard products or service products that are created for
the communications solution.

Configured or Select if the product isafully configured package. A fully configured package
Configured Package uses the product configurator at runtime and creates a package based on the
selections for the configurator model.

Thisfield is specific to package products that are not created for the
communications solution.
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Schema or M odel Select the configuration schemathat is used to configure the package.

A configuration schema establishes the display, pricing, and configuration details
for a specific configuration and what information to retrieve from the
configuration models on the Configurator Server.

Thisfield is specific to package products that are not created for the
communications solution.

Multilevel Bundle This option is specific to creating product definitions for multilevel product
Component bundles.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Setting Up Multilevel Product Bundles," Setting Up Product Components.

See PeopleSoft Enterprise CRM Advanced Configurator 9.1 PeopleBook, "Product Modeling with a
Component Model."

Covering Rule Details
This section appearsif the product type is Commitment.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel Product
Bundles," Setting Up Product Components.

Lead Time

Future order functionality enables a user to place an order or a service management request that will occur in
the future. The future-dated orders are queued in the CRM system and automatically resubmitted to fulfill the
order or request. This approach improves performance by not submitting orders until they are due.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Future Dated
Orders and Temporary Services."

Lead Time Enter the lead time for a product in days. The lead time specified should be the
amount of time needed to fulfill the product order. The default is 0, which
indicates that the external system can perform the order with no delay. The lead
time is taken into account when cal culating the order execution date for future
dated order.

If the lead time is updated, no automatic update occurs for already submitted
orders.

Inventory

This section appears only for products of type Sandard.
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Item ID Enter an item ID to associate with the product. If you created the product from an
item, the item ID on the Item Definition page appears here.

If the specified item is associated with configuration, the standard product can be
configured through its product definition.

Note. Clear the Item Required check box on the Product Options page to save
products without an item ID.

Agreements

This section appears only for products of type Service Agreement.

Agreement Template Enter the name of the agreement template that is used to record the service
agreements for a service product.

Examples of service product agreements include maintenance and repair
agreements, product support agreements, cleaning service agreements, and
replacement warranties.

Tax Parameters

This section appears for products of types Service and Service Agreement. The information that you enter in
this group box determines how the serviceis classified for tax purposes.

Duration

This group box appears for products of type Service and enables you to enter the duration and frequency of
the service.

See Also

Chapter 7, "Setting Up Products," Establishing Product Prices, page 92

Chapter 3, "Setting Up Product Definitional Elements,” Creating Product Definitional Elements, page 14

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel Product
Bundles," Setting Up Product Components

Defining External Product Descriptions

Access the Product Definition - External Description page (Products CRM, Product Definition, External
Description).
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Product 3G USIM Product ID TELOOOOOS
Product Type Standard SetID COMDL

Cefinition External Description Actions Aftributes Aftachments Installed Product Product Groups E}

Descriptiun|3G UsIM

@ Preview Area

Lang |35 USIM
Description

g

Preview

Product Definition - External Description page

External Description and Enter short and long external descriptions for the product. The text can include

Long External
Description

Preview

any HTML tags except:

« <html>and </html>

« <title> and </title>

« <header> and </header>
+  <body> and </body>

These main structure tags are unnecessary because they are included in the
standard Peopl eSoft-generated page.

Note. Be sure that the HTML code follows proper HTML formatting rules.

Click to preview the short and long descriptions.

Defining Product Actions

Access the Product Definition - Actions page (Products CRM, Product Definition, Actions).
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[seve [ rereesn I
Product Digital Wireless Package Product ID TELZ00001
Product Type Fackage SetID COMD1
Definition External Description Aftributes Aftachments Installed Product Product Groups [»
ierarchy ] Components g | v Koo O Lo
- .. .
& TEL200001 - Digital Wireless Package Parent Product Digital Wireless Package TEL200001
TEL200002 - Any Time Minutes
& TEL200003 - 200 Anytime Minutes § Lead
) - Enable Action Hame T
& TEL200004 - 300 Anvtime Minutes tme
& TEL200005 - 1000 Anvtime Minutes [0 |aDD ]
‘g TELZ00006 - Weekend Minutes
) Activate
& TEL200007 - 1000 Weekend Minutes it
% & TEL200008 - 2000 Weekend Minutes |:| CHANGE ATTRIBUTE
-
TEL200009 - Mobile to Mobile Minutes
& TEL200010 - 500 Mobile to Mobile Minutes O CHANGE FEATURES
& TEL200011 - 600 Mabile to Mobile Minutes E Cancel Service
& TEL200012 - 700 Mobile to Mobile Minutes
& TEL200013 - Caller ID Change s
& TEL200014 - 3 Wav Calling [] change End Date ]
B TEL200015 - Wireless Web Browser
& TEL200016 - Voice Mail 0 | Change Phone
5 _ .
JELLUUULZ - Call Walting
TEL200017 - Call Waitin . 0 Sty Rrestmmes Dby ’—
(5 TELZ200019 - Text Messaging
9 TEL200020 - Road Side Assistance O Charge
DISCONMECT SERVICE |

Product Definition - Actions page

This page enables you to add actions to a product and view the actions for the product. The actions that are
available are determined by setID.
Hierarchy

This portion of the page shows the product package and its components. Clicking these links enables the user
to upgrade, downgrade, or remove the component for that customer based on business rules. This hierarchy
appearsif the product is part of a package.

Components

This portion of the page changes based on the component selected. Initially, the page shows the actions
available for the product package. When selecting a package component, the service features and available
actions appear.

Actions

This portion of the page lists service actions that are defined for the setlD to which the service product
belongs.

Enable Select to enable the corresponding action to be performed for the service product
in a service management order.
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Lead Time Enter the lead time for each service action in days. The lead time is taken into
account when calculating the execution date of the corresponding action.
Suppose that the lead time of the disconnect service action for service product
ABC is 2 days. When you add an installed service of ABC to aservice
management order on January 1 and select disconnect service as the line action,
the system-cal culated end date of the installed service is January 3.

Y ou can define a different lead time for each action associated with the product.
The lead time specified should be the amount of time needed to perform the
action on the external system for the product. The default is O, which indicates
that the external system can perform the change with no reasonable delay.

If no lead time is explicitly defined for an action, O days are assumed. Lead time
isignored for Change End Date and Change Resume Date actions.

If the lead time is updated, no automatic update occurs for already submitted
orders.

Defining Product Attributes

Access the Product Definition - Attributes page (Products CRM, Product Definition, Attributes).

o= =

Product 3G USIM Product ID TELOOOOOS
Product Type Standard SetID COMO1

Cefinition External Description Actions m Aftachments Installed Product Product Groups E)

Order Capture Attributes| vl

Partner Product Information

Available to Bronze PartnerslND

Available to Gold PartnerslND

Available to Platinum PartnerslND

L L PpL

Available to Silver Partners|ND

Product Definition - Attributes page
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Select an option for the processing of order capture line attributes. The
PeopleSoft Order Capture application uses these options to determine how it
processes line attributes. Setting either the Never has Attributes or the Always has
Attributes option increases performance because the attributes engine does not
need to check for attributes when these options are set.

Thisfield isnot required. If left blank, Conditionally has Attributes is assumed to
provide backward compatibility with existing functionality.

Possible values are:

Never has Attributes

Use this setting to indicate that product does not have order capture line
attributes. Because attributes are never collected at order processing time for
this product when this option is set, Order Capture performs better because it
does not need to do the attributes calculation for the product. This increases
response times when adding a product to an order and opening up existing
orders.

Always has Attributes

Use this setting if the product has order capture line attributes. Attributes are
always collected at order processing time for this product.

Conditionally has Attributes

Use this setting if the product sometimes has order capture order line
attributes. Attributes are collected at order processing time under certain
conditions that are based on the values of the order line. This conditional
aspect of the attributes is determined at runtime by the attributes engine.
Using this option can negatively affect response time.

Note. The specific attributes that you can enter on this page are defined at system installation.

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

Attributes."

Attaching Files to Product Definitions

82

Access the Product Definition - Attachments page (Products CRM, Product Definition, Attachments).
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Product 3G USIM Product ID TELODDODOS
Product Type Standard SetID COMO1

Cefinition External Description Actions Aftributes Installed Product Product Groups E:I

File Mame File Type Description Required *Audience Added By 235‘:3“
v | € 0 =
Attach a File
Product Definition - Attachments page
File Name Click to view the contents of the attachment.
File Type Select the attachment type. Options areProspectus,Disclosure,Literature, and
White Paper.
Required Select to indicate if the user must view the attachment before ordering the

product or if the information is supplemental .

Warning! For product images uploaded to a DB2 platform, the maximum image sizeis 32K.

See Also

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

Defining Installed Product Rules

Access the Product Definition - Installed Product page (Products CRM, Product Definition, Installed
Product).

See Chapter 10, "Tracking Installed Products,” Defining Creation and Update Rules for Installed Products,
page 164 and PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up Customer
Self-Service," Setting Up Product Registration.

Attaching Images to Product Definitions

Access the Product Definition - Images page (Products CRM, Product Definition, Images).
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Product 3G USIM Product ID TELOOOOOS
Product Type Standard SetID COMOL

] " Product Groups Branch Scripts | Regions || Competitors || Sub Business Projects | Package Usage |

Product Image Details Bmiz i N First 4] 1of1l » ] Last
*Image Size Description JPEG Image
|Mediurr| Image v| | . Upload - [+][=]

Product Definition - Images page

Image Size Select the size of the image that you want to associate with the product. Options
are Large Image, Medium Image, Small Image, and Zoom Image. Y ou can attach
oneimage of each size.

Browse Click to locate, upload, and attach an image.

Note. Y ou can upload and view only JPEG type images. The maximum size of
the JPEG file depends on the database platform that you are using. Most systems
can handle images up to 32 kilobytes. If you get an error message, click the Back
button on your browser.

Associating Branch Scripts with Products

84

Access the Product Definition - Branch Scripts page (Products CRM, Product Definition, Branch Scripts).

[ o Lo I

Product 3G USIM Product ID TELOOOOOS
Product Type Standard SetID COMO1

] | Product Groups | Images |fEElsikssilus 8 Regions || Competitors || Sub Business Projects || Package Usage

Branch Script Information omiz i View A H | & First 4| 1ofl a Last
*Script Type *Upsell Script ID Script Name
| External Application v| |1.I3I32I3I322 (% Wireless Plan Picker E|

Product Definition - Branch Scripts page

Script Type Select a branch script type. Options are External Application,Internal
Application, and Upsell. Y ou can save only one script per type on this page.

Note. Up-sell scripts are used to launch a series of questions that enable a
customer service representative to sell products on the phone. PeopleSoft CRM
uses the internal and external scripts for financial services for the Sales Entry
transaction.
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Script Name Enter the script ID number or the script name.

See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Defining Scripts'

Adding Products to Product Groups

Access the Product Definition - Product Groups page (Products CRM, Product Definition, Product Groups).

[ [ D

Product 3G USIM Product ID TELOOOQODOS
Product Type Standard SetID COMO1
El Product Groups Images Branch Scripts Regions Competitors Sub Business Projects Package Usage
Product Group Information i i b 1 lnfl.u Last
*Product Group Type *Product Group Primary Reporting Primary Pricing
[ General v| [CELLPLAN @, O O [#]|[=]

Product Definition - Product Groups page

Product Group Type Select a product group type. The system comes with predefined product group
typesthat fall into the following categories: pricing, reports, sales buying
agreements, transportation lead times, and taxes.

Product Group Enter the number or name of a product group. A single product can belong to
multiple product groups within each group type.

Primary Reporting Select to indicate a single primary reporting product group when associating
multiple groups with the Reporting group type. Statistics are distorted if a
product appears on the report under every reporting group to which the product is
linked.

Primary Pricing Select to indicate a primary pricing product group if you've entered multiple
groups of the Pricing group type.

See Also

Chapter 3, "Setting Up Product Definitional Elements," Defining Product Group Codes, page 19

Defining Product Availability for Regions

Access the Product Definition - Regions page (Products CRM, Product Definition, Regions).
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ESCS

Product 3G USIM Product ID TELOOOOOS
Product Type Standard SetID COMOL

@ Product Groups Images Branch Scripts Competitors Sub Business Projects Package Usage

Region Options

@® an Regions @] Only in Regions below O Al except Regions below

Product Region Information stamize | View A El First 4| 1ofl b | Last
*Region ID Description Start Date End Date
| @, [08/05/2008 B [1z/31/2008 |H | [# =

Product Definition - Regions page

Region Options

All Regions Select if the product is available to customersin al regions.

Note. If you select this option, the system disregards the regions that are
associated with particular products.

Only in Regionsbelow  Select to make the product unavailable in all regions except those that you
specify.

All except Regions below Select to make the product available in al regions except those that you specify.

Region ID Enter one or more region codes if you select either the Only in Regions below
option or the All except Regions below options.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up General Options,”
Setting Up Regions

Tracking Competing Products

Access the Product Definition - Competitors page (Products CRM, Product Definition, Competitors).
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Save l Refresh

Product 3G USIM Product ID TELOOOOODS
Product Type Standard SetID COMO1

@] | Product Groups || Images || Branch Scripts | Regions Sub Business Projects || Package Usage |

Competitor Product Information

*Competitor Code Description Competitor Product 1D Description

@ (]| [=]

Product Definition - Competitors page

Competitor Code Enter a competitor code. Y ou can create reports to perform analysis using
competitor product information.

See Also

Chapter 10, "Tracking Installed Products," Defining Creation and Update Rules for Installed Products, page
164

Entering Sub Business Projects

Access the Product Definition - Sub Business Projects page (Products CRM, Product Definition, Sub
Business Projects).

Save l Refresh

Product 3G USIM Product ID TELOOOOOS
Product Type Standard SetID COMOD1
] | Product Groups || Images || Branch Scripts | Regions || Competitors Package Usage |
Sub Business Projects Find | view All  First 4 a
Eff Date |12/28/2005 EY Business Project TELCO_NS_PRODBP @ =
I"‘Iarketl W | Criteria | b’ |
v| Cancel Dperatiunl vl

Service Operation |

Modified 12/28/2005 6:00PM PST SAMFLE

Sub Business Projects page

Enter information about the business projects that are associated with or used in conjunction with the product.

Assigning Product UOMs

To assign product UOMSs, use the Product Unit of Measure (PROD_UOM) component.
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This section discusses how to assign UOMSs.
Page Used to Assign Product UOMs
Page Name Definition Name Navigation Usage
Product Unit Of Measure PROD_UOM Products CRM, Product Select the UOM s that apply

Unit of Measure, Product
Unit of Measure

to the product. Define
minimum and maximum
order quantities, valid order
increments, and minimum
selling pricesfor the
product when sold by that
UOM.

Assigning Product UOMs

Access the Product Unit Of Measure page (Products CRM, Product Unit of Measure, Product Unit of

Measure).

Product 3G USIM

Unit of Measure Each

“UOM Default MII]III]!.II]I
Quantity
EA @ 1.0000

Inmtialize UOM

Product Unit Of Measure

Maximum
Quantity
1.0000

Product ID TELDOOODOS
SetID ComMol

Increment
Quantity Price

1.0000 45.0000

Minimum Selling

K D [+ [=]
“Currency

usD @,

Product Unit Of Measure page

Details of Unit of Measure

UOM (unit of measure)

Enter aUOM that applies to sales order units for the product.

Minimum Quantity and Enter minimum and maximum order quantity fields. The order entry and

Maximum Quantity

I ncrement Quantity

See Also

quotation entry systems place the order line on hold if these limits are violated.

Enter avaue if aproduct can be sold only in specific increments.

Chapter 10, "Tracking Installed Products," Defining Creation and Update Rules for Installed Products, page

164

88
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Defining Product Packages

To define product packages, use the Package Components (PRODKIT) component.

This section lists a prerequisite and discusses how to define product packages.

Prerequisite
Before you can define product packages, you must specify a package level in the product definition.

Product Packages can only have a UOM of Each. If you have not created a UOM for Each, navigate to Set
Up CRM, Common Definitions, Unit of Measure and create an EA unit of measure

See Also

Chapter 7, "Setting Up Products," Defining Products, page 71

Page Used to Define Product Packages

Page Name Definition Name Navigation Usage

Package Components PRODKIT_SUMMARY Products CRM, Package Define the components of a
Components, Package product package, specify
Components the maximum and minimum

number of optional or
required components that a
customer can select, and
specify (for each
component) the maximum
and minimum quantity that
acustomer can order.

Defining Product Packages

Access the Package Components page (Products CRM, Package Components, Package Components).
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90

Package Components

Product Business and Free Times Contra Product ID TELCO100001
Product Type Fackage SetID ComMOl

Package Information

Minimum Components |1 Maximum Cnmpnnent&ll

Selling Start Date | E Selling End Date | El

Components :
L +
Display Order| L Minimum 1-0000 (=l
+*Component [ TELPL100001 | Macimum | 1-0000
Description BFT Play *Effective Date |12/28/2008 El
*uom EA | Obsolete Date |12/31/2093 )
Unit of Measure Each [ oK to Ship Without
Order Per
Default Quantity|1":":'0':'
Assembly Order

Package Components page (1 of 2)

Expand All | Collapse All : B 00100
E TELCO100001 - Business and Free Times Contra

TELFL100Q001 - BFT Flay

E‘ TELOF100004 - Tariff
@ TELAD100011 - 8h within Business time Tariff
@ TELAD100010 - Free Time Tariff

E‘ TELOF100002 - Bundle Options

= TELAOD100009 - Auto Top Up Internet Minutes
7 TELAD100008 - Discounted Internst Rates

& TELAD100007 - 40 SMS / month
& TELAO100006 - 60 SMS / month
E‘ TELOF100002 - Base
& TELAO100005 - Mobile Subcription
& TELACI00004 - Internet Access
& TELAO100003 - Mobile Access
E‘ TELOF100001 - Initial Phone Proposition
TELOF100006 - SIM Eguipment
& TELAOI00002 - SIM Card 56
E TELOF100005 - Phone Equipment
& TELAO100001 - Motorola W215 Internet

Package Component Prices

Package Components page (2 of 2)

Package Information
Minimum Components Enter the minimum and maximum number of components that a customer must

and Maximum purchase to complete an order.
Components
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Selling Start Dateand ~ Enter the start and end dates of the period that the product package is available
Sdling End Date for sale.

These fields appear only for the top-level component of multilevel product
bundles.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Working with Orders for Multilevel Product Bundles," Understanding Selling
Periods for Multilevel Product Bundles and Components.

Components

Products must be defined in the system before they can be added to product packages as components.

Component Enter the ID for each product or package that you want to add to the primary
package. A package can consist of a number of individual products and
secondary packages.

Default Quantity Enter the default quantity for the component. This number must be between the
minimum and maximum guantity for the component.

Order Per Select whether the component quantity is per package (assembly) or per order.
For example, suppose that you need to deliver a manua with a computer package
and the customer orders several packages. To send one manual with each ordered
package, select Assembly. To send one manual with the entire order (regardless
of the number of packagesin the order), select the Order field.

For multilevel product bundles, Order is selected by default and isin read-only

mode.
Minimum and Enter the minimum and maximum quantity that a customer can order per
Maximum component. For example, if a particular component of a package is required but

you can only order one, enter 1 in the Minimum field and 1 in the Maximum
field. If acomponent is an optional part of a package but you can order a
maximum of two, enter 0 in the Minimum field and 2 in the Maximum field.

Note. A minimum quantity of O means that the component is optional.

Effective Date Enter the start date of the selling period for the product component.

Thisfield is used by components of multilevel product bundles to define periods
during which they are available for sale.
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Obsolete Date

OK to Ship Without

Package Hierarchy

Chapter 7

Enter the end date of the selling period for the product component.

Thisfield is used by components of multilevel product bundles to define periods
during which they are available for sale.

If you want to retire the current product component from the corresponding
multilevel product bundle, update this field with the date after which the
component is unavailable for sale as part of this product bundle. Note that
updating the obsolete date of a product component in one multilevel product
bundle does not mean the same update to all multilevel product bundles that the
component is associated with. If you wish to retire a product component from
multiple product bundles in one step, access the product definition of that
component where you can set a new obsolete date in the product bundles that are
selected.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Working with Orders for Multilevel Product Bundles," Retiring Components
from Multilevel Product Bundles.

Select to ship the available product package without waiting for this component.

This section displays the components of primary and nested packages using atree structure.

Refer to the Setting Up Multilevel Product Bundles chapter for information on the package hierarchy that is
specific to multilevel product bundles. Changes made to the multilevel product bundles (such as adding or
removing product components) need to be exported to Advanced Configurator for updates to take effect.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel Product
Bundles," Setting Up Multilevel Product Packages.

Establishing Product Prices

To establish product prices, use the Product Price (PROD_PRICE) and the Package Component Pricing
(PRODKIT_COMPS_PRC) components.

This section provides an overview of product pricing and discusses how to:

» Set pricesfor individual products or product packages by using top-level pricing.

» View pricesfor package components.

Understanding Product Pricing

The sources and definitions of product prices vary depending on how you define products. Note these

differences:

92
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Pages Used to Establish Product Prices

Setting Up Products

» Pricesfor products that are created in PeopleSoft SCM or athird-party SCM system are defined by
inventory business units unless the product is nonstockable (for example, a service such asinstallation).

When you synchronize with a SCM system, you must enter the inventory business unitsinto the Business
Unit table in the PeopleSoft CRM system.

« Product definitions created in PeopleSoft CRM do not require the inventory business unit field.

In PeopleSoft CRM, the inventory business unit is unknown when a product is ordered, and the system
uses the lowest price from any inventory business unit associated with the product.

See Also

Chapter 4, "Defining ltems," Understanding Item Definition in PeopleSoft CRM, page 31

PeopleSoft Enterprise Inventory PeopleBook

Page Name Definition Name Navigation Usage
Product Price PROD_PRICE Products CRM, Product Set prices for standalone
Price, Product Price products and for product
packages by using top-level
pricing.
Package Component Pricing | PRODKIT_COMPS_PRC Products CRM, Package View pricesfor each

Component Pricing,
Package Component Pricing

package component for
product packages that uses
component-level pricing.

Setting Prices for Individual Products or Product Packages by Using Top-

Level
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Product Price

Unit of Measure Ea

MSRP

Product 3G USIM

Product ID TELOODOOS
SetID ComMo1

Inventory Unit @ Currency @

*Effective Date |08/05/2005 Gl *Status | Active .’ [+][=]
List Price (0-0000

Recurring Price 0.0000 Frequency .’

Product Price page

Ship From Business Unit

Inventory Unit

Currency

Pricing Details

List Price

Frequency

Package Pricing

Enter the inventory business unit of the warehouse. Thisfield is validated against
the BUS _UNIT_TBL_FStablein PeopleSoft CRM. Thisfield is optional for a
noninventoried product.

Note. Inventory business units are established in PeopleSoft SCM or the order
fulfillment system. They are synchronized with PeopleSoft CRM using a
business unit EIP.

Enter the currency that is used for the inventory business unit.

Enter the product list price. The system applies price adjustments against the list
price.

Select the frequency of the recurring price.

Click to view package component pricing details (available only for packages
that are priced at the component level).

Viewing Prices for Package Components

Access the Package Component Pricing page (Products CRM, Package Component Pricing, Package

Component Pricing).

94
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Package Component Pricing

Product Fridge Package Product ID 131313

Product Type Fackage SetID CREMO1

Purchase in this Currency Find | View AN First |« PR »
CurrenwlUSD Qa.
Package Effective Date : ey s g b e

*Effective Datell':'-"rzz-"rz':":'l E *Statusl Active w =]

List Price 1354.0000 Unit Cost|1100.0000
MSRP | 1500.0000)  cyrrency USD

Unit of Measure Each

E:::ﬁ;nent Customize | Eind | wiew 21l | El | i First |4 1-2 0f 2 | Last
Component Component Price Effective Date Obsolete Date
10000 |95|:|.|:||:||:||:| % 10/22/2001 12/31/2099
10001 |394.|:||:||:||:| % 10/22/2001 12/31/2099

Package Components

Package Component Pricing page

This page lists the components of the package, the dates on which the component became part of the package,
and the date it became obsol ete in the package.

Currency Select avalue to represent the currency you want to use for the pricing
component you are setting up.

Y ou cannot enter information in the MSRP and Unit Cost fields until you enter a
valuein the Currency field.

List Price Thisfield displays the sum of the component prices.

Unit Cost and M SRP These fields are for informational purposes only. CRM does not use them to
(manufacturer's suggested initiate any processing. These values, if available, are sent to Order Management
retail price) in PeopleSoft SCM.
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See Also

Chapter 7, "Setting Up Products," Assigning Product UOMSs, page 87

Chapter 7, "Setting Up Products," Defining Product Packages, page 89

Chapter 7, "Setting Up Products," Defining Products, page 71

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up Currencies," Setting Up
Currencies

Managing Product Relationships

This section provides an overview of product relationships, lists prerequisites, and discusses how to define
product relationships.

Understanding Product Relationships

96

PeopleSoft CRM comes with a number of predefined relationship types that enable you to define
relationships between products:

Complement

A complement is an accessory to another product. For example, a headset or carrying case might be a
complement to acell phone.

Cross-sdll

A cross-sell is aproduct that enhances or extends the capabilities of another product. For example, aDVD
player might be a cross-sell for atelevision.

Up-sell
An up-sell isaproduct that is superior to the product that the customer inquires about or orders.
Product alternate

A product aternate is offered in place of another. For example, suppose that the delivery timefor a
product does not meet the customer's needs. In that case, you might offer a product alternate.

For a product to be considered an aternate product, you must link an item to it.
Prerequisite

A prerequisiteis aproduct that is required for another product to function properly.
Replacement product

A replacement product is offered in place of another product that a customer ordersif the original product
isno longer available.
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Service feature

A service feature for a product enhances the main product or service. For example, related service features
for wireless service might include caller ID and call waiting.

Agreement
Relates productsto all the service agreements that cover that product.
Child Of

A product is achild of another product if the former resides one level lower than the latter in a product
package.

SIM Card

A communications service relates to a SIM card product using this relationship if the service (for
example, 3G voice services) requires the presence of a SIM card.

Sells

A product (an atomic offer; commercial component in amultilevel product bundle) relates to a product (a
functional component) using this relationship if the former represents and sells the latter in orders.

Thisrelationship is specific to multilevel product bundles. Refer to the see aso reference for alist of
product relationships that are specific to multilevel product bundles.

See Also

Chapter 7, "Setting Up Products," Defining Product Rel ationships, page 98

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, " Setting Up Multilevel Product
Bundles," Product Relationships for Multilevel Product Bundles

Prerequisites

Before you define relationships between products, you must:
1. Review the available relationships that are delivered with the system.
2. Define additional relationships that are required by the business.

3. Specify optional relationship attributes.

See Also

Chapter 3, "Setting Up Product Definitional Elements," Setting Up Product Relationship Codes, page 23
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Pages Used to Manage Product Relationships

Chapter 7

Page Name Definition Name Navigation Usage

Product Relationships PROD_RELATIONS Products CRM, Product Define relationships
Relationships, Product between products.
Relationships

Rel ationships Overview PROD_REL_OVERVIEW «  Products CRM, Product | View effective relationships

Relationships, between products.

Relationships Overview

¢ Click the View All link
on the Product
Relationships page.

Defining Product Relationships

98

Access the Product Relationships page (Products CRM, Product Relationships, Product Relationships).

Product Relationships

o= [ D

Product 3G USIM Product ID TELOOOOOS
SetID COMO1

Product Relationships Relationships Overview

*product Relatiunshipl Cross-Sells v|
Products To Relate

Status Product ID Description Catalog Start Date End Date
Active @ F [oa/05/2008 E [12/31/2000 | m
 Add Product
Advisor Dialogs To Relate
Advisor Dialog Priority

~ Add Advisor Dialog

Product Relationships page

Note. For a product to be considered an alternate product, you must link an item to it.
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Products To Relate

Product Relationship

Product ID

Setting Up Products

Select the relationship between the product in the Product field and the product in
the Product ID field. The system may display a different set of fields based on
your selection.

Note. Multilevel product bundles - product relationships that are set as rule based
on the Product Relations Codes page are not available for selection in thisfield,
as these types of product relationships are established at runtime during product
configuration sessions in orders or service management orders.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook,
"Setting Up Multilevel Product Bundles," Product Relationships for Multilevel
Product Bundles.

Enter the ID of the product that you are relating to the product in the Product
field.

Start Date and End Date Enter the start and end dates of the relationship.

Advisor Dialogs To Relate

The system displays this group box if you select Cross Salls or Up-Sdlls as the product relationship. In these
situations, you can associate advisor dialogs to the product and set the priority that the system will useto
present multiple dialogs to an agent servicing a customer.

Entering Product Notes

This section lists a prerequisite and discusses how to enter product notes.

Prerequisite

Before you can associate a standard note with a product, you must define the note on the Standard Notes

page.

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

Attachments."

Page Used to Define Product Notes

Page Name Definition Name Navigation Usage
Product Notes PROD_NOTE Products CRM, Product Enter standard or custom
Notes, Product Notes product notes.
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Entering Product Notes

100

Access the Product Notes page (Products CRM, Product Notes, Product Notes).

Chapter 7

Product Notes

“*Sequence
Standard Note Code
Note Type

Text

Key Word

Product 3G USIM
Product Type Standard

*Classification  >t2ndard

Description

Description

Product ID TELOOOOOS

SetlD COMO1

Product Notes page

Sequence

Classification
Standard Note Code
Note Type

Text

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Notes and

Enter a sequence number to specify the order in which notes appear on

documents.

Select Sandard or Custom.

Enter the code of a standard note to associate with the product.
Enter the note type for a custom note associated with the product.

Enter the note text for a custom note. If you use a standard note, thisfield

displays the predefined note text.

Attachments," Setting Up Note Types

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Notes and

Attachments," Creating Standard Notes and Product Notes

PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, "Working with Notes and

Attachments," Entering and Viewing Notes

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




Chapter 8

Defining Options for Integration to the
Asset Repository Module in PeopleSoft
Financials

This chapter provides an overview of options that must be set to enable integration with PeopleSoft
Financials.

Understanding Integration Options for the Asset Repository Module

Enabling integration between PeopleSoft Customer Relationship Management (CRM) and PeopleSoft
Financial and Distribution Management (FDM) occurs on the Installed Product Configuration page, which is
keyed by setlD. Select the box labeled Enable Asset Integration with PeopleSoft Financialsto allow
integration. Also, when this check box is selected, the check box that controls the display of the installed asset
serial 1D isautomatically selected because the PeopleSoft Financials application requires Serial 1D values for
all hardware assets.

The check box isthe only setup option required for this integration other than the Product Mapping for
Hardware Assets page and the full synchronization of manufacturer and asset subtype data.

However, other standard PeopleSoft integration-related setups are required. For example, you may need to
configure the integration gateways, activate the relevant service operations, configure and activate routings,
and set the message queues to running. These are all standard integration setup requirements.

Since the asset entries also include employee, department, and location values, the entries for these three
types of data should aso bein sync between the two systems. Therefore, you also must synchronize the
existing messages for employee, department, and location in addition to synchronizing the new messages for
manufacturers and asset subtypes.

See Also

Chapter 10, "Tracking Installed Products," Mapping and Reconciling Asset | nformation, page 218

Enterprise PeopleTools 8.50 PeopleBook: Integration Broker
Enterprise PeopleTools 8.50 PeopleBook: Integration Broker Administration

Enterprise PeopleTools 8.50 PeopleBook: Integration Broker Service Operations Monitor
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Creating Catalogs

This chapter provides an overview of catalogs and discusses how to:
» Create catalog display templates.
» Define catalog content and permissions.

e Search catalogs.

Understanding Catalogs

Catalogs are a single group of products or services that are marketed and displayed together because they
share common criteria. PeopleSoft Customer Relationship Management (PeopleSoft CRM) enables you to
define the layout and content of online catalogs for internal and external use. Y ou define the look and feel of
catalogs by creating display templates, and then you define the contents that you want to organize and present
according to the template definitions. Y ou can designate products for inclusion in a catalog either by direct
association (using product 1Ds) or by creating business rules to dynamically build product content based on
the selection criteriathat you define. Similarly, you can control user access to catalogs by associating a
Security Membership List with specific catal ogs.

Catalogs in PeopleSoft CRM

Y ou can access and search catal ogs from different locations within PeopleSoft CRM, and functional areas
within the CRM applications are dependent on catal og definitions. Catal ogs can be used and searched by
external customers who are purchasing products or services, internally by customer service representatives
(CSRs) who need product information, and by others within an enterprise. Catalogs can use PeopleSoft Real-
Time Advisor dialogs to help direct an end user to recommended products in the catalog. Catal ogs and
catalog data are accessible from within and outside of PeopleSoft CRM.

Internal Access

Catalog information is available from these internal sources:
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PeopleSoft Order Capture

In PeopleSoft Order Capture, CSRs access catal og data and run catal og searches from the Entry form to
obtain up-to-date information about products before they enter an order or provide quotes. In addition,
access to products can be limited and validated against catalogs when a product is added to the order.
CSRs can then use the product comparison tool, navigate to product details, and copy products from the
search results back to the order entry form. Additionally, the CSR can use PeopleSoft Real-Time Advisor
to retrieve catalog data.

Note. Users can navigate to Product Search in PeopleSoft Order Capture and enter search criteria. They
can also personalize the PeopleSoft CRM portal to display a product search pagelet (if the portal pack is
installed). Oncein a catalog, users can access PeopleSoft Real-Time Advisor, which retrieves catalog data
based on answers to questions.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Future
Dated Orders and Temporary Services."

PeopleSoft Sales

From the Lead and Opportunity components users can drill into the Product Search component and
perform keyword searches for products. Users can then use the product comparison tool, navigate to
product details, and copy products from the search results back to PeopleSoft Sales.

External Access

Catalog information is available from these external sources:

PeopleSoft Order Capture Self Service

You can link to product detail pages from order lines, access and browse catal ogs, and access Peopl eSoft
Real-Time Advisor, which retrieves catalog data and offers recommendations based on a user's response
to Advisor diaogs.

Customer registry or home page

Users can browse and search the catalog. Once in a catalog, they can access PeopleSoft Real-Time
Advisor, which retrieves catal og data and offers recommendations based on gquestion-and-answer dialogs.
Customers can also customize the PeopleSoft CRM portal to display a catalog search pagelet (if the portal
pack isinstalled).

Prerequisites
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Before you create catal og display templates or define the content of a catalog, you must define products using
the Define Products component. In addition, because creating display templates and defining catalog content
are interdependent setup steps, a catalog is not fully defined until you define both templates and content.

Note. Catalogs are limited to 1000 products per catalog.

To ensure that a user has access to catal ogs, compl ete these setup steps:

1. Navigateto Set Up CRM, Security, CRM Application Security, Add membership list.

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



Chapter 9

2. Enter Order Capture Admin Mem List in the Name field.

3. Enter Order Capture Admin Membership List in the Description field.
4. Click Next.

5. Select Role from the Security Object drop-down list.

6. Select Multiple Membersin the Membership Appliesto field.

7. Click Next.

8. Select Order Capture Admin in the Role Name field.

9. Click Finish.

10. Click Save.

Next:

1. Navigateto Set Up CRM, Security, CRM Application Security, Add security profile.

2
3
4
5.
6
7
8
9

. Enter Order Capture Admin Profile in the Name field.
. Enter Order Capture Admin Profilein the Description field.

. Click Add functional option group.

Select the Order Capture Admin check box.

. Click Finish.
. Click the Membership tab.
. Click Add Membership List.

. Select Role from the Security Object drop-down list.

10. Select Multiple Members in the Membership Appliesto field.

11. Click Next.

12. Select the Order Capture Admin Mem List check box.

13. Click Finish.

14. Click Save.

See Also

Chapter 7, "Setting Up Products," Managing Product Relationships, page 96
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Creating Catalog Display Templates

This section provides an overview of catalog display templates and discusses how to:

» Define catalog display pages.

» Define products and nested catalog display pages.
» Define product comparison pages.

» Define product detail display pages.

» Definefeatured product displays.

»  Specify product search options.

To create catal og display templates, use the Catalog Template Definition (RO_DISPLAY_TEMPL)

component.

Understanding Catalog Display Templates

Y ou can create display templates to define the layout and organization of a catalog.

Note that thistask is separate from defining the products that the catalog contains. Y ou can then apply the
same reusable templates to different product collections defined in Catalog Setup. Defining layout and
presentation separately from content enables you to easily modify, update, and recombine both products and
presentational formats to meet different user and display requirements.

Template Setup Procedures

Define display templates using the Catalog Template Setup component. Each page in this component controls
the look and feel of one or more corresponding pages or displays in the online product catalog. The catalog
display pageistheinitial page that users access. It contains alist of catalogs and associated images. The
product display page is normally the second page that users access. It can display both products and nested
catalogs (as well as associated images). Access this page from alink on the catalog display page.

Many users may want to replace the Browse Catalog functionality with the Find functionality as the default.
To set up the Find functionality, refer to the section on Searching Catal ogs.

See Chapter 9, "Creating Catalogs," Searching Catalogs, page 130.

Pages Used to Create Catalog Display Templates

Page Name Definition Name Navigation Usage

Display Template RO_DISPLAY_TEMPL Catalog Management CRM, | Define the look and feel of
Catalog Template catalogs and product display
Definition, Display pages in online catalogs.
Template
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Page Name Definition Name Navigation Usage
Product Display Page RO_PRODUCT_DISPLAY Catalog Management CRM, | Define the look and feel of
Catalog Template product display pagesin

Definition, Product Display
Page

online catalogs.

Product Compare Page RO_PRODUCT_COMPARE Catalog Management CRM, | Define the look and fedl of
Catalog Template product comparison pages
Definition, Product in online catalogs.
Compare Page

Product Details RO_PRODUCT_DETAIL Catalog Management CRM, | Define the look and feel of
Catalog Template product detail pagesin

Definition, Product Details

online catal ogs.

Featured Products RO_PRODUCT_FEATURE Catalog Management CRM, | Define featured products
Catalog Template displays.
Definition, Featured
Products

Product Search RO_PRODUCT_SEARCH Catalog Management CRM, | Control the visibility
Catalog Template options from the product

Definition, Product Search

search.

Defining Catalog Display Pages

Access the Display Template page (Catalog Management CRM, Catalog Template Definition, Display

Template).

Product Display Page

Catalog Template Catalog 3x3 All options

*Description Catalog 3x3 All options

Product Compare Page

Product Details

Catalog Template ID

Featured Products

Product Search

No Image Avallable

Long Description Catalog 3x3 All options

*Status Active

[l pefault Display Template

Show Mested Catalogs
Show Products

Show Long Description
Show Image

I

Upload

Delete

Display Template page
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Template Details

Description and Long
Description

Status

Default Display
Template

Show These Options

Show Nested Catalogs

Show Products

Show L ong Description

Show Image

Catalog Image

Upload

Chapter 9

Enter a short and long description for the display template.

Select whether the display template is Active or Inactive.

Select to make this the default display template. PeopleSoft Order Capture uses
the default template to determine the catal og page display when a display
template is unavailable. For example, because users do not initiate product
searches from within a particular catalog, how do you know which catalog
product details definition to display when the user clicks a particular product
after searching for it? In this case, the default catalog definition displays the
product details. The sameis true when a user accesses a particular product on an
order. Similarly, the first page that users see when browsing catalogsisalist of
catalogs. The catalog engine uses the default display template to determine
whether or not to display the catalog images and long descriptions of these
catalogs (catalog images appear if you select the Images check box on the

Product Display Page page).

Note. Only one default display templateisvalid in the system.

Select to have a catalog's secondary, nested catalogs (if any) appear on the
product display page and to give users access to them.

Select to have products or services that are associated with a catalog appear on
the product display page and to enable usersto access product details.

Select to have the long description of a catalog appear. Otherwise, the system
displays the short description from the Product Catal og page.

Note. Enter the long description of catalogs on the Product Catalog page.

Select to show an image if a catalog has no image. Y ou must upload the filler
image on this page. Select the image representing a catalog on the Product
Catalog page.

Note. If the catalog has an image and you want it to appear on theinitial catalog
display page, select Images on the default template's Product Display Page.

Click to upload afiller image to use when a catalog image is not available or to
display no catalog image.
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Delete Click to delete the filler image.

Defining Products and Nested Catalog Display Pages

Access the Product Display Page page (Catalog Management CRM, Catalog Template Definition, Product
Display Page).

Display Template Product Display Page FProduct Compare Page Product Details Featured Products Froduct Search

Catalog Template Catalog 3x3 All options Catalog Template ID 3
Images Ruwsl 3
[¥] Product Description Columns | 3
[JLong Product Description cell width | 170
Featured Products Border ||.|l'.'i:|:|th| 0
Filler Image Mignmentl Center V|
Price *Image Sizel Medium V|
Recurring Price Border Style |[PSSRCHRESULTSODDROW 3@,

Cumpare Options
[¥] Add to cart

Filler Image

Mo Image Avallable

Upload

Delete

Product Display Page page

User Association Overwrite

I mages Select to display product and nested catal og images on the catalog's product
display page. These images will function as links to product detail and product

display pages.

Note. Associate images with catalogs on the Product Catalog page. Associate
images with products on the Images page in the Product Definition component.

Product Description Select to show products' short descriptions on the product display page. These
descriptions will function as links to product detail pages.

Note. Short descriptions come from the External Description page in the Product
Definition component.
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L ong Product
Description

Featured Products

Filler Image

Price

Recurring Price

Compar e Options

Add to Cart

Display Options

Rows

Columns

Cell Width

Border Width

Alignment
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Select to show products' long descriptions on the catalog's product display page.

Select to identify products that are marked as Featured on the catalog's product
display page.

Note. Define the look and feel of featured products on the Featured Products
page of the Catalog Template Setup component. Select actual products to be
featured in a catalog on the Featured Products page of the Catalog Setup
component.

Select to show afiller image on the catalog's product display page if a product
has no image associated with it. Y ou must upload the filler image on this page.

Select to show product prices on the catalog's product display page.

Note. The product priceisfor single, one-time charges. Prices can come from
price sets that are defined in the pricing engine, the List Price field on the Product
Price page, or the List Price field on the Package Component Pricing page (if the
product is a package that is priced at the component level).

Select to show recurring prices on the second catal og display page.

Note. A recurring priceis aprice that is charged at periodic intervals, such asa
magazine subscription fee. Define recurring prices on the Price List page.

Select to enable users to compare products (check boxes and a Compare button
appear on the catalog's product display page).

Note. Y ou cannot include nested catalogs in comparisons.

Select to enable usersto add products to their carts.

Enter the number of rows of products or nested catal ogs you want to appear on
the catalog's product display page.

Enter the number of columns of products or nested catal ogs you want to appear
on the catalog's product display page.

Enter the cell width for asingle nested catalog or product on the product display
page. If you leave thisfield blank, the cells expand and shrink based on the
contents, and each column expands to the largest width of any child cell.

Enter the width of the cell borders.

Select Center,Right, or Left.
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Image Size

Border Style

Filler Image

Upload

Delete

Creating Catalogs

Select Large,Medium,Small, or Zoom.

Note. Size refers to the Product Image page and the corresponding image sizes
that are loaded there for each product. For nested catalogs, it uses the image (and
size) that isloaded to the catalog.

Select the style class of the cell borders. The background color of acell's style
class determines the cell's border color.

Click to locate and attach afiller image to use on the product display page when
aproduct image is not available or to display no product image.

Click to delete the filler image.

Defining Product Comparison Pages

Access the Product Compare Page page (Catalog Management CRM, Catalog Template Definition, Product

Compare Page).
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Display Template Product Display Page Product Compare Page Froduct Details Featured Froducts Froduct Search

Catalog Template Catalog 3x3 All options Catalog Template ID 3
Product Description Section Style Class |PAGRIDHEADER @,
Product Long Description Criteria Style Class|PAHDRIZDNTALRULELEVEL3 Q\_,
Product Unit of Measure Even Column StylelPSLEVELBGRIDODDROW @,

[ product 1D 0dd Columns gi;?;lPSSRCHRESULTSDDDROW @,
Class

Price Column Width | 0

Images Border Width | 0

Filler Image Image Sizel Medium w

Attributes
Attribute Classes
Purchase Option

(*) Product Detail e —
O Arrangements = ' Upload .
Delete

Product Compare Page page

User Association Overwrite

Product Description Select to show products' short descriptions on the catal og's product comparison
page.

Note. Short descriptions come from the External Description page in the Product
Definition component.

Product Long Select to show products' long descriptions on the comparison page.
Description

Note. Long descriptions come from the External Description page in the Product
Definition component.

Product Unit of Measure Select to show a product's default unit of measure (UOM) in a comparison.

Note. Set the default UOM on the Product Attributes by UOM page.

Product ID Select to show the Product ID on the comparison page.
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I mages

Filler Image

Attributes

Attribute Classes

Purchase Option

Product Detail

Arrangements

Display Options
Section Style Class
Criteria Style Class
Even Column Style
Class

Odd Columns Style
Class
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Select to display product pricesin a comparison.

Note. The product price isfor single, one-time charges. Prices can come from
price sets that are defined in the pricing engine, the List Price field on the Product
Price page, or the List Price field on the Package Component Pricing page (if the
product is a package that is priced at the component level).

Select to show product images on the catal og's comparison page.

Note. Assaciate images with products on the Images page in the Product
Definition component.

Select to use afiller image if a product has no image associated with it. Y ou must
upload the filler image on this page.

Select to display product attributes in a comparison. Only attributes whose group
usage typeis Information appear in a product comparison.

Note. Define product attributes on the Attributes page in the Define Products
component. Define attribute group usage types on the Attribute Groups page.

Select to organize the attributes that appear in a comparison into attribute classes
or types. For example, materials, dimensions, and patterns are different attribute
classes.

Select to add a Purchase This Product link to the catalog's comparison page.
Usersclick thislink to access the product's details page, where they will find the
Add to Cart button (if enabled on the Product Details page).

Select to have users access the Catalog's Product Detail page when they navigate
to a product on the Compare page.

Select to have users access the Financial Services Arrangements/Terms and
Conditions page when they navigate to a product on the Compare page.

Enter the style class to use for the comparison page section headers.

Enter the style class to use for the comparison page column that contains the
elements to be compared (the leftmost column on the page).

Enter the style class to use for the second (even-numbered) product column on
the comparison page.

Enter the style class to use for the odd-numbered product columns on the
comparison page.
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Column Width

Border Width

Image Size

Filler Image

Upload

Delete
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Enter the width of the columns on the comparison page. If you leave thisfield
blank, the columns expand and shrink based on their contents, and each column
expands to the largest width of any child column.

Enter the width of the border between al of the columns and rows in the
comparison table.

Select Large,Medium,Small, or Zoom.

Note. Sizerefersto the Product Image page and the corresponding image sizes
that are loaded there for each product. For nested catalogs, it uses the image (and
size) that isloaded to the catalog.

Click to upload afiller image to use on the product display page when a product
image is not available or to display no product image.

Click to delete the filler image.

Defining Product Detail Display Pages

Access the Product Details page (Catalog Management CRM, Catalog Template Definition, Product Details).

Display Template Product Display Page Froduct Compare Page Product Details Featured Products Froduct Search

Product Description
[¥] Product Fields

[¥] Attributes

[¥] Attribute Classes
Bu*ynr Button
Images

I Filler Image
Relatiunships
Relatiunship Images
] Attachments

Catalog Template Catalog 3x3 All options Catalog Template ID 3

User Association Overwrite Display Options

Mo Image Available

Upload

Delete

Product Details page
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User Association Overwrite

Product Description

Product Fields

Attributes

Attribute Classes

Buy Button

I mages

Filler Image

Relationships

Relationship Images

Attachments

Select to display product short descriptions on the catal og's product details page.

Note. Short descriptions come from the External Description page in the Product
Definition component.

Select to display product fields on the catalog's product details page. These fields
include Unit of Measure,Quantity, Price, and Recurring Price.

Select to display product attributes on the details page. Only attributes whose
group usage typeis Information appear on the Product Details page.

Note. Define product attributes on the Attributes page in the Define Products
component. Define attribute group usage types on the Attribute Groups page.

Select to organize the attributes that appear in a comparison of attribute classes or
types. For example, materials, dimensions, and patterns are different attribute
classes.

Select to enable the Add to Cart button and functionality on the Product Details
page.

Select to display product images on the catalog's Product Details page.

Note. Assaciate images with products on the Images page in the Product
Definition component.

Select to use afiller image if a product has no image associated with it. Upload
the filler image on this page.

Select to show product relationships on the Product Details page. In PeopleSoft
CRM, products can be related to other products as cross-sell or up-sell
opportunities, function as alternates or replacements for other products,
complement other products, or be defined as prerequisites for the purchase of
other products. These relationships can appear on the Product Details page to
promote additional sales opportunities.

Note. Define relationships between products on the Product Relationships page.

Select to display images of related products on the catalog's product details page.

Select to enable the Attachment functionality.
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Image Size

Filler Image

Upload

Delete
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Select Large, Medium, Small, or Zoom.

Note. Size refers to the Product Image page and the corresponding image sizes
that are loaded there for each product. For nested catalogs, the system uses the
image (and size) that is loaded to the catalog.

Click to upload afiller image to use when a product image is not available or to
display no product image.

Click to delete the filler image.

Defining Featured Products Displays

116

Access the Featured Products page (Catalog Management CRM, Catalog Template Definition, Featured

Products).
Display Template Product Display Fage Product Compare Page Product Details Product Search
Catalog Template Catalog 3x3 All options Catalog Template ID 3
Style Name @, Featured Product

Featured Image
Show Featured Products First

Upload

Delete

Featured Products page

User Association Overwrite

Style Name

Featured Image

Enter acell style to use for featured products.

Select to have the image that is uploaded on this page appear on catalog display
pages when a product is marked as Featured.

Show Featured Products Select to have all of the products that are marked as Featured appear before other

First

products. Use this option to show promotional products to users before they see
other products.
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Featured Image

Upload Click to upload afiller image to use when a product image is not available or to
display no product image.

Delete Click to delete the filler image.

Specifying Product Search Options
Access the Product Search page (Catalog Management CRM, Catalog Template Definition, Product Search).

Display Template Product Display Page Product Compare Page Product Details Featured Products

Catalog Template Catalog 3x3 All options Catalog Template ID 3

[IShow Price
Show Add Button
[IShow Score
] Show Product ID

Product Search page

Product Search

Show Price Select to show the price of the products in Search Results on the Product Search
page.

Show Add Button Select to show the Add button in Search Results on the Product Search page.

Show Score Select to show the Score in the Search Results area on the Product Search page.

Show Product ID Select to show the Product ID in the Search Results area on the Product Search
page.

Defining Catalog Content and Permissions

This section provides an overview of catalog content and permissions and discusses how to:

» Define catalog |Ds and populate catalog caches.
« Clone catalogs.

» Define product associations.
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»  Set up security memberships.
»  Define recommendations.

» Create nested catal ogs.

« ldentify featured products.

To define catal og content and permissions, use the Catalog Definition (RO_CATALOG) component.

Understanding Catalog Content and Permissions

118

This section discusses;

» Catalog generation.
« Direct association.
« Business rule association.

«  Security memberships.

Catalog Generation

PeopleSoft CRM enables you to generate catalogs dynamically based on rules that you define online. These
rules determine which products appear in catalogs, who can access catal ogs, and which products are featured
in catalogs. Y ou can also link products to catalogs and define user access by direct association using product
IDsand user IDs.

Direct Association

Y ou can associate both standard and featured products with catal ogs by Direct association. Direct association
enables you to link specific product IDs to one or more catalog 1Ds. Only products associated with a catalog
ID can appear in the catalog.

Business Rule Association

Business rule association enables you to define arule that is based on field values such as product brand,
product category, and product group as well as other product attributes. For example, you could define arule
that specifies that only a specific product brand can appear or be featured in a catalog. If you want, you can
include more than one attribute and value pair in a single product association rule. For example, you could
use these two associations to create a catalog for Company X laptops and Company Z workstations:

Condition 1: Product category = laptop and brand = Company X.
or
Condition 2: Product category = workstation and brand = Company Z.

Each condition in the rule involves an association between two values, a product category and a brand, which
are joined together using the where clause operator and. However, the relationship between conditionsis
based on the where clause operator or, meaning that any product that satisfies either condition 1 or condition
2 appearsin the catalog.
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Note. The system interprets rule conditions that are defined on the same row or scroll to be joined by the and
operator and conditions that are defined on different rows or scrolls to be joined by the or operator.

Security Memberships
In PeopleSoft CRM, you can control user access to catalogs by specifying security memberships.

Security memberships enable you to specify which users or groups of users can have accessto certain
catalogs. For example, acompany can have a membership list called Premier Customers that includes all of
the premier customersin their system and a catalog named Premier Catalog that is specially prepared for
premier customers. By specifying the Premier Customers membership list in the catalog definition, the
catalog can provide special pricing and recommendations exclusively for this group of users. Similarly, you
can define amembership list that includes al customers who are in the electronics industry in the California
region and associate the list with a catalog of electronic products that is specific to the Californiaregion.

Note. Users cannot access catalogs that are defined with a security membership of the object type Role.
Security membership lists for catalogs must contain Security objects of the types Customer,Person, or
Partner for usersto access the catal og.

See Also

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

Pages Used to Define Catalog Contents and Permissions

Page Name Definition Name Navigation Usage
Product Catalog RO_PRD_CATALOG Catalog Management CRM, | Define catalog IDs and
Catalog Definition, Product | select default display
Catalog templatesto control the
look and feel of catalogs;
populate catalog cache
tables.
Clone aCatalog RO_CAT_CLONE Click the Clone This Create copies of catalogs.
Catalog link on the Product
Catalog page.
Product Association RO_PRD_ASSOCIATION Catalog Management CRM, | Define catalog content by
Catalog Definition, Product | direct or business rule
Association association.
Security Membership RO_CAT_SEC Catalog Management CRM, | Define user access and
Catalog Definition, Security | experience by defining
Membership membership lists.
Membership List RSEC_MEMBER_SMRY Click the View Detailslink | Define membershipsto
on the Security Membership | enable visual accessto
page. catalogs.
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Page Name Definition Name Navigation Usage

Nested Catalogs RO_NEST_CAT Catalog Management CRM, | Link nested catalogsto a
Catalog Definition, Nested | main catalog.
Catalogs

Featured Products RO_FEATURED_PRD Catalog Management CRM, | Select products to be
Catalog Definition, featured in catalogs.
Featured Products

Recommendations RO_RECOMMENDATION Catalog Management CRM, | Select to show or not show

Catalog Definition,
Recommendation

recommendations.

Defining Catalog IDs and Populating Catalog Caches

Access the Product Catalog page (Catalog Management CRM, Catalog Definition, Product Catal og).

Product Catalog Product Association

Security Membership

Mested Catalogs Featured Products Recommendation

First | Previous | Mext | Last | Left | Right

120

[= cCatalog

= Products {17
ABC Wireless Plan
Digital Wireless Package
LocalTalk 250/1000
LocalTalk 500/2000
LocalTalk 1000/Unlimited
MNationalTalk 250
MNationa(Talk 500
MNationalTalk 1000
MationalTalk 1500
MNationalTalk 2500

(= PrepaidTalk 50

rrrrrrrrrw

= FamilvTalk 1000/2000
(= FamilvTalk 1500/3000

= FamilvTalk 2500/Unlimited
(= Advanced Wireless Package

*SetID [COMO1 @,
Catalog ID 2
*Catalog Name [Service Plans @,

Catalog Description |Service Flans @@
*Status| Active w |
*ChannellAII v|

*Begin Date [02/10/2002 Ei

End Date[12/31/2059 Ex

*Display Template |370J Catalog 3x3 &ll options
Advisor Dialog |CEIIuIar Service Plans @

Region Based
Fopulate Catalog | B Clone This Catalog

B

Catalog Image

Upload

Delete

Product Catalog page

Catalog Tree Details

Y ou can expand foldersin the catalog tree as follows:
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» Expand the main Catalog folder in the catalog tree to display subfolders for products.

» Expand the Products folders to see individual products in the catalog.

Each folder in the tree has alink associated with it. Inside the Products folder are links for individual

products.

+ Clicking the Catalog link refreshes the tree display.

» Clicking the Products link accesses the Product Definition component and lets you define products
(logged on users must have access to the product definition to do this).

» Clicking the link of any individual product accesses the product definition of the selected product.

Catalog Details

Catalog ID

Catalog Name and
Catalog Description

Channel

Begin Date and End
Date

Display Template

If you are adding a new catalog, the system asks you to enter a SetlD and Catalog
Identification Number before you access this page.

If the catalog number already exists, the system displays this message: The value
you tried to add already exists. Sdlect it below if you'd like to update it, or specify
anew value in the fields above.

To create anew catalog, enter anumber in the Catalog I dentification Number
field that does not already exist. Catalogs do not use the PeopleSoft CRM
autonumbering feature.

Enter aname for the catalog. This name will appear in the catalog list. You can
make the description appear on the catalog display page by selecting Show Long
Description on the Display Template page.

Select which channels to use to define access to catalogs. Vaues are:

All: Select if the catalog will be accessed externally using the web as well as
internally (for example, by CSRs).

Internal: Select if the catalogis for internal use only.

Web SS (web self-service): Select if the catalog isfor external access using the
web (for example, by customers who are purchasing products or services through
a self-service transaction).

Note. The channel that is being accessed depends on the portal that is being
browsed. As delivered, the customer portal is considered external, and the
employee portal is considered internal .

Enter dates that specify the period during which the catalog is active.

Enter adisplay template to control the layout of products as well asthe
information and options that appear in the catalog. Y ou can override the display
template on the Security Membership page, per membership.

Note. You must first define the display templates using the Catalog Template
Setup component.
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Region Based

Populate Catalog

Clone This Catalog

Catalog Image

Upload

Delete
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Associate a PeopleSoft Real-Time Advisor dialog with the catalog. When you
associate a dialog with a catal og, users see a Go to Product Advisor link that
launches the Advisor. Dialogs can be based on different catal og-user
combinations, so that different dialogs can be targeted to different users. You can
define adefault dialog at the catalog level aswell as an optional dialog at the user
level on the Security Membership page, per membership.

Note. PeopleSoft Real-Time Advisor dialogs are a series of questions and
answers that constitute a recommendation experience. Advisor recommends
products based on a user's responses. These responses can be weighted by the
Advisor engine to emphasize certain recommendations over others based on user
segments. In PeopleSoft Order Capture Self Service, users can add products or
services recommended by Advisor to their shopping carts. If users exit an
Advisor dialog, they are returned either to the catalog page in the self-service
application or to the Order Capture entry form (in the case of the CSR).

Select if the catalog isregional (sensitive to the geographical area of the user).
When users accesses regional catalogs, they are prompted for aregion, which
could be the zip code of the ship-to area of service or installation, a state, a city
name, or some other location, depending on how you define regions during
implementation. Thisinformation can be used to dynamically hide productsin
the catalog that are not available in a particular area.

Note. To define the regions in which specific products are available or
unavailable, use the Regions Page in the Product Definition component. Product
Sales regions are used for product filtering.

Note. Y ou can aso attach regional restrictions at the user level as opposed to the
product level. Geographic regions are used for user associations. To enforce
regional restrictions use the security membership setup. For example, a
membership might include all customers in the Southeast region.

Click to populate cached information on which the tree in the left pane of the
page is based. The tree refreshes automatically with the new information based
on the catalog refresh.

Note. Thisbutton callsthe RO_CAT_PUSH1 Application Engine program,
which populates the cache tables storing catalog data.

Click to access the Clone a Catal og page and clone the current catalog.

Click to upload an image to represent the catalog. Y ou determine whether this
image appears in online catalogs on the Display Template page.

Click to delete the image.
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Cloning Catalogs

Access the Clone a Catalog page (click the Clone This Catalog link on the Product Catal og page).

Create Catalog

Clone a Catalog

Original Catalog Information

SetID CoMO1 Catalog to be cloned 2

Cloned Catalog Information
MNew Catalog ID Include these for clone

Product Associations

*Statusl Active

V| Security Memberships
*Begin Date [02/10/2002 El Featured Products
*End Date[12/31/2099 Bl Mested Catalogs
*Description |Ser\-'ice Flans @
Long Description |Service Flans @

Clone Catalog

Clone a Catalog page

Original Catalog Information

Catalog to be cloned Displays the name of the catal og that is being cloned.

Cloned Catalog Information

New Catalog ID Displays the new ID that the system assigns to the cloned catalog once you click
Clone Catalog.

Begin Date and End Enter dates that specify the period during which the new catalog is active.

Date

Description and L ong Enter a description, which appears in the catalog list. Y ou can make the long
Description description appear on the catalog display page by selecting Show Long
Description on the Display Template page.
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Include these for clone

Product Associations Select to save al of the product associations from the original catalog to the new
catalog.

Security Memberships  Select to save all of selected membership lists from the original catalog to the
new catal og.

Featured Products Select to save all of the featured product rules from the original catalog to the
new catal og.

Nested Catalogs Select to save al of the nested catal ogs from the original catalog to the new
catalog.

Defining Product Associations

124

Access the Product Association page (Catalog Management CRM, Catalog Definition, Product Association).

Product Catalog Security Membership MNested Catalogs Featured Products Recommendation
Description Service Flans Catalog ID 2
]

+ —

From Product ID 04 To Product ID OJ J J
Product Brand 04 Product Group OJ
Product Category WIRELESS 04 Service/Product -

Attribute Name 04 Attribute Label

Attribute Value Orderable By All -

Product Association page

Note. Y ou should populate the catal og by clicking the Populate Catalog button on the Product Definition
page after defining product associations.

From Product ID and To Enter product IDsto link products to catalogs by direct association. To link an

Product ID individual product rather than arange of products to a catalog, enter the specific
product ID in the From Product ID field and leave the To Product ID field blank.
Create new rows for each product or product range that you want to associate
with the catal og.

Product Brand Enter abrand to create a business rule association based on that brand. For
example, you could select only Brand A product for inclusion in a catal og.

Note. Define brands on the Product Brand page.
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Product Group

Product Category

Attribute Name and
Attribute Value

Attribute L abel

Service/Product

Orderable By

Creating Catalogs

Enter a product group to create a business rule association based on that group.
For example, you could include in the catalog all products in the product group
Dishwashers.

Note. Add products to product groups on the Product Groups page in the Product
Definition component.

Enter a product category to create a business rule association based on that
category. For example, you could include in the catalog only products that fall
within the category Trains.

Note. Define product categories on the Product Category page.

Enter an attribute name on which to base a business rule association, and enter
the attribute value. For example, you could use the Material attribute to select
itemsfor inclusion in a catalog and specify that you want to include all products
in the product group Shoes that are made of 100 percent leather (in this case, the
attribute value would be Leather).

Note. Define attributes using the Attributes component. Only attributes that are
associated with products are available here. Associate products with attributes on
the Attributes page in the Define Products component.

Displays the description of the chosen attribute.

Enables you to create a business rule association based on the definition of
products as Service or tangible type Products.

Note. Define products as service or tangible type products on the Definition page
in the Product Definition component.

Select avalue to create a business rule association based on whether a product is
universally available or available only to businesses or consumers. For example,
you may want the catal og to include only products selected for businesses.
Values are:

All: Select to include products in the catalog that are available to both customers
and businesses.

Consumer: Select to include products in the catalog that are available to
consumers.

Business: Select to include products in the catalog that are available to
businesses.

Note. Set the Orderable By status of products on the Definition page in the
Product Definition component.

Conditional Clauses in Business Rule Associations

When you create business rule associations on the Product Association page, the conditionsin the rule can be
related to one another in one of two ways.
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Using and operators

When conditions are joined by and operators, all individual conditionsin the rule must be met before a
product can be included in a catalog. For example, if you specify that the product brand Company X
should be included in the catalog and that within this brand, only products in the product category Laptop
Computers should be included, you are defining a rule based on an and operator. In this example, the
product must be both a Company X brand and a laptop to be included in the catalog.

Using or operators

When conditions are joined by or operators, only one condition in the rule must be met before a product is
included in a catalog. For example, if you specify that any product with the product brand Company X
should be included in the catalog, as well as any computer in the product category Workstation (regardless
of brand) should be included, you are defining arule based on an or operator. In this example, if the
product is either a Company X brand or aworkstation, it will beincluded in the catalog (only one
condition needs to be satisfied).

To associate conditions within arule using the and operator, define all the conditions as part of the same
scroll or row. For example, assume that you want to include only Company X workstationsin a catalog. To
do this, enter a product brand of Company X (condition 1) and a product category of Workstation (condition
2), but do not create a new row for each condition.

To associate conditions using the or operator, define each condition on a different scroll or row. For example,
assume that you want to include all Company X products in the catalog (condition 1), aswell as any
workstation, regardless of brand name (condition 2). To do this, enter a product brand of Company X, create a
new row on the Product Association page (click the Add Row button), and define the second condition by
enter a product category of Workstation.

Setting Up Security Memberships

Access the Security Membership page (Catalog Management CRM, Catalog Definition, Security

Membership).
FProduct Catalog Product Association Mested Catalogs Featured Products Recommendation
Description Service Plans Catalog ID 2
Bl
Membership View Details Priority Advisor Dialog Display Template
All Customers View Details Cellular Service Flans e 3/ E
All Persons View Details e @ E
Add Membership
Security Membership page
Note. If you do not define a membership list, no one will have access to the catalog.
Membership Displays membership lists that are associated with a particular catalog.
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View Details Select to view the membership details.

Priority Enter a number to indicate the order or priority in which you want the advisor
dialogs and display templates to appear. For example, if advisor dialogs and
display templates were defined for three different membership lists and a user
belonged to more than one membership list, then the number you enter in this
field would determine which advisor dialog and display template an agent would
use in conjunction with the catal og.

Advisor Dialog Enter a PeopleSoft Real-Time Advisor dialog to override the default dialog that
is selected at the catalog level (on the Product Catalog page). This dialog applies
to users who meet the access requirements that you define.

Note. Advisor dialogs belong to PeopleSoft Real-Time Advisor.

Display Template Enter a display template to override the default template that is selected at the
catalog level (on the Product Catalog page). This template applies to users who
meet the access requirements that you define.

Add Membership Select to add a new membership to the catalog security.

See Also

PeopleSoft Enterprise CRM Real-Time Advisor 9.1 PeopleBook

Defining Recommendations

Access the Recommendation page (Catalog Management CRM, Catalog Definition, Recommendation).

FProduct Catalog FProduct Association Security Membership MNested Catalogs Featured Products

Description Service Plans Catalog ID 2

[]show Recommendation

Display Template Q@

Recommendation page

Recommendation Detail

Show Recommendation Select to show recommendations at runtime when users are looking for products
on the Find Products page.

Display Template Select adisplay template to be used for presenting recommendations.
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See Also

Chapter 9

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

Templates'

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working With Order Capture Self

Service," Selecting Products

Creating Nested Catalogs

Access the Nested Catal ogs page (Catalog Management CRM, Catalog Definition, Nested Catalogs).

Product Catalog FProduct Association Security Membership Mested Catalogs Featured Products Recommendation

Description Service Plans

Catalog ID 2

Nested Catalogs Find | View All First K3 1of 1 L3 Last
[+l [=]
*Catalog ID| C% Comment &
Description
Begin Date 08/26/2009 El
End Date |12/31/2099 El
Nested Catalogs page
Catalog 1D Enter the ID of the catalog that you want to nest within the main catalog that
appears at the top of the page.
Begin Date and End Enter the dates for which the relationship between the nested catalog and the

Date main catalog isvalid.

Identifying Featured Products
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Access the Featured Products page (Catalog Management CRM, Catalog Definition, Featured Products).

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




Chapter 9 Creating Catalogs

FProduct Catalog Product Association Security Membership MNested Catalogs Featured Products Recommendation

Catalog Information

Description Service Plans Catalog ID 2
Featured Product Lists Find | View All First K 10f1 I3 Last
#H[=]
Product IDlTELDDDDD4 Qﬁ Product Brandl Q
Product Categnrvl @, Product Gruupl @,
Attribute Namel Qﬁ Attribute Label
Attribute Valuel Service/ Pruductl b |
Featured Product Dates
Begin Date|10/13/2002 B End Date|12/31/2099 [5]

Featured Products page

Note. A product cannot be featured in a catalog until you associate it with the catalog on the Product
Association page. Only after you establish the association can you mark the product as Featured.

Featured Product Lists

Product ID Enter aproduct 1D to define that individual product as a featured product. Create
anew row for each product that you want to feature.

Product Brand Enter a brand to create a business rule for featuring products based on that brand.
For example, you could select all NIKE, Inc. products as featured products.

Note. Define brands on the Product Brand page.

Product Category Enter a product category to create a business for featuring products based on that
category.

Note. Define product categories on the Product Category page.

Product Group Enter a product group to create a business rule for featuring products based on
that group.

Note. Add products to product groups on the Product Groups page in the Product
Definition component.
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Attribute Name and
Attribute Value

Attribute L abel

Ser vice/Product

Chapter 9

Enter an attribute name on which to base the business rule, and enter the attribute
value. For example, Material is an attribute that you could use to define featured
items; you could specify that you want to feature all products in the product
group Shoes that are made of 100 percent leather (in this case, the attribute value
would be Leather).

Note. Define attributes using the Attributes component. Only attributes that are
associated with products whose group usage type is Information are available
here.

Note. Associate products with attributes on the Attributes page in the Define
Products component.

Displays the description of the chosen attribute.

Enables you to define a business rule for featuring products based on the
definition of products as Service or tangible type Products.

Note. Define products as service or tangible type products on the Definition page
in the Product Definition component.

Searching Catalogs

This section provides an overview of product searches and discusses how to search products.

Understanding Product Searches

130

Y ou can initiate product searches and access product data from different locations in PeopleSoft CRM:

»  Customer registry users can run searches by clicking the Find Product link.

« Employeeregistry users can launch a catalog search by navigating to PeopleSoft Order Capture, Find

Products.

Oncein acatalog, users can access PeopleSoft Real-Time Advisor.

« Employee or customer users can personalize the PeopleSoft CRM portal by adding a product search
pagelet to their home page (if the PeopleSoft Portal Pack isinstalled).

» In PeopleSoft Order Capture, CSRs can access product data and run catalog searches from the Entry form
to obtain up-to-date information about products or services before they enter an order or a quote.

CSRs can copy products from the search results back to PeopleSoft Order Capture and use Real-Time
Advisor to retrieve catalog data.

« In PeopleSoft Order Capture Self Service, you can link to product detail pages from order lines and access
both catalogs and PeopleSoft Real-Time Advisor.
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Page

Creating Catalogs

» From Lead and Opportunity components in PeopleSoft Sales, users can navigate to Find Products and
perform keyword searches for products.

Users can then use the product comparison tool to access product details and copy products from the
search results back to PeopleSoft Sales.

Product Search Setup

PeopleSoft CRM uses the Verity search engine to run searches against flat files called search collections.
These files store data that is derived from the same database cache tables that are loaded when you build and
populate the catalog. Before you can search a catalog, you must:

1. Populate the catalog cache tables.

2. Create the search collection.

See PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search
Collections."

Search Results

When search results are returned, the user can navigate into product details and compare up to three products.
When used with the internal order capture, Lead and Opportunity components, users can select products and
copy them back into the Calling component.

Used to Search Catalogs
Page Name Definition Name Navigation Usage
Find Products RX_PROD_SRCH Orders and Quiotes, Find Search productsin one or

Products, Find Products more catal ogs.

Searching Products

Access the Find Products page (Orders and Quotes, Find Products, Find Products).
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Search

Find Products

Catalog | All Catalogs
Keywords

Region ID

Advanced Search Search Tips

C1 - Multilevel Catalog

First | Previous | Mext | Last | Left | Right
£3 - Service Plans

£3 - Phones

- Wireless Products and Services

£3 - wireline Preducts and Services

£3 - Broadband Products and Service
£3 - ATM/Frame Relay

Find Products page

Basic Search

A basic search enables you to search catal ogs based on selection criteria that you enter in the Catal og,
Keywords, and Region ID fields.

Catalog

Keywords

Region ID

Search

Search Tips

132

Select the name of the specific catalog that you want to search, or select All
Catalogsto run aglobal search.

Enter the keyword or keywords to use in the search. The search looks only in the
catalog that you select (or in all catalogs) and looks for keywords across all fields
in the search collection.

Note. If you enter multiple keywords, the search treats these as an exact phrase.
For example, if you enter red bike, the search would not find blue bike with red
trim.If you want the search to treat multiple keywords independently, you must
separate them with a Boolean operator such as and or or. For example, to find all
occurrences of red and bike, enter red and bike in the Keywords field.
Conversely, to find al occurrences of red or bike, enter red or bikein the
Keywords field.

Select a Region ID to narrow the search criteria.

Click the Search button to initiate a search.

Note. Pressing the Enter key after entering a keyword will not initiate the search.

Click to get tips on how to narrow or broaden the searches using the Keywords
field or to get tips on advanced searches.
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Advanced Search

Advanced searches enable you to enter the same search criteriaasin a basic search and more.

Description Enter a keyword to search only the description field for this value.

Product ID Enter a complete ID to search only the product ID field for this value.

Brand Select abrand to search only the product brand field for this value.

Match On Select the relationship between the elements of the advanced search. Vaues are:

All Criteria (AND): Select to relate advanced search criteriato one another using
the and operator. All of the search criteriathat you define (description, product
ID, and brand) must be satisfied for the search to return a product.

Any Criterion (OR): Select to relate advanced search criteriato one another using
the or operator. Only one of the search criteriathat you define (description,
product ID, or brand) must be satisfied for the search to return a product.

Note. Match On options apply only to advanced search criteria. The elements of
abasic search (catalog and keyword) are always linked together by an and
operator. Similarly, the relationship between basic and advanced search elements
is always based on the and operator.

Search Click to initiate a search.

Note. Pressing Enter after entering a keyword does not initiate the search.

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved. 133






Chapter 10

Tracking Installed Products

The chapter provides overviews of installed products, multilevel installed products, installed assets, and
hardware asset information mapping and reconciliation and discusses how to:

» Define creation and update rules for installed products.
« Configureinstalled product display options.

»  Set up treesfor installed products.

«  Copy trees.

« Configureroles.

«  Set up product registration.

+ Manageinstalled products.

» View installed product hierarchies.

« Map and reconcile asset information.

Understanding Installed Products

This section discusses:

« How installed products are used.

» How installed products are created and updated.

« System-created service orders for installed products.
«  Warranty activation on installed products.

» Hierarchical views of installed products.

» Service activation of pre- and post-paid accounts.

» Useof display templatesin the installed product component.
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How Installed Products Are Used

Installed products track the products (physical items or services) that are installed at a customer's site or
issued to an internal worker. In PeopleSoft Support and PeopleSoft Integrated FieldService, you specify
installed products in agreement lines to control the availability of these lines to the specific set of products.
Installed products determine whether warranties are involved in the entitlement search when installed
products are referenced on cases or service orders. Agents can reference installed products (assets) that are
defined in PeopleSoft HelpDesk to determine what equipment is issued to an employee and the location of the
equipment.

An agreement can also be an installed product. Agreements define the price of services or support offerings
that are covered by the agreement, and the price of the agreement itself. Y ou can define three types of
agreements:

« Field service agreements specify what products in which customer sites are entitled to the service that is
selected in each agreement line.

»  Support agreements reference products on agreement lines.

Similar to field service agreements, support agreements may define customer sites that are entitled to
support offerings. Alternatively, support agreements may contain alist of contacts who are entitled to
reguest the support offerings listed on the agreement lines.

» Help desk agreements represent an agreed upon level of service that an organization providesto its
employees.

Note. Only external or site-based agreements (non-help desk) can be represented by an installed product.
Using an installed product to represent an agreement is a special case scenario that allows PeopleSoft
Order Capture usersto order an agreement in addition to aregular product, since both can be represented
asinstalled products.

How Installed Products Are Created and Updated

136

Y ou can manually create and maintain installed products for most products that are listed in the system using
the Installed Products component. Use the Product Definition - Installed Product page to define rules that
govern when installed products are automatically created and updated.

Note. If you are using the Communications solution, installed products cannot be created manually through
the Installed Product pages. Y ou must create installed products for communications through other business
processes, such as PeopleSoft Order Capture and PeopleSoft Order Management.

Y ou can configure the system to create installed products or update the status of installed products when:

« Orders are placed using PeopleSoft Order Capture or PeopleSoft Order Capture Self Service.

» The CRM system receives automatic shipping notification (ASN) messages from another system, such as
PeopleSoft Order Management.

» Materia usage and removal transactions are recorded using the Service Order component in PeopleSoft
Integrated FieldService.
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Note. The system automatically creates installed products with the status of Installed for products that are
newly registered using the Product Registration component. For registered products that already have
installed products, the system does not update the installed product status. Based on how the administrator
configures the Product Registration page (for example, what fields are available and whether they are
editable), users can update installed products as they complete the registration.

At theinstallation level, you can define two sets of installed product creation and update rules that the system
uses as default values for the Product Definition - Installed Product page: one set for those products that
require a service order for installation and another set for those that do not. At the product definition level,
however, you can have only one set of rules

When you set up these rules for installed products using the Product Definition component, you can click the
Apply Defaults button on the Installed Product page to populate the appropriate default rules. While you can
modify the default rules for specific products, you can also update the configurable default values (used
across al products) on the Installed Product Defaults page under Set Up CRM, Install, Product Options.

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up Customer Self-
Service," Setting Up Product Registration.

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, "Working with Customer Self-
Service Transactions," Registering Products.

See Chapter 10, "Tracking Installed Products," Defining Creation and Update Rules for Installed Products,
page 164.

Rules for Installed Product Status

Y ou can configure the system to set the status of installed products that it creates or updates to one of three
values. Pending,Installed, or Shipped. Typically, implementations suggest these rules, but you can configure
them for your own business processes.

For a product that requires a service order for installation:
»  Whentheinstalled product is created after submitting an order, set the status to Pending.
If asubsequent ASN message is received, update the status to Shipped.

«  Whentheinstalled product is created as aresult of the receipt of an ASN message, set the status to
Shipped.

»  When amateria usage transaction (recorded on the Order Materials component) resultsin a creation or
update of the installed product, set the status to Installed.

For a product that does not require a service order for installation:
+  Whentheinstalled product is created on order capture, set the status to Pending.
If asubsequent ASN message is received, update the status to Installed.

«  Whentheinstalled product is created as aresult of the receipt of an ASN message, set the status to
Installed.
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Note. If aproduct does not require a service order for installation and a rule has been established for ASN
receipt that sets the status to a value other than Installed, you must manually set the status of the installed
product to Installed when appropriate.

Y ou may want to set up rules that require manual intervention for business processes that require an action or
response from a customer. For example, suppose that you ship a product that requires some type of
installation, such as setting up a persona computer that the customer performs. When the customer compl etes
the installation process, he or she can contact you to update the record.

See Also

Chapter 7, "Setting Up Products,” Managing Product Relationships, page 96

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Managing Orders and Quotes"
PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Ordering and Receiving Materials'

PeopleSoft Enterprise Order Management PeopleBook

System-Created Service Orders for Installed Products

When defining products using the Product Definition component, you can indicate whether an installed
product requires a service order to complete installation. When a user places an order for the installed product
in PeopleSoft Order Capture or Order Capture Self Service, component interfaces enable the system to stage a
service order for the specified installation service in PeopleSoft Integrated FieldService.

When the status of the installed product or group of records that is associated with the ordered product is
updated to Shipped (that is, when the ASN shows that the corresponding order line has been completely
fulfilled), the system automatically generates a service order using the information that is defined for the
specified installation service.

Theinitial status of the system-created service order is Open, with all associated service order activities set to
Open - Hold Assignment.

If you enable automatic technician assignment and the system has successfully assigned a provider group and
group member to the service order, the status of service order activities that are assigned with techniciansis
set to Open - Assigned.

When an order for multiple installed products that require installation is saved in PeopleSoft Order Capture or
Order Capture Self Service, the system creates one service order for each product-site combination on the
order.

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Order Capture
Business Projects’

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, " Creating and Managing Service Orders’

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



Chapter 10 Tracking Installed Products

Warranty Activation on Installed Products

Y ou can define or update warranties using the Warranties component under Customer Contracts CRM,
Agreements. Associate an item with awarranty on the Item Definition page under the Items CRM, Inventory
Item Definition.

When a user creates acase or service order for a customer's installed product, the system first checks for
entitlements that are associated with a valid warranty on the customer'sinstalled product before searching for
entitlements on an agreement.

When you create an installed product using an item that is associated with a warranty, the system activates the
associated warranty and cal cul ates the warranty duration using information from both the warranty and
installed product.

Note. The system can calculate the warranty duration for an installed product only if the appropriate process
updated the base date that is used to calculate the warranty's start date.

For example, suppose that the warranty is defined to start upon shipment but no ASN (shipment) status
update rules are defined for the product. In this case, the installed product is created at order time, with an
order date but no shipment date. The warranty is associated with the installed product at order time, but no
warranty dates are popul ated.

In this scenario, auser must manually update the installed product's warranty start and end dates for the
warranty information to appear in entitlement matches. However, if the product has ASN status update rules
defined, the system automatically records the ship date and the warranty start and end dates on the installed
product as soon asthe ASN is processed for the product.

If necessary, you can manually update the warranty status and coverage period on the installed product using
the Installed Products component.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up and Managing
Agreements and Warranties'

Hierarchical Views of Installed Products

In PeopleSoft CRM, you can establish parent-child relationships between installed products and display them
graphically from several pointsin the system. This functionality can be implemented to support awide range
of business needs, including the ability to view the associated parent assembly or subcomponents for agiven
installed product, view the geographic locations of specific network components, or view the components of a
customer's service package.

Hierarchical Relationship Creation

Y ou can manually define relationships between installed products using the Installed Products component.
For agiven installed product, you specify the installed product of the parent product to establish a parent-
child relationship. When two installed products reference the same parent record the system creates sibling
relationships.
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The system automatically defines the relationships for installed products that are created when product
packages are ordered in PeopleSoft Order Capture or Order Capture Self Service. The system automatically
defines relationships for orders of static kits that originate in PeopleSoft Order Management.

For both package and static kit orders, the system creates installed products for each of the productsin the
package or static kit that are defined asinstalled products. If a product in a package or static kit is not defined
asaninstalled product, the installed product hierarchy does not display that product.

For example, suppose that a parent product is defined as an installed product, the child product is not, and the
grandchild product is. When the package is ordered, the system creates records for only the parent and
grandchild rows and establishes a parent-child relationship between them.

How Hierarchical Relationships Are Viewed

Once you define the appropriate relationships, users can view them graphically in atree format by accessing
the Installed Product Hierarchy page. In PeopleSoft CRM, you can access this page from pages and page
toolbars in these components:

+ Installed Product

«  Service Order

» My Service Order

»  Support Case

» HelpDesk Case

*  RMA (return material authorization) Form
« Site (under Customers CRM)

» Product Registration Installed Assets

« Search Installed Products and Services
» Search Installed Assets

+  Customer 360 Degree View

»  Worker 360 Degree View

»  Order Capture Entry

» Self-Service Accounts

« Sdf-Service View Services

» Self-Service Support Case

» Self-Service HelpDesk Case

Note. For cases that you access from the corresponding Case components, the View Hierarchy button (which
you click to access the Installed Product Viewable Hierarchy page) is not available if the business unitsto
which they belong are associated with call center configuration templates that are set to hide installed product
information.
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The system filters the installed products that appear in the viewable hierarchy using the name of the customer
or internal worker, site, account, product, and department values that are available on the page from which
you accessed the viewable hierarchy.

For example, if you access the viewable hierarchy from a page where customer and site fields have values,
the system returns all of the installed products for the specified customer and site. If you access the viewable
hierarchy from a page where the customer and product fields have values, the system displays all of the
installed products for the specified customer and product.

This table summarizes the installed products that are returned for specific field values:

Field Value on Source Page Installed Products Returned

Site All installed products for the specified customer or internal worker
and site plus any related parent, sibling, or child installed products.

Note. Not valid for PeopleSoft HelpDesk.

Product All installed products for the specified customer or internal worker
and product ID plus any related parent, sibling, or child installed
products.

Department All installed products that match the specified customer or internal

worker and department plus any related parent, sibling, or child
installed products.

Account All installed products that match the specified customer and account
plus any related parent, sibling, or child installed products.

On the Installed Product Hierarchy page, the system lists the filter criteria values that are used to select which
installed products to display. Initialy, the system displays all records for all statuses. By default, the system

also displays the immediate family relationships—parent, sibling, or child—for each installed product that is

returned. Y ou can modify theinitial display to view records that match a specific status. Y ou can aso elect to
filter the family relationships and view only those records that meet the filter criteria on the source page.

Additional runtime filters, other than Status as mentioned previously, exist. Installed Product ID and Product
are always shown, whereas the other filters are configurable using the Tree Set Up component.

Thesefiltersinclude:

« Instaled Product ID

e Product

- Site

» Account

»  Department
o Status
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Note. Asdelivered, the installed product hierarchy supports the display of multilevel installed products for
the communications vertical solution (setlD=COMO01).

See Also

Chapter 7, "Setting Up Products," Managing Product Relationships, page 96

Service Activation of Pre- and Post-Paid Accounts

PeopleSoft Enterprise Bill Presentment and Account Management enabl es users to manage both pre- and
post-paid accounts. Y ou can also retrieve current billing and account status information on prepaid accounts
from athird-party billing vendor.

Prepaid services are paid for before usage. For example, customers may pay in advance for wireless services
that will be consumed later. Post-paid customers pay after the wireless service is consumed. Post-paid
customers usually have a monthly billing cycle and require credit verification.

To activate these services, use the Service Management Order component in PeopleSoft Order Capture. The
system uses the Activate table (RO_ACTIVATE) to hold activation details associated with an activated
Service Management Order. It also uses the Capture component interface to load the Service Management
Order with the installed product that is being activated. The system transfers control to the Service
Management page and loads the new Service Management Order. Y ou can navigate to the component by
selecting the Activate Services link from the 360-Degree View page when the system displays a
communications customer.

See Also

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

Use of Display Templates in the Installed Product Component
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The Installed Product component (RF_INST_PRODUCT) supports the use of display templatesin controlling
its appearance and behavior for avariety of business needs. At the setID level, you can specify a display
template for each of the installed product types (that is, installed product, installed service, installed
agreement, and installed agreement), which is used to control, among other things, the visibility of pages,
sections, fields and labels of the component.

See Also

Chapter 10, "Tracking Installed Products," Specifying Display Templates for Installed Product Types, page
172

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, " Configuring Display
Templates," Understanding Display Templates
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Understanding Multilevel Installed Products

Multilevel installed products track multilevel product bundles that customers purchased and installed. After a
customer has placed an order for amultilevel product bundle (for example, a contract that includes mobile
phone, broadband internet, and cable TV services) and the order has gone through the fulfillment process
successfully, amultilevel installed product is created if the multilevel product bundleis set to track as
installed product in its product definition. It can be used to perform service requests for the multilevel product
bundle in service management orders.

Important! Multilevel installed product is aterm that is used throughout this documentation to refer to
installed products (in most cases of type service) that are created for multilevel product bundle components.
Theterm is used to differentiate installed products for multilevel product bundles from those that are created
for non-multilevel products, and it is not a new type of installed products that is supported in the CRM
system.

Asdelivered, multilevel product bundles and multilevel installed products are enabled in the ordering and
service management processes for the communications industry. This functionality can be extended to other
industries and solutions through customizations.

Multilevel installed products are modelled after installed products, and they behave similarly to alarge extent.
However, they differ in anumber ways because each of them ultimately supports different product types
(multilevel product bundles versus non-multilevel products), for example:

« Multilevel installed products support the storing of peer-to-peer linkage (known asinstalled links)
between installed products as they relate to one another in a product hierarchy. The system displays these
installed links that pertain to amultilevel installed product in the Links Summary page.

» Additiona page fields appear to show information that pertains to multilevel installed products. Similarly,
page fields that are irrelevant to multilevel installed products are hidden.

More information is available in the Managing Installed Products section.

See Chapter 10, "Tracking Installed Products," Managing Installed Products, page 185.

» Both multilevel and non-multilevel installed products for the Communications solution cannot be added
to the system manually using the Installed Product component. They are aways created by the ordering
process and updated through service requests. Installed products can be created manually for setlDs that
are not Communi cations-specific.

« Thehierarchy viewer, when displaying the structure of amultilevel installed product, can show the entire
description of all components within the bundle, including the installed product 1D, the product
description, and the component type. The viewer can be scrolled both vertically and horizontally so that
users can see a complete picture of the multilevel installed product hierarchy.
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» Similar to installed products for non-multilevel products, multilevel installed products can be accessed in
the activities tree from the Customer 360-Degree View. From the Installed Product node, you can view
customer multilevel installed products by status or look them up using the search page. When multilevel
installed products appear on the right-hand side of the page on the dynamic grid, they are represented by
their top-level installed services. When you select atop-level installed service, the system populates the
grid with the immediate descendents of the selected installed service. The dynamic grid supports the
display of thefirst two levels of multilevel installed product structures.

Y ou cannot add installed products (multilevel and non-multilevel) manually from the Customer 360-
Degree View for the Communications solution.

Installed Links

144

Aninstaled link is arelationship between two multilevel installed product instances after the completion of
the ordering process. It is used to maintain the relationship type and connection information between the
installed product pair.

Installed links are directional; within any given installed link type, two relationship types are available to
further describe the association based on the perspective from which the linkage is being viewed. Suppose
that installed product X (parent) islinked to installed product Y (child) through the Child Of installed link
type. If thisrelationship is viewed from the perspective of installed product X (on the Links Summary page of
the Installed Product component for X), the system displays Is Parent Of as the relationship type between
installed products X and Y, clarifying the role each installed product playsin theinstalled link. Similarly, if
thisrelationship is viewed from the perspective of installed product Y, the relationship type between the two
becomes Is Child Of.

During the service management process, installed products may demonstrate different behavior based on the
type of installed links with which they are associated. For example, if you remove an installed product
(source) and it is linked to another installed product (target) through the Brings and Removes relationship, the
target installed product is removed automatically after the configuration is validated and submitted. Now, if
the target installed product is brought by a newly added product in the configuration session as a result of
satisfying a brings and removes rule condition, then the target installed product is retained. The brings and
removes installed link with the removed source installed product is disconnected and a new installed link with
the new source product is created after the installation of the new source product.

Like installed products for the Communications solution, installed links are created and managed through the
execution of these BPEL business processes.

e Communication New Order Process

» Change Service Process

« Service Management Activate Service Process

»  Service Management Disconnect Service Process
«  Service Management Suspend Service Process

»  Service Management Resume Service Process

» Convergent Order Synchronization Process

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Order Capture Delivered
Business Processes and Web Services," Delivered Business Processes.
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For some configuration rules, such astherelies on rules, the validation logic is based on information stored in
installed links.

Installed links are created only for product relationships that have the Installable option enabled on the
Product Relations Codes page. As delivered, they are:

« Child Of

« Bringsand Removes

« Sdls
« ReiesOn
Child Of

A Child Of installed link connects two multilevel installed products (both commercial components) that are
related in the same multilevel product bundle—one being the parent of the other.

The system uses thisinstalled link to track information about the previous parent of acommercial offer in the
case where the commercial offer is reparented as aresult of a migration action in a service management order.
The parent reference in the installed product record is used to keep information on the current parent of the
installed product.

Brings and Removes

A Brings and Removes installed link connects two multilevel installed products (both commercial
components)—one being added to product configuration due to the selection of the other, and the addition is
based on the execution of a Brings and Removes rule. In this relationship, the source installed product is the
one that was originally selected in the configuration, and the target was selected automatically in the
configuration as aresult of a Brings and Removes rule.

Example of aBrings and Removes installed link:

Mobile Service Offer (a commercia component) Brings and Removes MM S Service Offer (a commercial
component).

If a customer removes the Mobile Service Offer in a service management order, the MMS Service Offer is
automatically removed in the configuration because of its brings and removes relationship with the Mobile
Service Offer.

Relies On

Relies Oninstalled links can be used to represent a number of relationships between installed products. A
Relies Oninstalled link can connect:
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« Two installed products (both functional components or both commercial components)—one being the
prerequisite of the other. In this relationship, the source installed product depends on the target installed
product and cannot exist without it. Installed links can be established between functional installed
products that are part of the same or different multilevel installed products.

Here is an example of this Relies On installed link: Broadband Unlimited Relies On Broadband
Subscription.

If acustomer wants to remove the Broadband Subscription multilevel installed product in a service
management order, he or she must also remove the Broadband Unlimited product because its existence
depends on the presence of the Broadband Subscription product. Alternatively, the customer must link the
Broadband Unlimited product to a different Broadband Subscription product to meet prerequisite
requirement, otherwise, the configuration session becomes invalid.

« Twoinstalled products (both functional components or both commercial components)—the sourceisa
group offer and the target is a member of the group offer. In this relationship, the target installed product
uses the resources of the source installed product with other members.

Here is an example of this Relies On installed link: Mobile Line Relies On Shared Phone Directory

If a customer wants to remove a multilevel installed product that uses a group offer or disconnect thistype
of ReliesOn installed link, he or she needs to modify the multilevel contract of the group offer, rather
than the contract in which the member of the group offer resides. To do so, create a convergent order and
select the multilevel contract of the group offer. Remove the Mobile Line installed product or disconnect
theinstalled link. Removing the Mobile Lineinstalled product directly from the configuration in a service
management order invalidates the product configuration due to the presence of the Relies On installed
link.

Sells

A Sdlisinstalled link connects an installed product of acommercial component to an installed product of a
functional component. The commercial installed product must belong to a component type that is marked as
Link to Functional, which is atomic offer as delivered in the system.

Example of a Sdlsinstaled link:
LiveBox Offer (an atomic offer) Sells LiveBox (afunctional component)

When a customer has purchased a LiveBox functional product through the LiveBox Offer, these two installed
products are related through the Sellsinstalled link, creating a commercial-functional pair.

Creation of Installed Links
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When installed links are first created (as part of order or service management order fulfillment), they are set
in the Pending-Connection status along with the creation (or update) of their related installed productsin the
installed product creation phase of a BPEL business process. In the case of convergent orders in which
products in one child order relate to products in another child order, installed links for these products are
created in the Pending-Connection status as soon as the first child order reaches the installed product creation
phase. For an installed link to be created in the Pending-Connection status, only one of its two installed
products needs to be available, as the product ID information that is available in the installed link is sufficient
for validating configuration rules for the installed link in configuration sessions. When the second order
reaches the installed product creation phase, validation is performed to check if theinstalled link is already
created to avoid duplication.
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For convergent orders that have child orders and installed links span across different child orders, a BPEL
processisin place to synchronize the fulfillment process of these related child orders, ensuring that each
installed link instance of the convergent order has both the source and target installed products | Ds before a
message is sent to the provisioning system about the installed products and their installed link. The
synchronization process holds up the dispatch of the message until all relevant installed link datais collected.

The system changesthe installed link status from Pending-Connection to Installed after receiving a callback
message from the provisioning system about the source installed product, regardless of the current status of
its target installed product. This message is treated as a confirmation of the fact that the installed link has been
fulfilled successfully by the provisioning system.

In the case where an installed link is about to be created for existing installed products as aresult of a service
management order, the installed product statuses are subject to evaluation to ensure that the installed products
are not being cancelled by any concurrent order. If the target installed product isin a status that cannot be
associated with another installed product, (for example, Pending-Disconnection or Disconnected), the service
management order fulfillment process, which establishes the installed link, gets an error and cannot be
completed. Similarly, in the case where atarget installed product is going to be disconnected through a
service management order, checks are performed to make sure that no new installed links targeting this
installed products are in the process to be created. If any of these links (for example, in Pending-Connection
or Activated status) are found in the system, the service management order fulfillment process resultsin an
error and cannot be compl eted.

Installed Link Creation - Example

This example highlights the different stages involved in the installed link creation process and presents how
installed link status changes as aresult of a status update in itsrelated installed product. The example starts
with the creation of a convergent order, followed by the generation and fulfillment of its child orders.
Installed links are created as part of the fulfillment process.

This table displays the order line summary information and order line relationships of a new convergent order
used in this example:

Order Line Number Action Contract Product

1 Add C1 Prod A

2 Add C1 Prod B

3 Add C2 Prod Al

4 Add Cc2 Prod B1

Order Line Action Product Link Related Source Order Line | Related Related

Relationship Order Target Order | Order Line
ID

1 Add A—>B N/A 1 N/A 2

2 Add A—>B1 N/A 1 N/A 4

3 Add Al—>B N/A 3 N/A 2
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Order Line Action Product Link Related Source Order Line | Related Related

Relationship Order Target Order | Order Line
ID

4 Add B1—>A1 N/A 4 N/A 3

Upon the submission of the convergent order, the Submit Convergent Order business project generates two
child orders based on the information provided. Here are the details of the two child orders:

*  Order line summary and order line relationships for child order #1:

Order Line Number Action Contract Product Original Order Line
1 Add Cl Prod A 1
2 Add Cl Prod B 2
Order Line Action Product Link Related Source | Order Line Related Related
Relationship Order Target Order Line
Order ID
1 Add A—>B N/A 1 N/A 2
2 Add A—>B1 N/A 1 Parent 4
Order
3 Add Al—>B Parent Order 3 N/A 2
*  Order line summary and order line relationships for child order #2:
Order Line Number Action Contract Product Original Order Line
1 Add Cc2 Prod Al 3
2 Add Cc2 Prod B1 4
Order Line Action Product Link Related Order Line | Related Related
Relationship Source Target Order Line
Order Order ID
1 Add A—>B1 Parent Order | 1 N/A 2
2 Add Al—>B N/A 1 Parent Order | 2
3 Add B1—>A1 N/A 2 N/A 1

The submission of child orders kicks off the fulfillment process. This table describes the steps in the process
where major eventsin the impacted installed products occur:
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Step | Child Order #1 Child Order #2 | Description of the Step

1 Installed Products for child order #1 in | - Child order #1 isthefirst order that reaches the

pending status "Create installed product in pending status' step of
the fulfillment process. In this step, installed
products for child order #1 are created and they are
in pending status. Child order #2 has not yet
reached this step.

2 Put on hold at the synchronization - Child order #1 stops processing at the

step synchronization step awaiting child order #2 to
catch up. No message from child order #1 is sent to
the provisioning system. Child order #2 has not yet
reached the "Create installed product in pending
status" step.

3 - Installed Child order #2 reaches the "Create installed product
Products for in pending status' step of the fulfillment process,
child order #2 | and installed products are created for it in pending
in pending status. Child order #1 is still at synchronization step
status waiting for the notification from the

synchronization process instance of its parent
convergent order.

4 Message sent to provisioning system | Message sent to | After installed products are created for both orders,
provisioning a synchronization message is sent from the
system synchronization BPEL processto all affected child

orders, notifying them that they can now send
messages to the provisioning system. After this
step, both orders are processed independently.

5 - Callback The callback message from the provisioning system
message sent for child order #2 is received. Fulfillment of child
from order #2 can progress towards completion.
provisioning
system

6 - Installed Installed products of child order #2 are updated to
Products for Installed.
child order #2
in Installed
status

7 Callback message sent from - The callback message from the provisioning system

provisioning system for child order #1 isreceived. Fulfillment of child
order #1 can progress towards completion.

8 Installed Products for child order #1 in | - Installed products of child order #1 are updated to

Installed status Installed.

During the fulfillment process, installed links are created and their statuses updated based on the status
change of their associated installed products. Status updates take place in these steps (data fields that are
updated within the corresponding step are highlighted in blue):
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Step 1

[rmesrones ]

Product Product Status
Product A (child order #1) Pending
Product B (child order #1) Pending
Product A1 (child order #2) M A

Product B1 {child order #2) M/ A

Link Link Status Source Target
A-=B FPending Froduct A Froduct B
A-=B1 Pending Product A MYA
Al->B FPending M/ A Product B
Bi-=A1 MIA, MIA, MIA,

Chapter 10

Three out of four installed links are created in pending status as a result of the creation of installed
products (pending) for child order #1
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Step 3

Product Product Status
Product A (child order #1) Pending
Product B (child arder #1) Pending
Product A1 (child order #2) Pending
Product B1 (child order #2) FPending

Link Link Status Source Target
A->B Panding Product A Product B
A-=B1 Pending Product A Product B1
Al-=B Fending Product A1 Product B
B1-=A1 Pending Product B1 Product A1

Tracking Installed Products

The remaining installed link is created in pending status as a result of the creation of installed products

(pending) for child order #2
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Step 6

[rmesrones ]

Product Product Status
Product A (child order #1) Pending
Product B (child arder #1) Pending
Product A1 (child order #2) Installed
Product B1 (child order #2) Installed

Link Link Status Source Target
A->B Panding Product A Product B
A-=B1 Pending Product A Product B1
Al-=B Installed Product A1 Product B
B1-=A1 Installed Product B1 Product A1

Chapter 10

Two out of four installed links are updated to Installed status as a result of status change in installed
products (Installed) for child order #2
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« Step8
Installed Products
Product Product Status
Product A (child order #1) Installed
Product B (child arder #1) Installed
Product A1 {child order #2) Installed
Product B1 {child order #2) Installed

Installed Links

Link Link Status Source Target
A-=B Installed Product A Product B
A->B1 Installed Product A Product B1
Al1->B Installed Product A1 Product B
Bi-=Ad1 Installed Product B1 Product A1

The remaining two installed links are updated to Installed status as a result of status change in installed
products (Installed) for child order #1

This table presents some of the status combinations of source and target installed products and how each
combination affectsitsinstalled link:

Source Installed Target Installed Installed Link Status Description

Product Status

Product Status

N/A or Pending
Installation

N/A or Pending
Installation

Pending Connection

In a case where both source and
target installed products as well as
theinstalled link are created in the
single process, installed link is
created in the pending status
together with the source or target
product, whichever isfirst created
in the pending status.
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Source Installed
Product Status

Target Installed
Product Status

Installed Link Status

Description

Pending

Installed

Pending Connection

Because installed links are fulfilled
in the context of their source
products, theinstalled link statusis
not updated as long as its source
installed product remains
unchanged, despite that the target
installed product statusis updated to
Installed.

Installed

Pending

Installed

Because installed links are fulfilled
in the context of their source
products, theinstalled link statusis
updated to Installed after receiving
a callback message from the
provisioning system.

Installed

Installed

Pending Connection

Installed link can be created
between products that are already
installed.

Installed

Installed

Installed

Installed link can be created
between products that are already
installed. The status of the installed
link is changed to Installed after
receiving a callback message from
the provisioning system.

Suspension or Resumption of Installed Links
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Installed links are automatically suspended or resumed when their associated source installed products are
suspended or resumed. The suspension or resumption of installed products and their installed links does not
require validations from configuration sessions. For rule validation purposes, suspended or resumed installed
products and links are still considered active. For the same reason, in case of a suspension or resumption
reguest in a convergent order that involves an installed link covering two different child orders, the
convergent order synchronization process is not reguired.

Only top-level multilevel installed products can be added to convergent or service management orders for
suspension or resumption. While there is no dedicated actions that are displayed in the Line Relationships
section for suspending or resuming installed links, these links are automatically suspended or resumed after
their source installed products have been suspended or resumed successfully by the corresponding BPEL
business processes. These processes update the status of installed links based on the status change of their

source installed products, for example, from Pending-Suspension to Suspended for a suspension request, and
from Pending-Resumption to Installed for a resumption request. Installed link statuses can be viewed on the
Links Summary page. The status change in the target installed products in a suspension or resumption service
management order does not affect the status of itsinstalled links.

Installed Link Suspension or Resumption - Example

This table displays severa scenarios where status change of installed links can occur as a result of service
suspension or resumption:
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Source Installed
Product Status

Target Installed
Product Status

Installed Link Status

Description

Installed Pending-Suspension or | Installed (no change) Installed link statusis not
Suspended updated when its target installed
product is suspended.
Installed Pending-Resumption Installed (no change) Installed link statusis not

updated when its target installed
product is resumed.

Pending-Suspension or | Installed Change to Pending- Installed link statusis changed

Suspension Suspension or Suspension according to the status change of
its source installed product.

Pending-Resumption Installed Change to Pending- Installed link statusis changed

Resumption

according to the status change of
its source installed product.

Cancellation of Installed Links

Installed links can be cancelled independently or as aresult of a disconnection of their source or target
installed products. Asinstalled links are closely tied to their source installed products, their cancellations are
requested through the submission of service management orders for their source installed products. The
disconnect service business process updates the status of installed links, for example, from installed to
Pending-Disconnection and then Disconnected.

In the case of an installed link cancellation request in a convergent order that involves an installed link
covering two different child orders, the convergent order synchronization processis not required as all the
information needed for the cancellation is available in the installed link record.

Installed Link Cancellation - Example

This table displays severa scenarios in which status change of installed links can occur as aresult of link
cancellation or service disconnection:

Source Installed
Product Status

Target Installed
Product Status

Installed Link Status

Description

Installed

Installed

or Disconnected

Pending-Disconnection

Installed link can be cancelled irrespective of
source or target installed products, provided
that al configuration rules are not violated
(for example, installed link is being
replaced).

Asingtaled linked are fulfilled in the context
of source installed products, disconnecting
installed links requires the submission of
service management orders for source
installed products.
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Source Installed
Product Status

Target Installed
Product Status

Installed Link Status

Description

Pending- Installed Pending-Disconnection | Installed link needs to be removed when its

Disconnection or or Disconnected source installed product is being removed.

Disconnected

Installed Pending- Pending-Disconnection | Installed link needs to be removed when its
Disconnection or or Disconnected target installed product is being removed.
Disconnected

Asinstalled linked are fulfilled in the context
of source installed products, disconnecting
installed links requires the submission of
service management orders for source

installed products.

Multilevel Installed Products in 360-Degree View
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360-Degree View supports the display of multilevel installed products for customers under the Installed
Product node of the Activities section. Within the node, multilevel installed products are represented by the
display of their top-level components. Like other componentsin this section, you can view alist of available
multilevel installed products by status and perform standard search. Y ou cannot, however, add new multilevel
installed products from the 360-Degree View.

Clicking a status link in the Installed Product node populates the dynamic grid on the right hand side with

installed product records of the selected status. When you select an installed product from the dynamic grid,
the system displays its immediate child installed products in a sub-grid. This example shows a dynamic grid
with a selected installed product and itsimmediate descendents:
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( Relationship Viewer N Tasks Al Call Reports b

*Role | Contact of Softgear Inc. ,V| Actions | Add Order ,‘Vl |—|
First Name [Ted Last Name Fepper
Customer Softgear Inc. @E
Phone|949!281'2349 Extension |
Email [crm_customer_13@ap6023fems.us.oracle. Churn Actions High Fropensity to Churn [
Status Active Customer Value Flatinum Wi
Address 45987 Easy Money Lane, Fleasanton,
CA, 94588, USA
| apply Changes | View Contact Details

~ Installed Product (Pending Auto-Activat)

. El
*Date Filter| & - Last Year || B an
First | Previous | Next | Last | Left | Right

Customize | Find | View

Select Installed Product

Product ID

Product Description
(= overview of - Ted Pepper INS0250891 TELCO20001 My Home

Global Cases

t Accounts - (8)
Orders - (57) L First B 1-20f2 |
Quotes - (1) Installed  Product  Service ctatue fencon
Business Process - (38) o Lesun oo _ -
= 1Installed Product - (39) INS0250835 TV :ﬁ?c?-mg

& Activated - (38) Activation

& Pending Auto-Activat - (1 Pending

view All INS0250905 | BroadBand Auto-
Q Search Inst. Service Activation

Group Offers

Commitments - (1) » Add Interaction Note
Service Management - (21) » Current Actions

Bills - (4)

Customer 360-Degree View - Dynamic grid showing a selected installed product and its immediate child
installed products

Delivered Nodes

PeopleSoft CRM delivers a number of nodes in the Activities tree hierarchy to display various information
that pertains to multilevel installed products. These nodes are:
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Account

360-Degree View supports the display of split billing information for multilevel installed products under
the Account node of the Activities section. You can view alist of available billing accounts for the
customer by status and perform standard search.

Clicking a status link in the Account node populates the dynamic grid on the right hand side with billing
accounts of the selected status and information such as the account name, number and type. When you
select an account from the dynamic grid, the system displays installed products that are associated to the
account (installed products that the account pays for). The Split Billing option indicates whether any
given installed product is paid for by the selected account fully or partially. Y means that the account
shares the bills of the corresponding installed product with other accounts, and N means that the account
pays for corresponding installed product entirely.

This screenshot shows a dynamic grid with alist of accounts that are returned after clicking a status link:

360-Degree View Relationship Viewer Tasks Call Reports

*pole |Contac:t of Softgear Inc. V| Actions|:"—‘tdd Order V| Go
e Attt
First Name Ted Last Name Pepper
Customer Saoftgear Inc. @El
Phone|g4gf28]-'284g Extensinnl
Email [rm_customer_13@aps023fems.us.oracle. Churn Actions High Prepensity to Churn ®
Status Active Customer Value Platinum S

Address 45987 Easy Money Lane, Pleasanton,
CA, 94588, USA

| Apply Changes | view Contact Details

~ Account (Active)
*Date Filter| 6 - Last Yoar v B\rg Show All Cc-lumns

First | Previous | Next | Last | Left | Right

@ Overview of - Ted Pepper Select Account Name Account Account Type
Global Cases Softgear Data 5039920189 Individual Account
Net
[Z t+ Accounts - (8) _
Subordinate
Active - (8) [0 Data Gear 5G200152 A eoount
Wiew All Pepper Family .
F aid Account L Blan COM39289183 | Individual Account
Q Search Accounts [] |BlData Met COM100250107 Parent Account
Orders - (57) i i
- - Bl Wireless Corp Sponsaring
Quotes - (1) Act COM100250105 FF- "
Business Process - (38) + Associated Installed Products
Installed Product - (39) [N ST 4] O
Group Offers Customize | Find | ° | ##  Firse 1-10 of 10 Last
=) p Installed Product Date Stat split Billi
Commitments - (1) Product Description  Installed 22595 SpE =g
a ive - (1) a
€ Ir.'a':t""ﬁ L INS0250943 guSpBD?t 06/07/2009 Installed N
WView Al
@ search Commitments Inso2s1854 MY Mobile o0 5 a000 Activated ¥
+ [ Bl man . w * w4 Contrad

Customer 360-Degree View - Dynamic grid showing a selected account and its associated installed
products
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Commitment

Customer 360-Degree View supports the search and viewing (by status) of commitmentsin the system
under the Commitments node of the Activities section.

Clicking a status link in the Commitments node populates the dynamic grid on the right hand side with
commitments of the selected status and information such asthe ID, start and end dates of the installed
commitments. When you select an commitment from the dynamic grid, the system displaysinstalled
products that the installed commitment coversin a sub-grid. This screenshot shows adynamic grid with a
list of installed commitments that are returned after clicking a status link:

360-Degree View Histury| Select One... v|

Refresh | 7 Mew Search | B Notification | B2 Correspond | >>

" Relationship Viewer || Tasks || Call Reporis |

*Rpole | Contact of Softgear Inc. vl Actions | Add Order |
First Nameh-e':I Last Name|PEPper
Customer Softgear Inc. @E
Phum:|E""1'E'-"'2E‘1'23"'1'EI Extensiun|
Email |c:rrr|_cu5t0mEr_l3@ap5023fem5.u5.uracle. Churn Actions High Propensity te Churn D]
Status Active Customer Value Platinum wirdrdrdr
Address 45987 Easy Money Lane, Pleasanton,
CA, 94588, USA
| Apply Changes | View Contact Details
~ nstalled Commitments (Inactive)
*Date Filterl 6 - Last Year v| % Customize | Find | wiew &l | B | &#
First | Previous | Mext | Last | Left | Right
Commitment Commitment
Select ———— — — — _——— Start Date End Date
= overview of - Ted Pepper L L=
Global Cases cmrooooooy SMT 2 %@ ger15/2000 12/14/2009
Adv Con
1t Accounts - (8)
Orders - (57) v Associated Covered Products
Quotes - (1) Customize | Find | E | T First 4] 1-20f 2 n Last
Business Process - (38) Installed Product ID Product Description
Installed Product - (39) INS0251661 Xtra Advantage Tariff
Group Offers INS0251660 Normal Tariff
= Commitments - (1)
o Inactive - (1] * Add Interaction Note
€ viewal . -
Q Search Commitments ikt
Service Management - (21)

Customer 360 Degree View — Dynamic grid showing a list of installed commitments that are in the
selected status
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Group Offers

The Group Offers node displays multilevel installed product information for group offer owners or
members, and organizes the information based on the current status (for example, Active,Pending
Activation, or Pending Disconnection).

Tasks Call Repors

360-Degree View Relationship Viewer

*nole | Contact of Softgear Inc. vl Actions | Add Order v| Go
First Nam&lTEd @ Last Name|PEpper

Customer Softgear Inc.
Phone|943/281-2845

Extension |

Ema"|c:rrn_c:u5torner_LS@apEDEBfems.us.oracle. Churn Actions High Propensity to Churn @

Status Active ErTrirEr

Address 45987 Easy Money Lane, Pleasanton,
CA, 94588, USA

Customer Value Flatinum

. #Apply Changes | view Contact Details

[~ hawies W Group Offer Products 2= Owner (Activated)

*Date F||ter| 6 - Last Year v| %
First | Previous | Mext | Last | Left | Right

Installed Offer  Product Top-level
[= overview of - Ted Pepper Seleck ;o nct 10 Type Description %‘ﬁbn
Global Cases et T )
+ Accounts - (8) INS0251068 Group SMS g)ffer Family Plan
Orders - (57) ;
Quotes - (1) L + Associated Grou p (]rffer Members

Business Process - (38)

_ Membar Tun
Installed Product - (39) Inst,all:c:lm Mcmbes Rasne Juct 1
& Group Offers Produc Description Description
= Products as Owner - (4) External External
Service Service

& Installed - (3
& activated - (1)
Products as User/Mem - (4]
Commitments - (1)
Service Management - (21)

¥ Add Interaction Note
} Current Actions

Customer 360 Degree View — Dynamic grid showing a list of group offer products that are in the selected
status
The Products as Owner sub-node displays group offer products that the selected customer owns.

The Products as User/Member sub-node displays group offers that the selected customer uses, but is not
an owner.

Clicking a status link in the Group Offers node populates the dynamic grid on the right hand side with
installed product records for a group offer owner or member.

Understanding Installed Assets

This section discusses:

160

How the CRM installed asset table is updated.
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» How new assetsin PeopleSoft Financials Management System, FMS, areidentified in CRM.

How the CRM Installed Asset Table is Updated

Installed assets may be manually entered directly into the system using the Installed Assets page. For
customers using PeopleSoft FMS, installed asset entries may be initialy created by afull synchronization to
the FM S asset repository data. All FMS entries of Asset_Type 010 (IT-Hardware) are added to the data on the
CRM-installed asset table. Subsequent additions and updates to the FM S asset repository datafor Asset_ Type
010 entries are sent to CRM for incremental synchronization.

Before running the full Asset synchronization, you need to run these full synchronizations from FMS to
CRM:

» Asset Subtype
« Manufacturer
+ Location

«  Department

« Employee

Performing these synchronizations ensures that the values used in the asset entries for the tables listed
previously will exist in the system. This action helps prevent Invalid Entry problems when viewing the
installed asset data.

This preparation also ensures that the relevant datareferred to on FM S assets (customer, department,
manufacturer, and so on) has corresponding entries on the CRM side. Without the corresponding data on the
CRM side, the full synchronization may attempt to create a CRM-installed asset for an employee who does
not exist in CRM. If you attempt to create an installed asset this way, the system displays an error message.

How New Assets in PeopleSoft Financials are Identified in CRM
When asset datais sent from FMS to CRM, the CRM-installed asset table is updated like this:
Positive Matches

« |f amatch exists on the business unit and asset ID between the FM S data and the CRM data, the CRM
datafor that row is updated with all the values from FMS.

This action may occur when data for an asset has previously been received from FMS by CRM and a
change is subsequently saved and published by FMS.

» |f amatch exists on the installed product ID between the FM S data and the CRM data, the CRM data for
that row is updated with all the values from FMS.

This action may occur when data for an asset was created by CRM and sent to FMS, and achangeis
subsequently saved and published by FMS. In this case, the corresponding CRM entry would have the
same instaled product ID (INST_PROD _1D) but would still have no values for the business unit and asset
ID.
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If amatch exists on the serial 1D but not the business unit or asset ID, the CRM data for that row is
updated with all the values from FMS.

This action may occur if datafor the same asset has been entered independently in both FMS and CRM.

Note. If data for the same asset has been entered in FMS and CRM in a previous release, the FM S entry
will not initially have the key fields for the corresponding CRM entry, and the CRM entry will not
initially have the key fields for the corresponding FM S entry. However, if both entries refer to the same
serid 1D, it can be assumed that they refer to the same actual asset.

Assumed Positive Matches

Asset Tag

If amatch exists between FM S and CRM based on identical non-null values for asset tag and product and
if ablank value exists for business unit, asset ID, and seria 1D on the CRM side, then the CRM datafor
that row will be updated with all the values from FMS. This action applies in situations where data for the
same actual assets already existsin FMS and CRM but the only value on the CRM sideis an asset tag
rather than a serial ID. In this case, an update from FM S needs to be matched against the corresponding
CRM entry.

Employee and Product

If asingle matching row exists between FMS and CRM based on identical non-null values for employee
ID and product ID and if ablank value exists for business unit, asset ID, and serial ID on the CRM side,
then the CRM data for that row is updated with all the values from FMS. This action appliesin situations
where datafor the same actual assets already existsin FMS and CRM and the only value on the CRM side
is an asset tag rather than a serial 1D. In this case an update from FM S needs to be matched against the
corresponding CRM entry

If asingle entry in CRM matches the assigned employee and product, the system assumes it refers to the
same actual asset and the CRM entry is updated.

Department and Product

If asingle matching row exists between FM S and CRM based on identical non-null values for
department ID and product ID and if ablank value exists for serial ID on the CRM side, the CRM datafor
that row is updated with al the values from FMS. This action applies in situations where data for the same
actual assets already existsin FMS and CRM and the only value on the CRM side is an asset tag rather
than aseria ID. Inthis case, an update from FM S needs to be matched to the corresponding CRM entry.

If asingle entry in CRM matches the assigned department and product, the system assumes it refersto the
same actual asset and the CRM entry is updated.

Ambiguous Matches

In al other cases for which the system cannot unequivocally determine that the asset is definitely the same or
definitely different on both systems, the data for that row is sent to a reconciliation table that a user may
access online.

This case should apply in situations for which data for the same actual assets may exist in FMS and CRM,
when the only value on the CRM side is an asset tag rather than aserial 1D; but for which the lack of
matching unique identifiers or the presence of multiple potential matches prevents a positive match.

In this case, the user needs to determine if an update or an add is required on the CRM side to reconcile the
datafrom FMS.
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The online page lists al the rows of data that require reconciliation with CRM entries. Y ou can open each
entry to see the possible matches with existing CRM installed assets based on the matches on the product 1D
and one or more of these fields: Employee ID, Department 1D, and Location. Drilling in on the first entry on
the screen presents the user with all possible matches.

This detail page shows all possible matching CRM entries and provide an action button to process any of
these rows. The Merge Selected Installed Asset link allows you to:

« Confirm that the row for that CRM entry refers to the same actual asset as the datafrom FMS.
» Update the CRM datawith all the values from the FM S system.

After identifying the desired row and clicking the Merge Selected Installed Asset link, the datafrom the FMS
asset is used to update the selected CRM asset. The system then returns to the first screen, which shows all
unreconciled FM S asset records.

The Create New Installed Asset button allows the user to specify that the FM S data does not refer to any asset
on the CRM side. It also creates anew CRM installed asset row based on the values from the FM S row.

Understanding Hardware Asset Information Mapping and
Reconciliation

This section discusses:

»  Product mapping for hardware assets.

» Reconciling asset information and defaults.

Product Mapping for Hardware Assets

The CRM Installed Product table requires a product 1D for every installed asset. This enables users to see the
kind of asset that is being referred to in the system. Since neither the product ID nor inventory item ID are
required for entriesin the FM S asset table, it is important that the CRM-installed product table entries are
assigned a product I1D based on the following options:

» |f the FMS asset table entry has an entry for the product ID, the system uses it to check the corresponding
inventory item ID.

If more than one inventory item ID is found, the system uses the first inventory item 1D when creating the
CRM installed product entry.

» |If the FMS asset table entry has no entry for the inventory item ID, the product ID is assigned to the CRM
installed product entry based on a mapping table that is defined at setup (installation) by the user to map
certain fields from the FM S system to the equivalent product ID's that you set up on the CRM system.

To go to thispage, click Set Up CRM Common Objects, Integration Rules, Integration Defaults, Asset
Product Mapping. The search page enables the user to open the page for the desired setlD value of the
Product table to which the user is mapping entries.
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This system was designed to create a distinct product that will be mapped to each combination of asset
subtype, manufacturer, and model that is expected to be present in the list of assets that is returned from FMS,
including the discovery process that is run on FMS. The system allows a product to be associated with each
type of asset. When receiving information about a new asset from FM S, CRM checks the mapping table to
seeif amatch exists on non-null values for the asset subtype, manufacturer, and model fields.

If amatch exists, the system uses the corresponding product from the mapping table to create the new
installed asset in CRM. If no match isfound on the three fields, a match is attempted on the asset subtype and
manufacturer. If amatch isfound, the corresponding product ID is used. If no match isfound on these two
fields, amatch is attempted only on asset subtype. If no match isfound on thisfield, amatch is attempted just
on blank values for asset subtype, manufacturer, and model. This type of row corresponds to a default product
ID.

Note. A SaveEdit error on the mapping page requires a value for manufacturer if avalue for model is present
on that row. In addition, this SaveEdit error requires that the user enter a single default value specifying a
product that should be used when no other match applies. This entry ensures that we can always map a
product to any entry that comes from FMS.

As mentioned previously, you could set up your system so that the assets sent from FM S (asset type of IT-
Hardware) have values for asset subtype, manufacturer, and model, and ensure that each of these
combinations is mapped to adistinct product on the mapping page. This setup would involve setting up the
appropriate asset subtypes and profiles on the FMS side and the appropriate products and product mapping
setup page on the CRM side. Providing a default product ID as described previously ensures that a product I1D
can always be found for use in the CRM installed product table. This default is required since the CRM
installed product table requires a product ID value for each of its entries.

Note. Before adding data to the Product Mapping page, you must run the Manufacturer_Fullsync and
Copy_AM_Subtype full synchronizations.

Reconciling Asset Information and Defaults

If the system cannot determineif the asset is the same on both the CRM and FM S databases, use the Asset
Reconciliation page to reconcile or add asset information.

The system checks the mapping table first to determine the product 1D since a default product ID should
always exist for use in the mapping table even when no matches occur on the asset subtype, manufacturer,
and model data. If no mapping table entry is found, the system derives the product ID from theitem ID,
which means that the item ID would be used only in cases when no mapping table exists for the setID. Not
having a mapping table for the setl D, however, would constitute an erroneous data setup.

Defining Creation and Update Rules for Installed Products

This section discusses how to:

»  Set up default installed product rules.

« Defineinstalled product rules for a product.

Note. To define creation and updates rules for installed products, use the Product Installation
(PROD_INSTALLATION) component.
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Pages Used to Define Creation and Update Rules for Installed Products

Page Name

Definition Name

Navigation

Usage

Installed Product Defaults

RF_INSTPRD_DFLT

Set Up CRM, Install,
Product Options, Installed
Product Defaults

Specify default rule sets that
determine how system
transactions create and
update installed products.
On the Product Definition -
Installed Product page, you
can click abutton to
populate the appropriate
default rule set and modify
therules for specific
products, as necessary.

Product Definition -
Installed Product

PROD_INSTALL

Products CRM, Product
Definition, Installed Product

Specify rule sets that
determine how system
transactions create and
update installed products for
specified products.

Setting Up Default Installed Product Rules

Accessthe Installed Product Defaults page (Set Up CRM, Install, Product Options, Installed Product

Defaults).

A= EIE BBl Installed Product Defaults

Default Values

Initial Status | Pending

Create Installed Product

Initial Status | Shipped

Create Installed Product

Initial Status | Installed

Products Which Require a Service Order for Installation

Order Capture

Create Installed Product

Shipping Notification (ASN

Update Installed Product

New 5tatu5| Shipped v|

Manage Material

Update Installed Product

Mew Status.| Installed v|

Installed Product Defaults page (1 of 2)
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Products Which Do Not Require a Service Order for Installation

Order Capture
Create Installed Product
Initial Statu5| Pending v|

Shipping Notification (ASN
Create Installed Product Update Installed Product

Initial 5tatu-_-.| Installed v| New Statu5| Installed v|

Manage Material

Create Installed Product Update Installed Product

Initial 5tatu-_-.| Installed v| New Statu5| Installed v|

Installed Product Defaults page (2 of 2)

Products Which Require a Service Order for Installation

Order Capture If you want the system to create installed products when an order for the product
is saved in PeopleSoft Order Capture or Order Capture Self Service, select the
Create Installed Product check box and then select an initia status of Pending,

Installed, or Shipped for the installed product.

Shipping Natification If you want the system to create installed products when an ASN message for the
(ASN) order isreceived, select the Create Installed Product check box and then select

theinitial status of the installed product.

If the system should update existing installed products when an ASN message for
the order isreceived, select the Update Installed Product check box and select the

new status of the installed product.

Y ou can select both check boxes with appropriate statuses to enable the rule sets

for creating and updating installed products.

Note. For products that require a service order for installation, you cannot define
rules that enable the installed product status to be set to Installed when an order

is captured or an ASN isreceived.
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Manage Material If you want the system to create installed products when material usage and
removal is recorded using the Order Materials component in PeopleSoft
Integrated FieldService, select the Create Installed Product check box and then
select theinitial status of the installed product.

If the system should update existing installed products when material usage and
removal isrecorded using the Order Materials component, select the Update
Installed Product check box and then select the new status of the installed
product.

Y ou can select both check boxes with appropriate statuses to enable the rule sets
for creating and updating installed products.

Products Which Do Not Require a Service Order for Installation

Order Capture If the product does not require a service order for installation, and the installed
product is created when an order for the product is saved in PeopleSoft Order
Capture or Order Capture Self Service, select the Create Installed Product check
box and then select an initial status. PeopleSoft suggests that you set the initial
status to Pending.

Shipping Notification If the system receives a subsequent ASN message for a product does not require
(ASN) aservice order for installation, select the Create Installed Product check box and
then select the initial status of Installed.

If the system should update existing installed products when an ASN message for
the order isreceived for a product that does not require a service order for
installation, select the Update Installed Product check box and then select a new
status. PeopleSoft suggests that you set the new status to Installed.

Y ou can select both check boxes with appropriate statuses to enable the rule sets
for creating and updating installed products.

Note. If aproduct does not require a service order for installation and arule has
been established for ASN receipt that sets the status to a value other than
Installed, you must manually set the status of the installed product to Installed
when appropriate.

Y ou may want to set up rules that require manual intervention for business
processes that require an action or response from a customer.

For example, suppose that you ship a product that requires some type of
installation, such as setting up a personal computer, that the customer performs.
When the customer completes the installation process, he or she can contact you
to update the record.
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Manage M aterial If the product does not require a service order when material usage and removal
is recorded using the Order Materials component in PeopleSoft Integrated
FieldService, select the Create Installed Product check box and then select the
initial status of Installed.

If the system should update existing installed products when material usage and
removal isrecorded using the Order Materials component in PeopleSoft
Integrated FieldService for a product that does not require a service order for
installation, select the Update Installed Product check box and then select a new
status. Y ou should set the new status to Installed.

Defining Installed Product Rules for a Product

Access the Product Definition - Installed Product page (Products CRM, Product Definition, Installed
Product).

Save I Refresh

Product Refrigeratar, Shelves Product ID 10001
Product Type Standard SetlD IFROD

/Qeﬁnition \’Egternal Description Vﬁdigns Ugﬂributes \’Anachments A Installed Product g Product Groups b E)

Installed Product Options

[Jrrack as Installed Product

Product Installation Settings

[ service Order Required *Install Service ID| NG|
[site Required *Uninstall Service ID| eV
[J un-Install Service Order
[ create Installed Product Initial Status.| Vl
[Jcreate Installed Product Initial Status| Vl
[ update Installed Product New Status| vl
[Jcreate Installed Product Initial Status| Vl
(D update Installed Product New Status| Vl
| Apply Defaults |

Product Definition - Installed Product page (1 of 2)
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Name

Comments
Purchase Date
Physical Location
Date Registered
Serial ID

Site ID

=
Field Modifiable
v| [coMmENTSZS54
~| |INSTALLED DATE [%

[=]

¥ | LOCN

¥ | REGISTERED_DATE

[=]

¥ | SERIAL_ID

=
(| ] | B ] ] 3
[of| [od) g | D] Qo] [

[&]

| SITE_ID

Product Definition - Installed Product page (2 of 2)

Track aslnstalled
Product

Select to enable installed products to be created automatically for the product.

Product Installation Settings

Service Order Required

Install ServicelD

Site Required

Uninstall Service D

Un-Install Service Order

Apply Defaults

Select if aservice order must be created for product installation.

Select the ID of the service that would be used to install the product. Define
services using the Services component under Set Up CRM, Product Related,
FieldService.

Note. If asiteisrequired for the service you selected, the system automatically

selects the Site Required check box. Also, if the same serviceis used to remove
the product, the system automatically fillsin the Uninstall Service ID field with
the name of the service.

Select to require a customer site on orders that are created for the product in
PeopleSoft Order Capture or Order Capture Self Service. If selected, users must
select a site address for the install address on the Entry Form - Shipping page
before they can save the order.

Select the ID of the service that would be used to remove the product. Define
services using the Services component under Set Up CRM, Product Related,
FieldService.

Select if aservice order is required to remove the product.

Click to populate the appropriate default rules that determine how system
transactions create and update installed products. The system returns one of two
default rule sets depending on whether the Service Order Required check box is
selected. Y ou can modify these rules as necessary for the specific product.

Default creation and update rules for installed products are defined on the
Installed Product Defaults page under Set Up CRM, Install, Product Options.
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Note. Thefieldsin the Order Capture, Shipping Notification (ASN), and Manage Materia group boxes are
the same as those on the Installed Product Defaults page.

See Chapter 10, "Tracking Installed Products," Defining Creation and Update Rules for Installed Products,
page 164 and PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with
Future Dated Orders and Temporary Services," Enabling Use of Temporary Services at Product Level.

Registration Fields

Use the Registration Fields group box to define which of the installed product fields appear for users on the
Product Registration - Product Registration Details page, where they register products.

The system populates this area with the default values that you define on the Product Registration Setup page.
Y ou can modify this registration field list as needed. The selection that you make on the Product Definition -
Installed Product page is specific to the associated product only.

See PeopleSoft Enterprise CRM 9.1 Application Fundamentals PeopleBook, " Setting Up Customer Self-
Service," Configuring Installed Product Registration.

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Managing Orders and Quotes,"
Entering Shipping, Payment, and Billing Information

Configuring Installed Product Display Options

To configure installed products, use the Installed Product Configuration (RF_IPRD_CONFIG) and Installed
Product Statuses (RF_IPRD_CFG_STAT) components.

This section discusses how to:

» Defineinstalled product status options.

»  Specify display templates for installed product types.
« Define status trandate values for installed products.

Pages Used to Configure Installed Product Display Options

Page Name Definition Name Navigation Usage
Installed Product Status RF_IPRD_CFG_STAT Set Up CRM, Common Enter installed product
Options Definitions, Installed status options.

Product, Installed Product
Statuses, Installed Product
Status Options
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Product, Configuration
Options, Configuration
Options

Tracking Installed Products
Page Name Definition Name Navigation Usage
Configuration Options RF_IPRD_CONFIG Set Up CRM, Common Specify, by setID, display
Definitions, Installed templates to be used for

installed product types.

Define Status Trand ates

RF_IPRD_CONFIG_ST

Set Up CRM, Common
Definitions, Installed

Define status trand ate
valuesfor installed

Product, Configuration
Options, Define Status
Trandates

products.

Defining Installed Product Status Options

Accessthe Installed Product Status Options page (Set Up CRM, Common Definitions, Installed Product,
Installed Product Statuses, Installed Product Status Options).

Installed Product Status Options
B 4 o

*Field value Translate Long Mame Translate Short Name

CAN Cancelled Cancelled ﬁ
DEF Defective Defective ﬁ
DIs Disconnected Disconnect ﬁ
INS Installed Installed ﬁ
INSW In Service In Service ﬁ
INT In-Transit Return In-Transit ﬁ
INV In Inventory Inventory ﬁ
IR In Repair In Repair ﬁ
OFL Off Line Off Line i
oTsv Out of Service Qut Servic ﬁ

Add Status

Installed Product Status Options page

Enter the code, long description, and short description for the statuses that you want to use for the installed
products that you use in your business environment. Users and implementers can select these values from
many pages within CRM, including the Define Status Translates page that is documented in this section.
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Specifying Display Templates for Installed Product Types

Access the Configuration Options page (Set Up CRM, Common Definitions, Installed Product, Configuration
Options, Configzuration Options).

Configuration Options ! Define Status Translates N

SetID CoMo1 Description Communications

Configuration Options

Associate the Display Template with the product type. This Display Template will be used to configure the
Installed Product Companent for this SETID.

Products

Template Family [CRM_COM @, Display Template ID|COM_IP_PRODUCT @

Template Family [CRM_COM @, Display Template ID|COM_IP_SERVICE @

Assets

Template Family| % Display Template I[‘.I-| '%

Agreements

Template Family [CORE_IP @, Dpisplay Template ID|CORE_IP_AGREEMENT @,

Commitments

Template Family [CORE_IP @, Display Template ID|CORE_IP_COMMITMENT @,

F Audit History

Configuration Options page

For each setlD that usesinstalled products, you must associate each of the installed product types being used
with adisplay template to determine how their records should be presented. A system message appearsif an
installed product record is opened but then its type is not associated with a display template.

Specify adisplay template family before selecting a display template for each installed product type.

Defining Status Translate Values for Installed Products

Access the Define Status Tranglates page (Set Up CRM, Common Definitions, Installed Product,
Configuration Options, Define Status Trand ates).
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I Configuration Options N

Define Status Translates

SetID COMOL

Product Status Translates Customize | Find | View First 1-15 of 15

Field Value Translate Long Name Translate Short Name

[can 2, ||cancelled |cancelled (=]
58] 2, ||Disconnected |Disconnect (=
NS @, |Installed [Installed (=]
[Pca @, ||[Pending Call-Activation [Pend-call (=]
[PD1 2, |Pending-Discennection |Pend-Dis (=]
[PMO &, |Pending Modification [Pend-Mod =
[PND i@, ||Pending |Pending (=
|PRE &, ||Pending-Resumption |Pend-Resu (=]
|PSA @, |P‘er1|:|ing Sale |Per1|:|-SaIe (=]
[PsU i@, |Pending-Suspension |Pend-sus (=]
|PTU % |P‘er1|:|ing Top-up |Per1|:|-TU El
[RES 2, ||[Resumed |Resumed (=
|SHP % |5hipped |Shipped E|
ENE] @, ||Suspended [Suspended (=
[UnI @, |uninstalled |Uninstall (=]

Define Status Translates page (1 of 3)
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Service Status Translates Customize | Eind | Miew Al | L7 | 2 gret 1-14 of 14

Field Value Translate Long Name Translate Short Name

[can @, ||cancelled |cancelled (=
=553 2, ||Disconnected |Disconnect =]
[Ins @, [activated [activated (=]
|F’CA @, |Pen|:ling Call-Activation |Pend-CaII (=]
[PDI @, |Pending-Disconnection |Pending (=
[PMO @, ||Pending Modification [Pend-Mod =]
[PHD &, ||Pending Auto-Activation |Pending =]
|PRE '% |Pem:|ing—Resumptiun |Pending E|
= @, |Pending Sale |Pend-sale (=
|PSU % |Pending-5u5pen5iun |Pending E|
|PTU '%, |Pen|:ling Top-up |Pend-TU E|
|RES @, |Resumc—:|:| |Rasumed =l
EIE] @, [Suspended [Suspended (=
[UnI @, [Deactivated [Deactivate (=
Asset Status Translates Customize | Find | view 21 | L | B et 1-4 of 4

Field Value Translate Long Name Translate Short Name

[Ins @, [Installed [Installed (=]
[PND @, [Pending |Pending (=
|5HP @, |Shipped |5hipped (=
[um1 @, |[Uninstalled [Uninstall =]

Define Status Translates page (2 of 3)
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Agreement Status Translates = = FEirst 4 1-50f 5 n Last
Field Value Translate Long Name Translate Short Name

|CAN @, |Can|:EIEd |Can|:EIE|:| [+ |[=]
[Ins @, |[Active [Active [+ [=]
|PND Q\_, |Pending |Pending |ﬂ d
|SUS @ |Su5pended |Su5pended (| [=]
[unI @, |[Inactive |Inactive (+]|[=]
Commitment Status Translates

Field Value Translate Long Name Translate Short Name

NS @, [Active [Active (#|[=]
|P‘ND @, |Pending-Activation |Pending (#|[=]
[UnI @, |[Inactive |Inactive (#|[=]
LT @, |[Violated [Viglated [+l |[=]

Installed Link Status Translates

Field Value Translate Long Name Translate Short Name

|DIS @, |Di5u:u:unnected |Di5u:u:unnect (] |[=]
[Tz &, |[Installed [tnstalled | =]
|PC.A @, |Pen|:|ir|g Call-Activation |Pend—CaII [+ |[=]
[PDI @, |Pending-Disconnection |Pend-Dis (#|[=]
[PND 2, ||Pending-Cennection [Pend-Conn [+ | [=]

Define Status Translates page (3 of 3)

Note. Status code values are defined on the Installed Product Status Options page, under Set Up CRM,
Common Definitions, Installed Product, Installed Product Statuses, Installed Product Status Options.

Use this page to define trandlate values for installed products, installed services, installed assets, installed
agreements, installed commitments and installed links. Enter the field value for each type of product that you
are using and then enter along and short trandate name.

Based upon the type of product you are installing, the system displays the values that you enter in the
Trandate Long Name field in the drop-down list box for the Status field on the Installed Product page.

Note that an installed link is hot atype of installed product, rather, it is used to relate two instances of
installed products in amultilevel installed product hierarchy, which is supported in the communications
vertical solution. The system delivers trandate values for these installed link statuses for the COMOL setlD:
Disconnected, I nstalled,Pending Call-Activation,Pending-Disconnection,Pending-Connection,Pending-
Resumption,Pending-Suspension and Suspended. Do not modify predefined installed link statuses as the
controller application of Advanced Configurator only works with delivered setup data. Customization is
required to support modified or new installed link statuses.

Note. If you do not have PeopleSoft Enterprise HelpDesk installed, the system does not display the Asset
Status Translates group box.
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Warning! If you are defining a new set of status tranglates, the following values should always be used in
addition to any optional statuses that you want to add: INS (Installed/Activated), UNI
(Uninstalled/Deactivated), SHP (Shipped), and PND (Pending). These statuses are hard-coded throughout the

system for certain scenarios.

Setting Up Trees for Installed Products

To set up trees for installed products, use the Installed Product Tree Setup (RF_IPRD_TREE_DEFN)

component.

This section discusses how to:

»  Set up treesfor installed products.

»  Set up nodes for installed products.

e Testtreesfor instaled products.

Pages Used to Set Up Trees for Installed Products

Page Name

Definition Name

Navigation

Usage

General Options

RF_IPRD_TREE_DEFN

Set Up CRM, Common
Definitions, Installed
Product, Set Up Tree,
General Options

Definethetree
configuration (images to
display in the tree, image
Size, page size, and date
filter).

Define Nodes RF_IPRD_TREE_NODE Set Up CRM, Common Define the parent and child
Definitions, Installed relationship of the tree
Product, Set Up Tree, nodes.
Define Nodes

Test Tree RF_IPRD_TREE_TEST Set Up CRM, Common Test the 360-Degree View

Definitions, Installed
Product, Set Up Tree, Test
Tree

tree to ensure that you
configured it correctly.

Setting Up Trees for Installed Products

Access the General Options page (Set Up CRM, Common Definitions, Installed Product, Set Up Tree,

Genera Options).
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Define Modes Test Tree
Tree Name CORETREE Market | Glabal v|
*Description |CDrE Tree Default
*Expanded Image |PT_TREE_EXPANDED Q= *Collapsed Image [PT_TREE_COLLAPSED @
*End Node Image|F’T_TREE_END_NDDE Q= *Leaf Image Name|F’T_TREE_LE:°lF @, =
*Image Heightl 12 *Image l.Hﬁdthl 15
Page Sizel Display Levelsl
*Indent Pixelsl 20
Show Site Criteria Show Product Statuses
[Ishow Account criteria [Ishow Service Statuses
[] Show Department Criteria [[]Show Asset Statuses
|:| Show Agreement Statuses

General Options page

Tree Name Displays the name for the tree for the installed product that you entered on the
Add page.

Description Enter a description of the tree you are adding.

Market Select the market that will use the tree.

Default Select to set this tree as the default tree that appears for this market on the

Installed Product Hierarchy page if multiple trees exist.

General Tree Options

Usethefieldsin this group box to configure how the tree will look on the Installed Product Hierarchy page.

Expanded I mage, Enter the images that you want the system to display on the tree. A representation
Collapsed Image, End  of theimage appearsto the right of the field. The defaults are:

Node I mage, and L eaf )

Image Name Expanded Image:PT_TREE_EXPANDED
» Collapsed Image:PT_TREE_COLLAPSED
» End Node Image:PT_TREE_END_ NODE
« Leaf Image Name:PT_TREE_LEAF

Image Height and Image Enter the size of the image that you want to appear on the tree. The default sizeis
Width 12 by 15.
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Page Size Enter the page size for the tree. Thisisthe size of the HTML areawhere the tree
isdisplayed on the Installed Product Hierarchy page. To show the entire tree,
enter zero (0).

Display Levels Enter the maximum number of levelsto display on the tree at any given time. To

show al levels, enter zero (0).

Indent Pixels Enter the number of pixelsto indent each node. The recommended valueis 20.

Runtime Search Options

When a user accesses the Installed Product Hierarchy page, the system displays the Product Name and
Installed Product ID fields. To add additional search optionsto the page, select one or more of the check
boxes that appear in this group box.

If you do not select any of the status check boxes, then the system hides the All and Single Status options and
status drop-down list boxes. If you select one or more status check boxes, the system combines the statuses
when it prompts the user for avalue.

Note. The system does not display the Show Department Criteria and Show Asset Statuses check boxes
unless you have PeopleSoft HelpDesk installed.

Setting Up Nodes for Installed Products

Access the Define Nodes page (Set Up CRM, Common Definitions, Installed Product, Set Up Tree, Define
Nodes).
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’general Options M Define Modes ’IestTree N

Tree Name CORETREE

Description Core Tree

Market

Global

Node Setup

*Tree Node | Customer

Node Parameters

Fields to Display

Customize |

*Sequence  Field Name Display P oY Display Field As OrderBy  Order Sequence
lil Customer Mame | 30 | MNode Name lv;l
[ 2 setid | 5| |Node Description 1w ]
|73 Customer ID | 15 | Node Description Lv;l ¥ |~
Maximum Number of Rows To
“Displayl 50 Exxpand
*Fetch | 50

Define Nodes page

This page enables you to establish nodes for customer, site, account, contact, department, employee, and

installed product and children.
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Select the type of node that you want to add to the tree. The system displays alist
of fields associated with the node type in the Node Parameters - Fields to Display
group box.

Account: The system displays the Account ID (default) and Account Name
fields.

Customer: The system displays the Customer Name (default), Customer ID,
and SetID fields.

Department: The system displays the Description (default), Department 1D,
and SetID fields.

Employee: The system displays the Employee Name (default) and Employee
ID fields.

Ste: The system displays the Site Name (default), Site ID, and Address
fields.

Installed Product and ChildrenThe system displays the Installed Product 1D
(default), Product Description (default), Status,Seria 1D, and Asset Tag
fields. This node is a required node. When adding a new tree definition, the
system automatically adds this node.

Note. If asingleinstalled product has multiple statuses, then the system
displays Multiple on the tree.

Note. If PeopleSoft HelpDesk is not installed, then the system does not display
the Department and Employee nodes in the Tree Node drop-down list. Also, if
you establish nodes for Customer, Ste, or Account, then the system does not
permit you to establish nodes for either the Department or Employee nodes and

viceversa.

Select the tree node status; either Active or Inactive. For the node to appear on the
tree, the status must be Active.

Node Parameters - Fields to Display

Use thefieldsin this group box to indicate how you want the fields to display for the node you selected.

Sequence

Display

Enter a number to indicate the order in which you want the fields to appear on the
tree.

Select this check box for all the fields that you want the system to display for the
node.

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



Chapter 10

Display Length

Display Field As

Order By and Order
Sequence
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The system displays the number of charactersthat it can display for thefield. The
system can connect in a series one or more fields on any of the Display Field As
options. Each option, however, has a maximum concatenated display length. For
Node Name, the maximum is 30 characters. For Node Description, the maximum
iS40 characters. For Mouseover Text, the maximum is 100 characters.

Select an option to indicate how you want the system to display the field name.

Y ou can choose either Node Name, Node Description, or Mouseover Text. If you
select Mouseover Text, the system displays the name of the field when a user
moves their mouse over the node image whether it is a collapsed, expanded, or
leaf image.

Note. Nodes aways display text as < Node Name> — <Node Description>. Thus,
al Node Name fields should be sequenced before entering node descriptions. The
system forces you to enter it in this sequence if you make a mistake.

Select this check box if you want the system to order the nodesin thetreein
either ascending or descending order. If you select the Order By check box for a
field, then you must select either Ascending or Descending from the Order
Seguence drop-down list box. The sequence number determines the order in
which the system ordersthe fields if you select the Order By check box for
multiple fields.

Maximum Number of Rows To

Display and Fetch

Expand

Enter the maximum number of rows to display under the expanded node in the
Installed Product Hierarchy. Then enter the maximum number of rows to fetch,
or retrieve, from the database when the user clicks View All on the tree node.

Note. If you leave thisfield blank, the system retrieves 1000 rows. For the
Installed Product and Children node, this value applies to the number of installed
product records matching the search criteria, not the total installed product
recordsin the entire family.

Select this check box if you want the system to automatically expand the node
when a user accesses the tree. For all nodes other than the Installed Product and
Children node, the system loads al parents and children despite the setting of this

flag.
The system either collapses or expands each node as necessary based on the
setting of this flag before display. For the Installed product and child nodes,

however, the system loads the children upon demand if you do not select this
check box for the node.

Testing Trees for Installed Products

Accessthe Test Tree page (Set Up CRM, Common Definitions, Installed Product, Set Up Tree, Test Treg).
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" General Options || Define Nodes "

Tree Name CORETREE Market Global

Description Core Tree

Test Filters

SetID |(COMO1

l:ustumer|51:n1‘tgear Inc.

Site | @,

Account Humher|

Department |

R LE L 0L

Emplnyee|

Test Tree |

Expand All | Collapse All ' First K1 1-52 0f 52 13 Last
= Softgear Inc. - COMO1 250019
[= Florida Branch - 250023
P INS0250361 - Fast Wireless Cable Router

[= Headguarters - 250020
B [NS0250360 - 256/256 Kst
[= Midwest Branch Office - 250021
& INS0300001 - DSL Servi:E
[= T¥ Manufacturing Plant - 250022
B9 [NS0250362 - Digital Wireless Package
& INS0250377 - Wireless Service=a

Test Tree page

1. Enter datainto at least two of the fieldsin the Test Filters group box (at a minimum, one field must be
SetID).

2. Click the Test Tree button.

The system verifies the tree configuration and displays that particular tree based on the criteria you entered.
Thisis how the tree will appear on the Installed Product Hierarchy page.

Copying Trees

182

This section discusses how to copy atree.
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Page Name

Definition Name

Navigation

Usage

Copy TreeAs

RF_IPRD_TREE_COPY

Set Up CRM, Common
Definitions, Installed
Product, Copy Tree, Copy
Tree As

Copy an existing installed
product tree setup to a new
one.

Copying a Tree

Accessthe Copy Tree As page (Set Up CRM, Common Definitions, Installed Product, Copy Tree, Copy Tree

As).

Copy Tree As

Tree Name HRHDTREE

“Mew Tree Name

Copy Tree As page

To copy an existing tree, select atree from the Copy Tree search page and then enter the name of the new tree
in the New Tree Name field. Click Save.

Note. If the Copy From tree was the default tree for the market, then the system will not select the default flag

for the new tree.

Configuring Roles

To configure roles for installed products, use the Installed Product Tree Roles (RF_IPRD_TREE_ROLE)

component.

This section discusses how to configure roles for installed products.

Page Used to Configure Roles

Page Name

Definition Name

Navigation

Usage

Configure Role

RF_IPRD_TREE_ROLE

Set Up CRM, Common
Definitions, Installed
Product, Configure Roles,
Configure Role

Assign and prioritize
installed product tree setups
toarole.
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Configuring Roles for Installed Products

Access the Configure Role page (Set Up CRM, Common Definitions, Installed Product, Configure Roles,
Configure Role).

Configure Role

Select the tree configuration(s) desired for this role and assign a priority
Sequence Number and Status for each relationship to be used by the system
when determining which tree configuration to load. The lower the sequence
number, the higher the priarity. When loading the tree configuration, the system
will use the highest priority tree configuration across all of the user's roles where

the relationship below has a status of Active.

Role Name CSP admin

H 4] |

*Tree Name *Sequence Number *Status

TELCOTREE @ 1 | active v [+]|[=]

Configure Role page
Use this page to associate a given role with atree configuration. The system uses thisinformation to
determine which tree configuration to display when a user accesses the Installed Product Hierarchy page.

Enter a sequence number for the tree so the system knows what tree to display when the user has multiple
roles. You can aso use the Status field to activate and inactivate trees as needed.

These are the steps that the system follows when selecting a tree configuration to load:
1. Select the tree associated with the user's role as specified on the Configure Roles page.

If the user has multiple roles defined, the system selects the tree having the lowest sequence number
across al user rolesthat is aso active. If multiple roles have the same sequence number, or if none are
found, the system skips ahead to Step 2.

2. Select the tree associated with the user's market that has the default flag selected.

If market is not assigned to the user's preferences or if no default tree is associated with the user's market,
the system skips ahead to Step 3.

3. Select the tree associated with the global market that has the default flag selected.
If none exists, the system skips ahead to Step 4.

4. If no default tree exists for the global market, then the system creates a skeleton tree consisting of only the
installed product and children nodes.
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Setting Up Product Registration

Use the Product Registration page to specify the statuses for installed products and services by setID. You can
also use this page to define the installed product fields that appear on the Product Registration Details page
and to indicate which fields are modifiable or read-only.

See Also

PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up Customer Self-Service,"
Setting Up Product Registration

Managing Installed Products

To manage installed products, use the Installed Product (RF_INST_PRODUCT) and Order Capture
(RO_CAPTURE) components.

This section discusses how to:

« Enter installed product information.

« View preventive maintenance details.

« Enter attributes.

« View installed product history logs.

» View related orders.

« View multilevel installed product rel ationships.

* View externa service details.

Note. In this section, the discussion of the Installed Product component is based on how it appears through
system-delivered display templates. The visibility of sections and fields may differ if amodified or different
display template is used.

See Also

PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Future Dated
Orders and Temporary Services'
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Page Name

Definition Name

Navigation

Usage

Installed Product or
Installed Assets

RF_INST_PRODUCT

¢ |nstalled Products,
Installed Product,
Installed Product

e HelpDesk, Installed
Assets, Installed Assets

Create or update installed
products of any given type
to track products (physical
items or services) that are
installed at customer sites or
issued to internal workers.

Installed Product Address

RF_IPRD_ADDR

Click the Address link on
the Installed Product page.

Add or update addresses for
installed products.

Installed Product -
Configuration and
Attributes

RO_CAPTURELINE_DTL

Click the View
Configuration link on the
Installed Product page.

View order and
configuration information
that the system captures at
the time of order entry for
installed products that are
ordered through Peopl eSoft
Order Capture or Order
Capture Self Service.

Note. The View
Configuration link is only
visible when the installed
product is configurable
(either Calico-configured or
light-package configured).
The system hides the link if
the product is not
configured.

Preventive Maintenance
Detail

RF_INST_PROD_PM

Installed Products, Installed
Product, Preventive
Maintenance Detail

View or update pending
preventive maintenance
entries, or review the
history of preventive
maintenance entries for
selected installed products.

Note. Preventive
maintenance details are only
avallableto installed
products that are seria
number-controlled or asset
tag-controlled.

Attributes

RB_ATTR_RUN_IPROD

Installed Products, Installed
Product, Attributes

Captureinstalled product
datathat is specific to
business or industry
reguirements.
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Page Name Definition Name Navigation Usage
History RF_INST_PROD_HIST Installed Products, Installed | View information about
Product, History events, audits, cases, and
service ordersthat is
associated with the installed
product.
Related Ordersfor the RO_RELATED_ORDERS Click the Related Order View alist of service
Selected Services toolbar button on the management orders that are
Installed Product page. associated with the installed
product (of type service or
agreement) and are
currently in progress.
Links Summary RF_LINK_SUMMARY Installed Products, Installed | View the installed product's

Product, Links Summary

relationships with other
associated installed
products by link type and
link status. Thisinformation
applies only to multilevel
installed products.

External Service Details

RF_EXT_SVC DTL_SEC

Click the External Service
link on the Installed
Products page.

Displays information about
the external service
associated with a group
offer member.

Entering Installed Product Information

Accessthe Installed Product page (Installed Products, Installed Product, Installed Product).
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Installed Product

m | ® Search | E Add Install Product | HiPrevious | i 360-Degree View | >> Personalize
SetlD CRMOL Customer Health Conscicus.com
Installed Product ID INS0000005 Contact
Type Froduct Site Hillsboro
Product 12000 BTU Room Air (Light Beig Customer Value Gold frirsrdr

Installed Product [§ Preventive Maintenance Detail [ Aftributes T History b

Customer Information Product Infermation

Customer Health Conscious.com =
Contact| % m More
Site [Hillsboro @, Product Group| l‘f.a|
[» Show Details *Product ID [SR1003 EN|
Description 12000 BTU Reoom Air (Light Beig
Item ID|SR1003 @,
*Status Quantity UOM o
Item Description 12000 BTU
| Installed M | 1.0000] EA i} Serial ID|SR1003-1001
: Sold v
AddStatn.sl InstaIIType| ol l_‘,|
Date Installed [04/05/2001 B

Installed Product page (1 of 2)

w Warranty Information
Warranty Name| SN Statu5| Active lv_'J|
Start Date| B End Date| &
Purchase Drderl Authorization Cl}del
Order ID| External Order ID|
Purchased Froml Purchased From Contactl
Dwnershipl lV_'J| Sales Representati\rel '%,
Operating System | LV_'J| Version |
Networkl LV_',| User Interfacel l"_'al
Platform | L\g| Environmentl pg|
w Audit History
Created 02/01/2002 5:40PM PST By SAMPLE Burt Lee
Modified 01/13/2008 8:33FPM PST By SAMFLE Burt Lee

Installed Product page (2 of 2)
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Note. Y ou can also add installed products manually from the 360-Degree View page. However, thisfeatureis
not applicable to installed products (both multilevel or non-multilevel) for the Communications solution.

Toolbar Buttons

Create Order Click to create a service management order for the corresponding installed
product, which is either of type service or agreement. The customer of the new
order comes from the installed product record.

For ordersto be created successfully, the logon user who initiates this action
must be associated with an order capture business unit, which is specified under
Set Up CRM, Security, User Preferences. New orders are created using the order
capture business unit of the logon user.

Note. If this button appears, the Related Order button does not appear.

Related Order Click to access the Related Orders for the Selected Services page to view any
queued or in progress service management orders that are created for the
corresponding installed product, which is either of type service or agreement.

Note. If this button appears, the Create Order button does not appear. However,
you can still choose to create an order on the Related Orders for the Selected
Services page.

Customer Information

Use the fields in this section to record information about the customer.

Note. This section is labeled Owner Information for installed assets.

Customer Enter the customer who owns or leases the installed product.

After acustomer is selected successfully, its name appears as alink. Click the
Customer link to transfer to the corresponding company or consumer record.

A customer can be acompany or a consumer, which is created manually using
the Company component (Customers CRM, Add Company).

First Name, Last Name, Enter thefirst and last name of a company contact to whom the installed product

andContact is given. The system limits the selection of contacts to those that are associated
with the selected customer. After a contact is selected successfully, the Contact
field appears and replaces the First Name and Last Name fields.

Click the Transfer to Contact button to transfer to the corresponding person
record.

Y ou can add business contacts using the Person component (Customers CRM,
Add Person).

Postal Enter apostal code to refine the customer and contact search.
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Site Enter a site of the customer where the installed product is located.
Click the Transfer to Site button to transfer to the corresponding site record.

Y ou can add sites for customers using the Company, Consumer, or Site
component (Customers CRM, Add Site).

Phone Displays the phone number of the selected contact.

L ocation Details Enter notes about the specific area within the customer's site where the installed
product is located.

Owner Information

This section replaces the Customer Information section if the currently opened installed product is of type
asset.

Installed Assets

| ® Search | F Add Install Product | ZE::EI:ZEEU—Deree View | >> Personalize
SetID SHARE Employee Vijay Scott
Installed Product ID 300058 Asset Department Finance
Product DELL GX260 Asset Location Morth America Location

S ELI a0 Atfributes || History |

Asset Owner .

@Empluvee O[}epartment Oanatiun ONune

Product Grnup| vl
Employee Vijay Scott pY= *product ID [ARM104 oY=
Asset Department |Finance @, Description DELL GX260
Asset Location |North America Location @, Item ID [ARM104 @,
et Contact | Qﬁ Item Description DELL GX260
[> Show Detals Serial ID [500Y42UKI0
Asset Tag|
*Status Quantity UOM Asset T!_.rpe| IT Hardware vl
Validated No
| Installed v| | [ 1.0000 EA i}
Asset Subtype [DESKTOF @
| Add Status | Install Type| Sold vl
Date Installed |[03/14/2005 El

Owner Information section of the Installed Assets page
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Asset Owner

Employee

Asset Department

Asset Location

Tracking Installed Products

Select the owner of the asset, which can be:

Employee: Thisisthe default value. When selected, an employee must be
specified.

Department: When selected, an asset department must be specified.

Location: When selected, an asset |ocation must be specified.

None: When selected, the only value you can optionally specify is asset contact.

An AAF term called Installed Asset Owner is created for thisfield.

Note. Because the CRM and Financials systems interpret asset owner differently,
the Asset Owner field in these two systems are not mapped and the datais not
published from the CRM to the Financials system.

Enter aworker for the installed asset. On the Installed Asset page, the system
displays workers (employees) who are defined in the CRM system. Set up
workers under Workforce, Worker.

If an employee is specified but the selected asset owner is not Employee, a
system message appears when the installed asset is saved. To correct the error,
either reselect the asset owner based on the value that is being specified
(employee in this case), or remove the employee value and specify another value
that is required by the selected asset owner.

Enter the department that owns the asset. Choose from alist of active
departments that are based on the setID of theinstalled asset. The system does
not automatically default the employee's department as the value of the asset
department in add mode.

If an asset department is specified but the selected asset owner is not Department,
a system message appears when the installed asset is saved. To correct the error,
either reselect the asset owner based on the value that is being specified (asset
department in this case), or remove the asset department value and specify
another value that is required by the selected asset owner.

Enter the location where the asset resides. Choose from alist of active locations
that are based on the setID of the installed asset. The system does not
automatically default the employee's location as the value of the asset department
in add mode.

If an asset location is specified but the selected asset owner is not Location, a
system message appears when the installed asset is saved. To correct the error,
either reselect the asset owner based on the value that is being specified (asset
location in this case), or remove the asset location value and specify another
value that is required by the selected asset owner.
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Asset Contact

Department and
L ocation

Partner Information

Chapter 10

Enter the employee to which the asset is assigned. Choose from alist of active
employees that are based on the setlD of the installed asset. The system does not
automatically default the employee of the installed asset as the value of the asset
contact in add mode.

If an asset contact is specified but the selected asset owner is not None, a system
message appears when the installed asset is saved. To correct the error, either
select None as the new asset owner, or specify another value that is required by
the selected asset owner.

An AAF term called BO ID of Asset Contact is created for thisfield.

Displays the department and location of the employee selected for the installed
asset.

Usethefieldsin this section to select a partner company and contact that is associated with the sale or
installation of the installed product.

Note. This section is hidden if PeopleSoft Enterprise Partner Relationship Management is not installed or if
the installed product type is Asset.

Status

Status

Quantity

Select the current status of the installed product. Available values are configured
on the Define Status Translates page which is keyed by setID and are different by
installed product type. The status of an installed product can be set manually (if
the installed product is created manually) or automaticaly (if the installed
product is generated by the system as aresult of a business process).

Note. The system uses the Active Analytics Framework (AAF) to cascade the
status and reason code of the parent installed product to its child installed
productsif the installed product status was not empty and the installed product
status has changed. The parent status is cascaded only to those children whose
statusis equal to the original parent status. This policy is caled Installed Product
Cascade Satus and is delivered for the COMO1 setID as an active policy.

See Chapter 10, "Tracking Installed Products," Defining Status Translate Values
for Installed Products, page 172.

Enter the quantity (in the standard unit of measure) of the installed product in the
indicated status. If the item is serial-controlled, the quantity is set to 1 by default.

Y ou must enter a nonzero value for each row of status before saving the installed
product. Multiple rows appear for partial shipments of an installed product order
to indicate the status for each quantity.

Y ou can add rows manually as necessary to indicate the quantity of an installed
product in repair, uninstalled, and so forth.
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UOM (unit of measure)  Indicates the unit of measure being used for the quantity. For example, package,
each, pallets, and so on.

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

Product Information

Use thefieldsin this group box to enter product information.

Maore

Component Type Atomic Offer

Product Group b

Preduct ID TF aoso0035E]

Description My Family Shared SM3

Offer Type Shared
Item ID O'J

Item Description

Serial ID

Install Type| Scld W

Date Installed 07/27/2009

Product Information: Main section of the Installed Product page

For installed assets, this section is |abeled Asset Information.

Note. Depending on the installed product type, some of the fields in this section are hidden because they do
not apply. For example, fields that are specific to installed products, such as Item ID, Item Description, Serial
ID, Date Shipped, and Date Installed are not applicable and therefore are not visible in installed services.

Component Type Displays the component type of the product definition that the installed product
represents.

Thisfield is applicable to multilevel installed products only.
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Product Group

Chapter 10

(Optional) Select a product group to refine the list of products available for
selection. Thisfield lists al the product groups of all types that are associated
with the setID of the installed product.

If you select a product for the installed product and that product happens to
belong to only one product group, the system automatically popul ates that
product group valuein thisfield.

Product groups are effective dated in installed product records. It means that if
you open an installed product created some time ago and the product group that it
referencesis no longer active, the value is not displayed. However, if you search
for installed products by product group on the search page, product groups are
not effective dated.

Note. If multiple product groups have the same hame and description but
different types, then only oneinstance of this product group appears as an
available value (the description appears). And if you select this product group,
the system makes all products that are associated with all product groups using
this name available for selection.

Similarly, suppose that multiple product groups have the same name (for
example, dishwasher) but different descriptions (for example, DW-Acct and
DW-Gen) and types (for example, Acct and General). In this example, if you
select one of the two product groups, which have different descriptions but share
the same product group code, PeopleTools picks the first available entry in the
product group base table (PROD_GROUP_TBL) and displaysthe value, and in
thiscaseit is DW-Acct. Therefore, if you select the DW-Gen product group, the
system overrides your selection to DW-Acct because DW-Acct comes before
DW-Gen alphabetically in the product group base table.

An AAF term called Product Group is created for thisfield.
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Product ID

View Configuration

Offer Type

Bundling Type

Tracking Installed Products

Enter the ID of the product that isinstalled at the customer site or worker's
internal location. Establish products using the Product EIP or the Product
Definition component. If the product is associated with an item, the system
populates the item ID aswell.

Under certain circumstances, the system displays alink next to the Product ID
field. Thislink transfers users to the Service Management page in Order Capture
to create anew order for the service. The system prepopul ates the customer and
product information. For the link to appear, the following must be true:

The Installed product must be a service or an agreement.

» The option to show the button must be selected in the configuration.

» Theinstaled product cannot have a parent installed product.

« The user must have authorization to create a new service management order.

« If entering an installed service (not an agreement), the product 1D associated
with the installed service must either have the Service Required flag selected
or it must be a service-type product that is not a service feature.

« Energy services are prohibited from using this link because the type of
service management order cannot be determined automatically (start, stop, or
transfer service). Thus, thislink is hidden for energy services.

Note. Thislink also appears as a button on the Installed Product Hierarchy page.

Product ID isin read-only mode for multilevel installed products.

Click to access the Installed Product - Configuration and Attributes page to view
the configuration details and pricing information of the product.

Thislink is hidden if the currently opened installed product is a multilevel
installed product.

Note. Configuration details are available only for configured products that are
ordered through PeopleSoft Order Capture or Order Capture Self Service. This
link is only visible for installed products that are configured through Advanced
Configurator or the Lightly Configurator.

Displays the offer type associated with the order line.
Values are Shared and Group.

When you select the Group offer type, the Bundling Type field appears and
becomes available for use.

Displays information about how group offer members relate to the offer.
Available values are:

Individual Services: All memberslink to asingle instance of the shared service
that is sold by the group offer.

Dedicated Services. Each member links to a separate, dedicated instance of the
shared service that is sold by the group offer.

Copyright © 2001, 2009, Oracle and/or its affiliates. All Rights Reserved. 195



Tracking Installed Products

196

Item ID

Serial ID

Install Type

Date Installed

Start Date and End Date

Suspend Date

Resumption Date

Disconnect Date

Schedule

Duration and Unit Of
M easure

Commitment Contract

Access the More tab.

Chapter 10

Enter the ID of the item that isinstalled at the customer site. Establish items
using the Item Master EIP or the Item Definition component.

Item ID isin read-only mode if the currently opened installed product is a
multilevel installed product.

Enter the serial number if the item is serial-controlled.

Select the reason why the product was installed at the customer site (for
informational purposes only). Values are Beta, Demo, Evaluation, Loan, and
Sold.

Enter date of installation if you are creating or updating installed products or
installed assets manually.

The system populates this field, as applicable for the given transaction, when it
creates or updates installed products or installed assets.

Thisfield is not available to installed services.

These fields appear for installed services for service management purposes.

Start date and end date are in read-only mode if the currently opened installed
product is amultilevel installed product.

Displays the date when the status of the installed service has changed to
suspended.

Thisfield isavailable to installed services only and appearsif such avalueis
available for the corresponding installed service.

Displays the date when the installed service resumes the Activated status.

Thisfield appearsif a service management order was submitted to resume the
installed service that was previously suspended or disconnected.

Displays the date when the installed service becomes disconnected.

Thisfield isavailable to installed services only and is displayed if such valueis
available for the corresponding installed service, which is currently in one of
these statuses. Disconnected or Pending Disconnection.

Displays the schedule for the installed service, if such valueis available.

Displays the length of duration of the corresponding installed commitment.

Displaysthe ID of the commitment contract that is created for the corresponding
installed commitment. Clicking this link transfers you to the commitment
contract.

Thisfield isavailable to installed commitments only.
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Main
Component Type
Offer Type
Parent Product
Manufacturer
Model
Price Per Unit
Recurring Price

Comments

Date Ordered

Date Shipped

Date Registered

Atomic Offer
Shared

INS025075552

DJ
1.00
g
07/27/2009
kil
El

Product Information: More tab of the Installed Product page

Component Type

Parent Product

M anufacturer

Price Per Unit

Recurring Price

Service Note
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Displays the component type of the product definition that the installed product
represents.

Thisfield is applicable to multilevel installed products only.

Enter another installed product to define as the parent of thisinstalled product.
View parent, child, and sibling relationships between installed products on the
Installed Product Viewable Hierarchy page.

Thisfield displaysthe ID of the installed product that is the immediate parent of
theinstalled product currently opened (if it isamultilevel installed product. This
field is hidden if the multilevel installed product is created for the top-level
component of the multilevel product bundle or afunctional component.

Select the manufacturer of the product. Y ou set up manufacturers on the
Manufacturers page (Set Up CRM, Common Definitions, Manufacturers).

Displays the price of the product per unit if such valueis available.
Displays the recurring for the product or service if such value is available.

Displays remarks from the system about the installed service that isfor a
temporary service, if applicable.

For example, the service note reads Temporarily Suspended when the temporary
serviceis suspended.
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Date Ordered, Date Enter datesif you are creating or updating installed products or installed assets
Shipped, and Date manually. The system populates these fields, as applicable for the given
Registered transaction, when it creates or updates installed products or installed assets.

The Date Registered field does not apply to installed assets. The Date Shipped
field does not apply to installed services.

Date ordered isin read-only mode if the currently opened installed product or
serviceisamultilevel installed product.

Asset Information

The Product Information section is renamed Asset Information for installed assets. In addition to the fields
described in the Product Information section, this section also contains fields that pertain to installed assets.

Mare
Product Group bl
*Product ID |ARM104 @,

Description DELL GX260
Item ID [ARM104 @

Item Description DELL GX260
Serial ID (300Y42UKIO

Asset Tag
Asset Type | [T Hardwars w
Validated No
Asset Subtype |[DESKTCOP @,
Install Type | Scld L
Date Installed [03/14/2005 [#]

Asset Information section of the Installed Assets page when asset integration option is enabled

Asset Tag Enter the asset tag that is availableif the item isissued an internal worker.

These fields appear if the Enable Asset Integration with PeopleSoft Financials option is enabled in the general
option of the display template.

Note. These fields (Validated,Asset Type,Asset Subtype and Transfer) must be enabled in the display
template in order for them to be shown when the asset integration option is enabled.
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Validated Indicates whether or not the datain the installed asset has been validated. Values
are Yes and No.

Asset Type Specify atype for theinstalled asset.

Asset Subtype Specify a subtype for the installed asset. Available values are filtered by the
selected asset type.

Shared Offer Details - Users of Shared Product

This section appears if the installed product or service in the header is a shared offer (an atomic offer that isa
shared offer and is related to a shared service, afunctional component, through the Sells relationship). It lists
theinstalled products that are currently using the shared offer, with information such as the installed product
ID, product description, the owner (the customer) of the installed product and the contact of the owner.

Asdelivered, this section is available to installed products belonging to multilevel product bundle hierarchies
for the Communications solution (setiD=COMO01) only.

This section does not show any dataif the installed shared offer in the header has not yet shared its resources
with any other installed products.

B

Installed Dak

Link Installed Product Description Customer Contact Comments ate Date Removed
Added

Status

' ’ External - - John Smith,

2t Aarma| Serg 1 ' T27f

Active External Service Service B&F Enterpriz || Chris Jacks Q 230-2... 07/27/2009

Active INS0250769 IP Phone Anne Walker 07/27/2009

Line access

Shared Offer Details - Users Of Shared Product section of the Installed Products page (for multilevel installed
products)

Shared Component Details - Group&Shared Offers Used

This section appearsif the installed product or service in the header is currently using a shared offer. It lists
the shared resources that are being used by the installed product in the header, with information such as the
ID of theinstalled shared offer, product description, the owner (the customer) of the installed shared offer and
the contact of the owner.

£
Installed -
. Installed Product  Description Offer Type Customer Contact Date Added Date Removed
Link Status
Family
Active INS0250755 Talks / 5MS  Group Anne Walker 07/27/2009
Offer

Shared Components Details - Group&Shared Offer Used section of the Installed Products page (for multilevel
installed product or installed service)
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Asdelivered, this section is available to installed products belonging to multilevel product bundle hierarchies
for the Communications solution (setiD=COMO01) only.

Group Offer Details - Users of Group Product

This section appearsif the installed product or service in the header is agroup offer. It liststhe installed
products that are currently using the group offer, with information such as the installed product, product
description, customer of theinstalled product, and the contact of the owner.

N

Installed Date

Link Installed Product  Description Customer Contact Comments Date Removed
Added

Status

Active nsozsozes 1P PMONe anne walker 07/27/2009

Line access
i . _ . |Esxternal - - John Smith, e
Active External Service Service B&F Enterprii || Chris Jack: » | Q4 530-7... 07/27/2009

Group Offer Details - User of Group Product grid

The Installed Link Status displaysthe installed link status, which indicates whether the service is a member of
the group offer.

The Installed Product link displaysthe installed product 1D for the service. Click the link to access the
Installed Product page to view details about the service. An External Service link displays when the installed
product is an external service. Click the link to access the External Service Details page and view details
about the service.

Note. Asdelivered, this section is available to installed products belonging to multilevel product bundle
hierarchies for the Communications solution (setl D=COMO0L1) only.

Group&Shared Offer Membership Details - Group&Shared Offers Used

This section appearsif the installed product or service in the header is agroup offer. It lists the shared
resources that are being used by the installed product in the header, with information such as the installed
product, product description, customer of the installed product, and the contact of the owner.

The Installed Link Status displaysthe installed link status, which indicates whether the service is a member of
the group offer.

The Installed Product link displays the installed product 1D for the service. Click the link to access the
Installed Product page to view details about the service. An External Service link displays when the installed
product is an external service. Click the link to access the External Service Details page and view details
about the service.

Note. Asdelivered, this section is available to installed products belonging to multilevel product bundle
hierarchies for the Communications solution (setiD=COMO01) only.
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Commitment Information

If at least one commitment is assigned to the installed product that's currently opened, this section appears
and displays commitment data.

-
By
D Description Status Duration  Unit OF Measure Begin Date End Date
INSQ0250770 |CMT 4 Xtra Adv Con Active & Months 08/17/2009 02/16/2010

Commitment Information section of an installed commitment

ID and Description Displays the identifier and description of the related installed commitment. Click
the ID link transfers you to the corresponding installed commitment record.

Status Displays the current status of the related installed commitment.

Duration Displays the duration of the related installed commitment.

Unit of Measure Displays the duration's unit of measure of the related installed commitment.

Start Date and End Date Displays the period during which the related installed commitment remains valid
for theinstalled product it covers.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Orders for
Multilevel Product Bundles," Commitment Configuration Rules.

Billing Account Details

This section displays applicable billing account information for the current installed product in read-only
mode. The number of billing accounts shown is based on what has been defined in its associated product
definition. For non-split billing products, the number is one; for split billing products, the number is at |east
one. Thus section is not visible if the associated product definition is not defined as billing account selectable
(which means that the product is not billable and therefore billing accounts are not used). Changes to billing
accounts in relation to the installed product (such as removing a billing account from the installed product)
needs to be initiated in service management orders.

Mo Primary Customer Contact Account Number :::::I'I:t Purpose
Softgear Inc Ted PRES8538061 = Active ISD Call Charges
- " Pepper - -
Softgear Inc Ted COM100250105 = fctive Local Call Charges
= ' Pepper - T =

Billing Account Details section of an installed product
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No (number) Displays the sequence number of the corresponding billing account. This
information comes from the associated product definition.

Primary Indicates, when selected, that the corresponding billing account is the primary
account for theinstalled product and product definition. This column appears
only if the associated product is a split billing product (with the Split Billing
option selected in its definition).

Customer and Contact  Displaysthe owner of the billing account, which is the bill-to customer of the
account. These fields are not visible if split billing is not allowed at the customer
level.

Account Number Displays the number of the corresponding billing account. Click the adjacent
Transfer to Account button to access the corresponding CRM hilling account
record. From the record, you can see alist of installed products that it pays for,
fully or partially (in the case of split billing products).

See PeopleSoft Enterprise Bill Presentment and Account Management 9.1
PeopleBook, "Managing Accounts and Viewing Bills in the Communications and
Energy Industries," Managing Accounts.

Account Status and Displays the status and purpose of the corresponding billing account that is
Purpose currently assigned to theinstalled product. The information about account
purpose comes from the associated product definition.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Orders for
Multilevel Product Bundles," Orders and Service Management.

Port-In Details

Use the fieldsin this group box to track port-in dates, port authorization codes (PAC), PAC dates, and
temporary phone numbers for wireless carriers outside of the U.S. who authorize the transfer of mobile
numbers from one carrier to another. The PAC Date is the date the current PAC expires. PAC dates are valid
for 30 days from issue.

—

PAC Temp Phone
PAC Date Port-In Date

Port-In Details section of the Installed Product page (Communications-specific)

Note. PAC codes are issued by the existing carrier and are required by the new carrier. The PAC dateis
provided while porting-in the wireless number. The temporary phone number is assigned to the wireless
service during mobile number portability. Port-in dates refer to the action of signing up for wireless service
and using an existing mobile phone number. PAC Date is the date the current PAC expires. They are valid for
30 days from issue.
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Related Installed Products

This section displays basic information of installed products that are associated with thisinstalled product in
the installed product hierarchy. For example, if the installed product that is currently opened isfor awireless
phone plan, its related installed products can be those that are created for the plan's service features, such as
web browser,200 anytime minutes and caller 1D.

Installed Product Type Description Phone Number E::;I;:rw Status
INS0250760 Service My Home Pending Auto-Activation A
INS0250762 Service Equipment BB Pending Auto-Activation
INS0250763 Product Phoenix Cable Modem Pending
INS0250764 Service BroadBand Plan Pending Auto-Activation
INS0250765 Service Mormal Usage Pending Auto-Activation
Related Installed Products section of the Installed Products page
Registration
Date Registered Enter the date when the product is registered and the installed product is created

or updated. If thisinstalled product is registered using the Product Registration
component, this field displays the date when the registration is submitted.

Warranty Information

Only one warranty can be associated with an installed product.

Note. As delivered, this section is not available to installed agreements.

Warranty Name Enter the warranty that is associated with the item. Click the Transfer to
Warranty button to access the component you use to define warranties.

Status Select the current status of the warranty for the installed product, either Active or
Inactive. For entitlement searches from cases or service orders that reference an
installed product, the system first checks for an active warranty that is valid for
the current date.

Start Date and End Date Enter the dates when the warranty period begins and ends for the installed
product. The system populates start date automatically using the install, ship, or
order date for the installed product, depending on the start date option that the
warranty definition specifies. The default end date is based on the length that the
associated warranty definition specifies.
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Purchase Information

This section isin read-only mode if the currently opened installed product is a multilevel installed product.

Purchase Order Enter the customer's purchase order number for the installed product.

Authorization Code Enter the authorization code that the credit card company provides, if applicable.

Order ID Enter the order identification number for the installed product.

External Order ID Enter the customer's order identification number for the installed product, if it
exists.

Purchased From Enter the name of the customer the installed product is purchased from.

Purchased From Enter the name of the contact the installed product is purchased from.

Contact

Ownership Select whether the customer owns the installed product or possesses it under the

terms of alease or rental agreement.

Sales Representative Enter the name of the sales representative who is associated with the order for the
installed product. If your installation includes PeopleSoft Enterprise Sales, the
system prompt for thisfield lists the people who are defined as sales force
representatives in the system.

Operating System

Thefieldsin this group box are relevant to installed computers, computer software, and computer accessories,
and are for information purposes only. Enter or select the information from the fields that appear in this group
box.

Note. Asdelivered, this section is not available to installed agreements or installed services.

See Also

PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Creating and Managing Service Orders,"
Service Order Toolbar Functions

Viewing Preventive Maintenance Details

204

Access the Preventive Maintenance Detail page (Installed Products, Installed Product, Preventive
Maintenance Detail).

Note. If you are adding a service or asset, the system does not display this page. Preventive maintenance
details are only available to installed products that are serial number-controlled or asset tag-controlled.
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Installed Product

m | ® search | E Add Install Product | Bl Previous | ZEE:I:ZEECI-Deree View | == Personalize
SetID CRMO1 Customer Heslth Conscious.com
Installed Product ID INS0000005 Contact
Type Froduct Site Hillsboro
Product 12000 BTU Room Air (Light Beig Customer Value Gold sririrdr

( Installed Product M Freventive Maintenance Detail | Aftributes i Histary h

Pending Preventive Maintenance Service Orders

*Agreement Code |COM-AGR-101 @5 *Renewal Number 1 @, (=]
*Line Number 001 SN Service PM for A/CEd
*Business Unit| uszod V| "‘Status.l Pending vl
Start Date 02/13/2004 el Creation Date |012/14/2004 B
Comments |Freventive Maintenance Schedule Created from Agreement Transaction \Ell

¥ Preventive Maintenance History Customize | Find | view 2ll | L | 't First 4 1ofl b
Date Business Unit Service Order ID Status Comments
07/29/2002 US200 ﬂ Canceled Preventive Maintenance Schedule Canceled from

Agreement Transaction

Preventive Maintenance Detail page

Use this page to view the preventive maintenance history of the installed product. Y ou can also preview and
update information about the upcoming preventive mai ntenance service using the agreement code, renewal
number, line number, business unit, status start date, and creation date.

See PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Working with Scheduled Preventive
Maintenance," Managing Scheduled Preventive Maintenance.

Entering Attributes

Access the Attributes page (Installed Products, Installed Product, Attributes).

Installed Product

| ® Search | E Add Install Product | EiNext | ZEE:I:ZEEE[I—D&ree View | == Personalize
SetID COMD1 Customer Softgear Inc.
Installed Product ID INS0300001 Contact Ted Pepper
Type Service Site Midwest Branch Office
Product DSL Service Customer Value Platinum ¥ ¥rirsrr

" Installed Product | [iuan el History |

Mo wvalid Attributes found.

Attributes page

Attribute groups and attributes that are associated with the Installed Product component appear on this page if
their conditions are evaluated to true.
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Depending on the setup, an attribute field can be an edit field or a drop-down list box, which can be set as
display-only or available for edit.

Note. All attributes defined for multilevel product components appear in read-only mode, regardless of the
setting for Installed Product object type.

An attribute field can be set as hidden from this page on the Object Type Attributes page for the Installed
Product object type.

Refer to the Configuring Attributes chapter for more information on using and setting up attributesin
PeopleSoft Enterprise CRM.

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

Viewing Installed Product History Logs

Access the History page (Installed Products, Installed Product, History).

Installed Product

| ® search | E Add Instsll Product | Binext | 3@:360-&& View | =>> Personalize
SetID COMO1 Customer fAnne Walker
Installed Product ID INS0250760 Contact
Type Service Site
Product My Home Q Customer Value Gold T53rirsr

Installed Product Aftributes Links Summary

Related Transactions Interactions Audits
Event History iz i . 't First n 1-2o0f 2 u Last
Policy HName Details Date/Time Created Created By
. Installed Service created from Order Capture . Oprid for CRMSKT,
Installed Product Creation Order 07/27/2009 2:30PM CRMQABAK
Installed Product Status Installed Product Status changed from (no ) Oprid for CRMSKT,
Change prior value) to Pending Auto-Activation 07/27/200% 2:30PM CRMQABAK

Installed Product - History: Events page

History - Events
Click the Events tab to view events that are associated with the installed product.

Asdelivered, the CRM system generates logs for these installed product events based on the setID in which
they occur:
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Policy Name

Description

Logging Availability (setID)

e Installed Service New Creation of new orders or change orders for « CRMO1
Order installed products of type service, showing a high-
level view of each service activity. e COMO1
e Installed Service Change
Order « ENRGY
Installed Product Parent Changes in the parent-installed product 1D, « CRMO1
Change showing old and new values.
« COMO1
« ENRGY
e [|THD1
e Insalled Product Creation | Creation of installed products, showing where « CRMO1
they were created from.
* CSSinstalled Product + COMO1
Creation
*+ ENRGY
« ITHD1
« SHARE
« HTECH
« |IPROD
e Installed Product Changes in the configuration code, showing the « CRMO1
Configuration Change old and new values (only for configured products
by Advanced Configurator), including links to « COMO1
e CSSInstaled Product display the old and new configuration.
Configuration Change « ENRGY
« ITHD1
 HTECH
« IPROD
e Installed Product Status Changes in status, showing the old and new « CRMO1
Change Val ues.
+ COMO1
* CSSiInstalled Product
Status Change * ENRGY
+ ITHD1
« SHARE
 HTECH
« IPROD
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Policy Name Description Logging Availability (setID)

« Installed Asset Employee Employee and department transfers, includingold [« crmoO1
Transfer and new values (for installed products of type

asset only). « |ITHD1
e Installed Asset Department
Transfer

The event logging functionality is delivered through the AAF. Y ou can create new policies to capture
additional event logs based on the delivered ones. Refer to the PeopleSoft Enterprise CRM 9.1 Peopl eBook:
Active Analytics Framework for detailed documentation on AAF.

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

History - Related Transactions

Click the History - Related Transactions page to view the cases, services orders, and service management
orders that are associated with the installed product.

Installed Product

| ® Search | E Add Install Product | Hinext | 3@:360-&& View | »>> Personalize
SetID COMO1 Customer fnne Walker
Installed Product ID INS0250760 Contact
Type Service Site
Product My Home Customer Value Gold ¥rirdrir

Installed Product Aftributes Links Summary

Events Related Transactions Interactions Audits

First 4] 1ofl | »] Last

Date

220510 Summary Status Created Created By Date Closed
Can't access product from self Open - New .
220510 —. Caze 07/27/2009 |(CSP Administrator

There are no as=zociated service orders.

Service Management Orders

There are no associated service management orders.

Installed Product - History: Related Transactions page

This page displays summary information for each related transaction. Click the order ID link to transfer to the
corresponding transaction record. As delivered, the section for service management orders is available only to
installed products of type service, and the section for change requestsis available only to installed products of
type asset.

For performance and usability purposes, each section displays a maximum of 10 transactions at atime. If the
installed product is associated with more than 300 counts of the same type of transaction, only the first 300

appear.
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History - Interactions

Click the History - Interactions page to view the summary information of all interactions (for example, phone
and email correspondence) that have been created for the installed product.

Installed Product

Personalize

m | ® Search | E Add Install Product | EiNext | EEI:E!E[I-Deree View |

Customer Anne Walker
Contact
Site
Customer Value Gold ¥ririrdr

SetID COMO1
Installed Product ID INS02350760
Type Service
Product My Home

" Installed Product || Aftributes Links Summary |

" Events | Related Transactions |

= wT
Interactions Customize | Find | | ¥ 1ofl

Date/ Time
Created

= 07/27/2009

‘g 2:42PM

Type Channel Contact Name Subject/Description Created By

Viewed/Updated Installed Product
INS0250760

Diane Briseno

Inbound Fhone

Installed Product - History: Interactions page

Click the Go To Interaction Detail button to access the Interaction page to view detailed information about
the interaction.

History - Audits

Click the History - Audits page to display changes to the records and fields that are associated with the
installed product.

Installed Product

Perzonalize

Binext | ZEE:'::E!ECI-DerEE View |

Save | ® Search | E Add Install Product |

SetID COMO1
Installed Product ID INS0250760
Type Service
Product My Home

Customer Anne Walker
Contact
Site
Customer Value Gold frievrir

" Installed Product || Attributes Links Summary |

" BEvents || Related Transactions | Interactions |

Audit History

Record Field Name Action Date/ Time

Installed Product Add 07/27/2009 2:30:07PM PDT

U
Customize | Find | wiew 21 | B | # First

Value Before Change Value After Change

] ™
1of1

Last

Installed Product - History: Audits page

The system displays previous and new values for the fields that have changed. The system displays all fields
from both the installed product main record as well as the installed product status record.
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Note. At delivery, auditing is turned off by default. It must be enabled using PeopleSoft Application
Designer. The audit record for Installed Product isRF_INST_PROD_AT. Thisrecord contains the fields from
the records on which auditing must be enabled, if desired: RF_INST_PROD (the main installed product
record), RF_INST_PROD_ST (the status record), and RF_INST_PROD_PM (the preventive maintenance
record).

See PeopleSoft Enterprise CRM 9.1 Application Fundamental s PeopleBook, " Setting Up Auditing for Cases
and Inbound Email."

Viewing Related Orders

Access the Related Orders for the Selected Services page (click the Related Order toolbar button on the
Installed Product page).

Related Orders for the Selected Services

Mote: There are open orders for one or more of the selected services. Flease confirm you want to
create a new order.

Customer Softgear Inc.

Installed Product Name 3G Wireless Postpaid Package
Installed Product ID INS0250713

@D Rl ia

Date

Capture ID Description Status Created Fulfill By Execution Date
1/ 5SM00055020 Queued 08.13.2009 |08.17.2009 (08.17.2009
OK Cancel

Related Orders for the Selected Services page

This page lists al the service management orders that are related to any given installed product (of type
service or agreement) and currently in progress. Click the capture ID link to transfer to the corresponding
service management order.

OK Click to create a new service management order.

Cancel Click to exit this page and return to the Installed Product page.

Viewing Multilevel Installed Product Relationships

210

Access the Links Summary page (Installed Products, Installed Product, Links Summary).
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Note. This pageisavailable only to installed products and servicesthat are part of multilevel installed

products.

Installed Product

Installed Product

| ® Search | E Add Install Product | EE

SetID COMO1

Installed Product ID INS0250776

Type Product

Preventive Maintenance Detail

Product IF FPhone Line access

Aftributes

360-Deqree View |

Installed Link
Status

Pending-

i Connection

Pending-
Connection

Pending-

£ Connection

Installed Link Summary

Installed
Link Type

Relies On

Relies On

Sells

Relation g?)]!:cb?;d
Type —

s e By oL
e 2 LS
ot 2y oL

Related Object 1D

INS0250758

INS0250759

INS0250769

>> Personalize

Customer Anne Walker
Contact
Site

Customer Value Gold ¥ririrsr

History Links Summary

First 4] 1-3 of 3 [} ] Last

Description Installed Date Disconnected
Shared Minutes

Servios 07f27/2009

Shared SM5

Service 07/27/2009

IF Phone Line 07/27/2009

dCCess

Links Summary page for a functional installed product, which is sold by a commercial installed component
and is dependent on by other functional installed products

Installed Link Status

Installed Link Type

Displays the current status of the installed link.

Installed link statuses are delivered for the COMO1 setID. They are established in
the Define Status Trand ates page.

Displays the type of theinstalled link. Vaues are:

Brings and Removes

s
Relies On
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Relationship Type

Chapter 10

Displays the relationship between the two installed products in the installed link
from the perspective of the installed product in the header. Available relationship
types vary based on the selected installed link type:

« For the Brings and Removes link type, values are:

Brings and Removes

When installed product X brings and removes installed product Y, it
meansthat Y isan installed product of acommercial component that was
added automatically to the order when the commercial component
represented by X was selected. The removal of X in aservice
management order resultsin the automatic removal of Y.

Is Removed By

When installed product X is removed by installed product Y, it means that
Xisaninstalled product of acommercia component that was added
automatically to the order when the commercial component represented
by Y was selected. The removal of Y in a service management order
resultsin the automatic removal of X.

» For the SlIslink type, values are:

s

When installed product X sellsinstalled product Y, it means that X isan
installed product of a commercial offer that sells the functional
component that is represented by Y.

s Sold By

When installed product X is sold by installed product Y, it means that X
istheinstalled product of afunctional component that is available for sale
to customers through a commercial offer that is represented by Y.

» For the Relies On link type, values are:

AppliesOn

When installed product X applies on installed product Y, it meansthat Y
represents a functional component that is a prerequisite for X.

When installed product X applies on installed product Y, it means that X
isthe group offer that offers shared resources with Y, a member of the
group offer using shared resources.

Is Used By

When installed product X is used by installed product Y, it meansthat Y
represents a functional component that is dependent on the functional
component of X.
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» For the Child Of link type, values are:

« IsChild Of

When installed product X ischild of installed product Y, it means that X
isthe immediate child (a commercial component) of Y in amultilevel
product bundle.

e IsParent Of

When installed product X is parent of installed product Y, it means that X
is the immediate parent (a commercial component) of Y in amultilevel
product bundle.

Installed Product Displays alink to the installed product page for a specific offer.

If theinstalled product is an external service, the link directs you to the External
Service Details page.

Product Description Displays the installed product description.

Date Installed and Date Displays the dates when the installed link becomes active and disconnected.
Disconnected

Viewing External Service Details
Access the External Service Details page (click the Installed Product link on the Installed Product page).

Installed Product

External Service Details
Product ID TELFS&0004 Product Description External Service

Customer Name Contact Name
Comment [John Smith, 230-222-3000 ]

Return

External Service Details page

The External Service Details page displays information about the external service associated with a group
offer member.
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Viewing Installed Product Hierarchies

This section discusses how to view the installed product hierarchy.

Page Used to View the Installed Product Hierarchy

Page Name

Definition Name

Navigation

Usage

Installed Product Hierarchy

RF_INSTPROD_VH_SEC

Click the View Hierarchy
button from the Installed
Product, Service Order, My
Service Order, Support
Case, HelpDesk Case, RMA
(return material
authorization), Site (under
Customers CRM), Product
Registration Installed
Assets, Search Installed
Products and Services,
Search Installed Assets,
Customer 360 Degree
View, Worker 360 Degree
View, Order Capture Entry,
Self-Service Accounts, Self-
Service View Services,
Self-Service Support Case,
and Self-Service HelpDesk
Case pages.

View the installed products
that meet the customer or
internal worker, site,
product, serial number,
asset tag, and department
criteriathat is available on
the source page. For the
installed products that the
system returns, you can also
view record status and
parent, child, and sibling
relationships to other
installed products.

Viewing the Installed Product Hierarchy

Access the Installed Product Hierarchy page (click the View Hierarchy button from the Installed Product,
Service Order, My Service Order, Support Case, HelpDesk Case, RMA (return material authorization), Site
(under Customers CRM), Product Registration Installed Assets, Search Installed Products and Services,
Search Installed Assets, Customer 360 Degree View, Worker 360 Degree View, Order Capture Entry, Self-
Service Accounts, Self-Service View Services, Self-Service Support Case, and Self-Service HelpDesk Case

pages).
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Installed Product
Installed Product Hierarchy

Customer Name Softgear Inc.

Filtered By

Additional Filters

Installed Product ID [INS0300001

Product Hame|DSL Service

Site Hame|l‘~"|i|:|west Branch Office

P LEP

Account Hame|

O Al Statuses
® Single Status = W " Activated W

| Refresh |

Expand All | Collapse All i 1-2 o0f 2

[= Softgear Inc. - COMO1 250019
[= Midwest Branch Office - 250021
7 INS0300001 - DSL Servir.:e
Return

Installed Product Hierarchy page
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Installed Product
Installed Product Hierarchy
Customer Name Anne Walker
Filtered By No additional filters
Installed Product ID |INS0250753 @,
Product Name |[Family Flan @,
Site Name OJ
Account Name OJ
Refresh
4] L
[= Anne Walker - COMO1 250036
= INS0250753 - Family Plan™
[= INS0250754 - Family Flan Options
[= INS0250755 - Family Talks / SMS Offer i
& INS0250756 - My Family Shared Minutes & =
7 INS0250757 - My Family Shared SMS & &2
Return

Installed Product Hierarchy showing multilevel installed product

Theinitial display of the installed product hierarchy presents the parent-child relationships of al installed
products that belong to a customer identified from the calling component. The hierarchy has afiltering
capability that allows you to further refine the display based on installed product ID, product hame and site
name.

The tree structure shows the Installed Product ID (always), Description (always), Site,Department, and
Account fields for each installed product that meets the filter criteria. It only displays these fields (Site,
Department, and Account) if they are configured to display when you define the tree setup and department. In
addition, these filters are available only if you have PeopleSoft Enterprise HelpDesk installed. Click the link
of aninstalled product to access the Installed Product page, where you can update information as necessary.

When the tree information requires more space than fits on the page, use the positional links (First, Previous,
Next, Last, Left, and Right) at the top of the tree to navigate through the information. Click the folders that
appear in the tree to collapse or expand specific sections of the hierarchy.

Note. This hierarchy is not available for service orders or cases if they are configured to hide installed
product information (through the corresponding service order or call center configuration templates). Y ou can
turn on additional runtime filters using the Tree Configuration: Department (if PeopleSoft Enterprise
HelpDesk isinstalled) and Account.

Filters Displays the values that are avail able on the source page that the system used to
filter theinitial view of the hierarchy.
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All Statusesand Single  Select the status of the installed products that should be included in the
Status hierarchical view.

These status fields are not available to multilevel installed products.

Note. If you select Single Status, you can also use either the equal to (=) or not
equal to (not =) operator to select a status for which you want to search for a

product.
Refresh Click to update the display after specifying aternate status values.
<installed product Click thelink to access the corresponding installed product record.
number and
description>

(create change order  Click to create a service management order for the corresponding multilevel
in service management)  installed product.

If you click thislink for an installed product that is part of a multilevel installed
product, the system creates a service management order for thefirst level (the
highest) component of the multilevel installed product, regardless of the level
within the bundle from which the request was triggered.

Installed Product Hierarchy for Multilevel Installed Products

The hierarchy viewer supports the display of parent-child relationshipsin multilevel installed products. When
you access the viewer from an installed product of a multilevel installed product, all installed products that
are included, except the lowest-level components, appear in an expanded maode for a complete view of the
structure. The installed product from which the viewer is accessed is shown in bold. An icon appears next to
the top-level installed product; clicking the icon creates a service management order for the top-leve installed
product, hence the entire multilevel installed product.

Components of amultilevel installed product do not appear if they are functional components or if they are
set to be hidden from the installed product hierarchy in their product definitions. If amultilevel installed
product component is set not to appear, any of its children are hidden from the hierarchy as well.

Note. Theinstalled product hierarchy is accessible from both Customer and Worker 360-Degree Views. The
display of multilevel installed product is supported for the Customer 360-Degree View.

Whenever applicable, the installed product hierarchy displays visual cues that indicate additional details are
available for installed products. Clicking the icons transfers you to the corresponding installed product in a
new browser window where the additional information can be viewed. For example, if you click the Relate
functional component existsicon, the system transfers you to the installed product of the corresponding
functional component.

Refer to the see reference for descriptions of these visual cues that are also used on the <capture type> - Entry
Form page to show relationships of products between order lines. When used in the context of installed
products, clicking any of these icons transfers you to an installed product as the destination.

See PeopleSoft Enterprise CRM 9.1 Order Capture Applications PeopleBook, "Working with Orders for
Multilevel Product Bundles," Links.
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Mapping and Reconciling Asset Information

This section lists a prerequisite, provides an overview of terms and definitions used in this PeopleBook, and
discusses how to:

» Assign new product IDsto new asset entries.

« Reconcile asset information.

Note. The Product Mapping for Hardware Assets and Asset Reconciliation pages are only relevant for users
who are implementing asset integration with FMS.

Prerequisites

Before you can access your third-party asset management application from within PeopleSoft HelpDesk, you
must first:

+ Instal athird-party asset management application.

« Instal the third-party software on the computers that need to be discovered.

« Instal the third-party remote control software on the computers that need to be remotely controlled.
»  Update the Portal CREF information to point to the correct URL for your environment.

See Enterprise PeopleTools 8.50 PeopleBook: PeopleTools Portal Technology

Note. Refer to the vendor's documentation or ask your consultant for advice on setting up an integration with
PeopleSoft CRM. Refer to the Oracle corporate website (under the Partners section) for alist of oracle-
validated integrations and independent software vendors (ISVs).

See Also

http://www.oracle.com

Terms and Definitions

This section discusses common terms used in this document.

Terms

These terms are used throughout this document:

Asset Any technology device, such as a computer, peripheral, or router.
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Remote Control The ability to remotely take control of a computer system.

ITAM Information Technology Asset Management.

Enabling Integration to the Asset Repository Module in PeopleSoft Financials

The option for enabling asset integration between PeopleSoft Enterprise CRM and Financialsis available asa
genera option in display templates that are created for installed assets. As delivered, thisoptionisdisabled in
the display template delivered for installed assets.

To enable asset integration:

1. Navigateto Set Up CRM, Common Definitions, Component Configuration, Display Templates, Display
Template Details. Open a display template for installed assets.

If you want to enable the integration in the delivered display template for installed assets, look it up by the
name CORE_|IP_ASSET, whichis created using the RC_HELPDESK display template family code and
the RF_INST_PRODUCT component.

2. Onthe Display Template page that appears, click the Installed Product page link. After the page refreshes,
click the Show Section Details link at the bottom of the page to expand the section.

This step ensures that all the asset-related fields that will appear as aresult of the integration are already
enabled for display before the integration is enabled.

3. Scroll to the PRODUCT section, and make sure that these fields are enabled for display: Asset Type,
Validated,Asset Subtype, and Transfer. Save the change.

4. Scroll to the beginning of the page. Click the Return link. Click OK to the system message about saving
the display template.

5. Onthe Display Template page, locate a general option called Asset Integration. Change its value to Yes,
and save the change.

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

See Enterprise PeopleTools 8.50 PeopleBook: Integration Broker

Running the Initial Data Synchronization
To synchronize all desired asset data between Financials and CRM on a newly implemented system:
1. Use PeopleTools Integration Broker to activate the location, department, and worker messages.

2. Inthe Financials application, navigate to Enterprise Components, Integration Definitions, Initiate
Processes, Full Data Publish.

3. Publish using these messagesin this order:
e Manufacturer datas MANUFACTURER_FULLSYNC
«  Asset Subtype data: COPY_AM_SUBTYPE
» Asset Full Sync datac COPY _IT_ASSET
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4. Inactivate the FULLSY NC messages and activate the corresponding SY NC messages.
Processing the messages in the order given creates records for these data, in this order:

1. Employee, department, and location data.

2. Manufacturer data and asset subtype data.

3. Financials asset repository data.

Records created in this order ensure that the data is validated.

Synchronizing datain this order ensures that the relevant data referred to in the Financial s assets, such as
department, employee, and manufacturer, has corresponding entries on the CRM side. Without such
corresponding data on the CRM side, the full synchronization might attempt to create a CRM-installed asset

for an employee who does not exist in CRM, which would cause an error.

See PeopleSoft Enterprise Maintenance Management PeopleBook

See PeopleSoft Enterprise CRM 9.1 PeopleBook: Application Integration Framework

See PeopleSoft Enterprise CRM 9.1 PeopleBook: Integration Interfaces

See Enterprise PeopleTools 8.50 PeopleBook: Integration Broker

See PeopleSoft Enterprise CRM 9.1 Business Object Management PeopleBook, "Managing Enterprise
Integration for PeopleSoft Enterprise CRM," Data Integrations.

See PeopleSoft Enterprise Integrated FieldService 9.1 PeopleBook, "Integrating with PeopleSoft
Applications,” Integrating with PeopleSoft Financial Management Services.

Pages Used to Map and Reconcile Asset Information

Rules, Integration Defaults,

Page Name Definition Name Navigation Usage
Product Mapping for RF_PROD_MAP Set Up CRM, Common Associate a match for non-
Hardware Assets Definitions, Integration null fields to create a new

installed asset on the CRM

Asset Product Mapping, side.
Product Mapping for
Hardware Assets

Asset Reconciliation RF_ASSET_RECON HelpDesk, Asset Display all possible
Reconciliation, Asset matching CRM entries and
Reconciliation provide action buttons to

either merge or create new
CRM assets.

Assigning New Product IDs to New Asset Entries

Access the Product Mapping for Hardware Assets page (Set Up CRM, Common Definitions, Integration
Rules, Integration Defaults, Asset Product Mapping, Product Mapping for Hardware Assets).

220
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Product Mapping for Hardware
Assets

SetID SHARE

o 4] o

Asset Subtype Manufacturer ID Model *Product ID Product Description

@, @ UsaAi00 |94, |Computer Package ]
DESKTOP @, [coMpag 2, [Armada mM700 ARM100 |2, Compag Armada M700 Tl
DESKTOP @, [compag 2, |[compag Deskpro ARM101 |9, |Compag Deskpro )|
DESKTOP @, |[compagq @, |[compaq Eve D510 cM] [arM102 @, |Compaq Evo Series I}
DESKTOP @, [coMmpag @, [Deskpro ARM101 |9, |Compag Deskpro I}
DESKTOP @ [compag 2, |Deskpro EN Series ARM101 @, |Compag Deskpro Tl
DESKTOP @, [coMmpag @, [Evo Ds10 CMT ARM102 @, |Compag Evo Series )|
DESKTOP @, [compag 2, |[Evo D510 SFF ARM102 |94, |Compag Evo Series )|
DESKTOP @, [compag @, [Ewo N40Oc ARM102 @, |Compag Evo Series I}
DESKTOP @, [compag @, [Ewvo Nd10c ARM102 |94 |Compag Evo Series I}

Add Product Mapping Entry

Product Mapping for Hardware Assets page

Use this page to map a combination of the three FM S fields (Asset Subtype, Manufacturer, and Model) to a
CRM product ID value as part of the asset integration between the two systems.

On all installed product entries, CRM requires a product ID, but FM S does not associate a product 1D to its
asset entries. The map you create should specify how the CRM system should assign a product ID to each
CRM-installed asset entry that is created from FM S asset data.

The Asset Subtype, Manufacturer, and Model fields on this page refer to the identically defined fields from
PeopleSoft FM'S Asset Management.

Note. To capture product asset information from FM S that does not map to the installed product entriesin
CRM, leave the Asset Subtype, Manufacturer, and Model fields blank in the first row on this page and only
enter a Product I1D. When no matches are found on asset datain CRM, the system provides the information
from FM S to this product ID by default.

Reconciling Asset Information

Access the Asset Reconciliation page (HelpDesk, Asset Reconciliation, Asset Reconciliation).

Select the option associated with the asset that best matches the data that has come over from your FMS
database. Thisinformation appears in the top portion of the page. Then, click one of the buttons at the bottom
of the page to either merge the selected asset or create a new asset.

Merge Selected Installed Click this button if the FM S data matches the asset data on the CRM side and
Asset you want to create a CRM-installed asset row based on the values from the
selected FM S row.
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Create New Installed Click this button if the FM S data does not refer to any asset on the CRM side and
Asset you want to create a CRM-installed asset row based on the values from the
selected FM S row.

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



Appendix A

Product Delivered Web Services

This appendix discusses the delivered Installed Product and Product Service web services, and provides
guidelines on how to view message el ements.

Delivered Web Services

This section discusses:

« Thelnstalled Product web service.
« TheProduct Service web service.
See Also

PeopleSoft Enterprise CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Business
Processes and Web Services'

Installed Product Web Service

PeopleSoft CRM delivers these service operations for the Installed Product web service:

« Create Installed Product

This operation creates an installed product using the existing component interface (Cl) in the CRM
system. The component provides normal defaulting and processing. The return message indicates success
or failure and includes the installed product ID and setID.

e Get Installed Product
This operation requires a setlD and installed product ID. The Cl is used so that all security is enforced.
« Search Installed Product

Similar to the agent-facing installed product search, you can send various types of datain your request.
This operation returns alist of installed products that meet all the given criteria.

» Update Installed Product

This operation updates an installed product using the existing CI in the CRM system. The component
provides normal defaulting and processing. The return message indicates success or failure and includes
the installed product 1D and setID.
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These usage rules apply to the Update Installed Product service operation:

Appendix A

» If no update isintended for any row in a child rowset (status, warranty, or attribute), you may omit al the

rows for that child rowset and the existing child rows will be retained.

For example, if there are five status rows and you send zero status rows in the update, the existing five
status rows are retained without change. However, if there is an update needed for any single row in the
status rowset or warranty rowset, you must provide all rows in that rowset, regardless of whether they all
have an update or not. If there are five status rows and you want to change one, add one, and delete one,
send the full set of final rows (the one that has the changed value, the three that remain unchanged, and

the one new one).

» Theattribute rowset isincluded to allow you to set and change values of attributes for existing installed

products.

« No attributes can be deleted.

» Because we do not allow deletes for the attribute rowset, it is sufficient to send only the changed entries or

the new entriesif thereis an update or add required for the attribute rowset.

For example, if there are five attribute rows and one needs an update, you only need to send the row that

has the update. The four other existing rows are retained and untouched.

This table provides the technical names, operation type, and message names of the service operationsthat are

related to the Installed Product web service:

Service Operation Operation Type Request Message Response Message

Create Installed Product Synchronous RF_INST_PROD_CREATE | RF_INST_PROD _CREATE_RES
(RF_INST_PROD_CREA _REQ

TE)

Get Installed Product Synchronous RF_INST_PROD_GET _RE | RF_INST_PROD_GET_RES
(RF_INST_PROD_GET) Q

Search Installed Product Synchronous RF_INST_PROD_SEARCH | RF_INST_PROD_SEARCH_RES
(RF_INST_PROD_SEAR REQ

CH)

Update Installed Product Synchronous RF_INST_PROD_UPDATE | RF_INST_PROD_UPDATE_RES
(RF_INST_PROD_UPDA REQ

TE)

Product Service Web Service
PeopleSoft delivers these service operations for the Product Service (CO_PRODUCT) web service:
e Get Product Details

This operation takes a product 1D and returns information about the matching product.
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» Get Terms And Conditions Synchronization Search

Product Delivered Web Services

This operation takes a product ID and returns information about the terms and conditions that apply to the

matching product.
» Get Catalog

This operation takes a catalog |D and returns information about the matching catal og.

e Search Financial Product

This operation takes search parameters (product 1D, setl D, product description, product package,
arrangement, and coverage) that are entered for products and returns alist of matching financial products.

e Search Product

This operation takes search parameters (product 1D, setl D, description, product type, and effective status)
that are entered for products and returns alist of matching products.

This table provides the technical names, operation type, and messages names of the service operations that are

related to the Product Service web service:

Service Operation Operation Type Request Message Response Message
GetProductDetails Synchronous CO_PROD_ITEM_REQ CO_PROD_ITEM_RSP
(CO_PROD_ITEM_SYN

C_SEARCH)

Get Terms And Cond Synchronous CO_PRD_TERMS COND_ | CO PRD_TERMS COND _
Sync Search REQ RSP

(CO_PROD_TERMS CO

ND_SYNC_SEARCH)

GetCatalog Synchronous CO _PRD_CATALOG_REQ | CO_PRD_CATALOG_RSP
(CO_PRODUCT_CATAL

OG_SYNC_SEARCH)

SearchFinancial Product Synchronous CO _PROD_FSI_SRCH_RE | CO_PROD_FSI _SRCH_RS
(CO_PRODUCT _FSI_SE Q P

ARCH)

Search Synchronous CO_PRODUCT_SEARCH_ | CO_PRODUCT_SEARCH_
(CO_PRODUCT_SEARC REQ RSP

H)

Viewing Message Elements

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.

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

225




Product Delivered Web Services Appendix A

2. Enter the name of the message you want to view in the Message Name field and click Search.
3. The Message Definition page appears. Click the message name link under the Parts grid.

The system opens the Message Definition page in a new browser. This step is required only if you
selected a container message. |f you selected a parts message in step 2 above, proceed directly to step 4.

Note. The system utilizes both container messages and parts messages. A container message may contain
one or more parts. The parts message has the actual list of datafields.

4. 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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Assemblies - Assembly page 52
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53
Asset Reconciliation page 220, 221
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Attachments page 72
Attribute Definition page 16, 25
Attributes page 72, 186, 205
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AUTO_NUM_PNL component 14
automatic shipping notification See ASN
autonumbering

product IDs 15

B

branch script, uses of 13
Branch Scripts page 72
business process 223
Business Unit table 93

C

catalogs

access channels for, defining 121

access from PeopleSoft CRM portal 104

business rule association 118

cache, populating 120

catalog display templates, creating for 106

catalog tree 120

cloning 123

conditions for associating products with 125

contents, defining 120

creating nested 128

defining permissions 126

direct association 118

IDs, defining 120

images, displaying 109

PeopleSoft Real-Time Advisor dialogs,
associating with 122

prerequisites 104

searching 131

security memberships 119

understanding 103

use in PeopleSoft Order Capture 103

use in PeopleSoft Order Capture Self-Service
104

use in PeopleSoft Sales 104

Catalog Template Setup component 106

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

Clone aCatalog page 119, 123

commitment product 10

Competencies page 16

COMPETENCY_TABLE 16
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53
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components, in product packages 89

Configuration and Attributes page - Installed
Product 186

Configuration Options page 171, 172

Configured field, Product Definition page 76

Configure Role page 183, 184

Copy Tree As page 183

D

Define Nodes page 176, 178
Define Status Trandlates page 171, 172
definitional elements
creating 14
installation options 16
product definition 68
product groups 19
relations 23
understanding 13
Definition page 72
display template, theinstalled product component
142
Display Template page 106, 107
display templates
catalog display pages, defining 107
creating 106
default 108
featured products, defining 116
for product comparison 111
product detail, specifying 114
product display, defining 109
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understanding 106

E

ElPs (enterprise integration points)
ESA_PROPOSAL_PRICE 71
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Item Master 31
OC_ESA_PROPOSAL 71
OC_ESA_PROPOSAL_RESPONSE 71
OC_ESA_PROPOSAL_STATUS71
PRODUCT_FULLSYNC 69
PRODUCT_SYNC 69
PRODUCT_SYNC_EFF 69
use of 69
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F
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Featured Products page 107, 116, 120, 128
Find Products page 131

G

Genera Options page 176
Genera Options page - Installed Product 176

H

hardware asset information mapping and
reconciliation 163
History page 187, 206

images

attaching to products 83

displaying in catalog 109
Images page 72
implementations

items 4

products 4
Increment field, units of measure 88
installed assets, understanding 160
installed links

cancellation 155

creation 146

list of 144

suspension or resumption 154
Installed Product Address page 186
Installed Product Defaults page 15, 17, 165
Installed Product Hierarchy page 214
Installed Product or Installed Assets page 186
Installed Product page 187
installed products

360-Degree View 156

attributes, entering 205

conditions for creating 12

creation and update 136

default creation and update rules, defining 165

defining 187

defining rules 83

hierarchy, viewing 214
PM details, viewing 204
product-specific creation and update rules,
defining 168
system-created service orders 138
understanding 135
usage 136
warranty activation 139
Installed Products page 72
Installed Product Status Options page 171
installed product web service
create 223
get 223
search 223
update 223
integrations
items overview 3
product packages with PeopleSoft SCM 70
products overview 3
with PeopleSoft Proposal Management 70
with SCM systems 69
INV_ITEM_GROUP 34
INV_ITEM_UOM 46
INV_STOCK_TYPE 34
ITEM_NBR_CONTROL 34
item assemblies
component details, defining 54
component details, viewing 57
component notes, adding 55
component summaries, specifying 52
component summaries, viewing 56
understanding 51
Item Balance by Business Units page 62, 63
Item Balance by Group Members page 63, 64
Item Definition page 38
Item Family page 34, 36
Item Group page 34, 35
Item ID field, Definition page - Product 78
Item Number Control page 34
items
associating with units of measure 46
autonumbering, specifying 34
availability inquiries, understanding 59
balance information by business units,
checking 63
balance information by group members,
checking 64
balance inquiries by business units,
understanding 60
balance inquiries by group members,
understanding 61
checking balances and availability 59
defining 38
defining control values for 33
description of 11
errors retrieving item balances, viewing 65
in Integrated FieldService 12
integrations 3
item families, defining 36
item groups, defining 35
list of statues 32
overview 3, 31
relationship with products 11
stock types, defining 37
substitutes, establishing 45
Item Substitutes page 38, 45
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Membership List page 119
MLPB_STRUCT_MGMT 16
MLPB_STRUCT_MGMT component 14

Model field, Product Definition page 77
Multilevel Component Types page 16, 27
multilevel product bundles, installed products 143
Multilevel Structure Linkage page 16, 29

N

Nested Catal ogs page 120, 128
notes, defining for product 99

O

OC_ESA_PROPOSAL_RESPONSE EIP 71
OC_ESA_PROPOSAL_STATUSEIP 71
OC_ESA_PROPOSAL EIP 71

Order Capture Attributesfield 82

P

Package Component Pricing page 93, 94
Package Components page 89
package products 10
PeopleSoft Advanced Configurator, for
configured packages 76
PeopleSoft Enterprise CRM
items overview 3
products overview 3
PeopleSoft Enterprise Sales, accessing catalogs
from See Also Sales
PeopleSoft Integrated FieldService, requiring
items 17
PeopleSoft Order Capture, accessing catalogs 103
PeopleSoft Order Capture Self-Service, accessing
catalogs 104
PeopleSoft Real-Time Advisor
associating dialogs with catalogs 122
usein catalogs 103
PeopleSoft Supply Chain Management
(PeopleSoft SCM)
integration with products 17
product pricing 93
Preventive Maintenance Detail 186
PROD_BRAND 15
PROD_BRAND component 14
PROD_CATEGORY 15
PROD_FAMILY_INV 34
PROD_GROUP_TBL 15
PROD_GROUP_TBL component 14
PROD_GRP_OVERVIEW 15
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PRODUCT_SYNC EIP 69
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defining product association 124
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Setting up user permissions 126
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Product Compare page 107, 111
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Product Definition - Attachments page 82
Product Definition - Attributes page 81
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87
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Images page 72
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Regions page 72
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Product Details page 107, 114
Product Display page 107, 109
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Product Notes page 99, 100
product packages
configured 76
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process for defining 68
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Product Price page 93
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component interfaces 69

configured packages 76

creating definitional elements 14
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defining notes 99
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duration of service 78

group types 85

integrations 3

overview 3

package pricing 75

pricing 92, 93

process 68

product definition 71

product group association 85

product ID 68

relationships between 23
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relationship with items 11

saving without items 78

searching 131

searching catalogs for 130

setting up 13

standalone 74

tax classification 78

typesof 9

understanding 9, 67

using agreement templates to define 78
product searching, overview 130
Product Search page 107, 117
product web service
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search 225
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search product 225
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Region page 16
Regions page 72
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return material authorization See RMA
Return Message from Inventory page 63
Return Message From Inventory page 65
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advanced 133
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