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1 Getting Started

Welcome to Oracle CRM On Demand, the smart customer relationship management solution that you access
over the Web. Oracle CRM On Demand helps you to manage all your company’s sales, customer service, and
marketing information:

If you are a sales professional, use Oracle CRM On Demand to optimize your sales efficiency and
effectiveness by analyzing your sales strategy, forecasting more accurately, and sharing critical sales
information across your team.

If you are a customer service representative, use Oracle CRM On Demand to maximize your customer
satisfaction and service performance by tracking accounts, managing service requests, identifying
cross-selling and up-selling opportunities, and providing solutions to customer inquiries.

If you are a marketing representative, use Oracle CRM On Demand to capitalize on your marketing efforts
by generating more leads, assigning leads automatically, and tracking campaign outcomes quantitatively.

If you are an executive, use Oracle CRM On Demand to manage all areas of your business by gaining
insight into your sales’ outlook, quickly resolving critical business issues, and performing complex
analyses.

In Oracle CRM On Demand, your information is grouped into the following main areas:
Calendar and Activities. Tracks your activities, including phone calls, events, and to-do lists.
Campaigns. Manages marketing campaigns and generates qualified leads and opportunities.
Leads. Tracks leads for new sales opportunities and automates the lead conversion process.
Accounts. Tracks companies with whom you conduct business.

Contacts. Tracks people associated with your accounts and opportunities.

Opportunities. Manages potential revenue-generating opportunities.

Forecasts. Generates forecasts to project quarterly revenue based on existing opportunities.
Service Requests. Manages customer requests for products or services.

Partners. Tracks the external companies or contacts at companies who sell or service products belonging to
your company (Oracle CRM On Demand Partner Relationship Management Edition).

Partner Programs. Tracks the requirements and benefits for companies that are part of your company's
partner programs (Oracle CRM On Demand Partner Relationship Management Edition).

Solutions. Stores answers to common questions or service issues.

Communication. Manages customer interactions through your call center (Oracle Contact On Demand).
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Reports. Generates a variety of reports supplying over 250 separate analyses, including pipeline visibility and
sales effectiveness.

Dashboard. Displays a series of charts, graphs, and tables organized around your key business areas.
Additionally, industry-specific solutions contain these record types:

Vehicles. Tracks service history and sales history of vehicles (Oracle CRM On Demand Automotive Edition).
Dealers. Tracks associations with dealers (Oracle CRM On Demand Automotive Edition).

Funds. Manages fund requests, credits, and approvals (Oracle CRM On Demand High Tech Edition and Oracle
CRM On Demand Partner Relationship Management Edition).

MedEd. Manages medical education events and invitees (Oracle CRM On Demand Life Sciences Edition).
Portfolios. Tracks portfolio accounts (Oracle CRM On Demand Financial Services Edition).

Households. Tracks information for a group of related contacts (Oracle CRM On Demand Financial Services
Edition).

You may also see other record types depending on the industry-specific solutions you have implemented.

NOTE: Your company administrator can rename the standard record types, so you might see different tab
labels. For example, your company administrator might change “Accounts” to "Companies.” Your company
administrator can also add custom record types, as required.

What To Do First

Your company administrator has probably imported company-wide records for accounts, contacts, leads, and
so on. Follow these instructions to get you up and running quickly:

Signing In as a New User (on page 25)
Updating Your Personal Details (on page 604)
Displaying Your Tabs (on page 619)
Importing Your Contacts (on page 198)
Creating Records (on page 38)

Finding Records (on page 41)

Updating Record Details (on page 60)

Linking Records to Accounts (on page 181)

TIP: Click the Help link from any page for information regarding procedures, concepts, and guidelines specific
to the record type you are working with. From any Help window, you can access the PDF version of the help
content, allowing you to print a range of topics or the entire help content.

Note for first-time users:

You might not see data in reports for the first 24-hour period after signing in because most reports are
updated nightly. For example, the reports appearing on the Accounts, Contacts, and Opportunities
Homepages will not show data until after that initial period.
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You may not see forecasts, either, because forecast records are generated once a week or once a month.
When generating forecast records, the system checks several fields in your records to determine which
information to include in the forecast calculations. Therefore, forecast records don’t appear until the
specified period has elapsed and data exists to include in the forecast.

About Running Other Applications

Other applications running in the background might interfere with Oracle CRM On Demand. For example,
pop-up blockers can cause your mouse to lock. If you encounter some unconventional behavior, make sure
these applications are not running:

Virus checkers

External Java Runtime Environments
Pop-up blockers

External toolbars for your browser

NOTE: Ensure that your browser settings allow JavaScript to run and pop-up dialog boxes to display.

Signing In as a New User

To sign in as a new user in Oracle CRM On Demand, you must have a temporary URL for Oracle CRM On
Demand and a temporary password. Oracle CRM On Demand sends this information to you by email, in two
parts:

The first email contains the temporary URL that you use to access Oracle CRM On Demand for the first
time.

The second email contains your temporary password.

Depending on how your company administrator sets up your user account, the email that contains your
temporary password might also contain your user ID.

NOTE: Your user sign-in ID is shown on the Oracle CRM On Demand page after you sign in for the first time.
Although you do not require your user ID the first time that you sign in to Oracle CRM On Demand, you must
have it to access Oracle CRM On Demand after the first time you sign in. Therefore, it is recommended that
you make a note of your user sign-in ID for future reference.

When you sign in for the first time, you are asked to set up a number of security questions. Take note of the
security questions and answers that you set up. If you later forget your password, you will be required to
answer the security questions to reset your password. For more information about resetting your password,
see Retrieving Your User Sign-In ID or Resetting Your Password (on page 112).

You can change your security questions at any time in Oracle CRM On Demand, for more information, see
Setting Up Your Security Questions (on page 616).

To sign in as a new user

Click the Oracle CRM On Demand URL that you received in an email.

On the Sign-In page, enter the temporary password you received in an email.
Oracle CRM On Demand Online Help Release 19 25



Getting Started

3 Make a note of your user sign-in ID, which is shown in the User Sign In ID field on the Password Update
page.

4 On the Password Update page, enter a new password of your choice in the New Password field, and then
enter it again in the Verify New Password field.
TIP: Be sure to make a note of your password to avoid repeating this task.

5 1In the My Security Questions page, select the questions that you want to use as your security questions,
and enter the answer for each question.
The number of security questions that you must set up is determined by your company administrator.

NOTE: Take note of the security questions and answers that you set up.

6 Save your security questions.

My Homepage displays the information that you require to start using Oracle CRM On Demand. The
tabs and features that you see by default depend on the role that you are assigned by your company
administrator.

NOTE: While using the Communications section in Oracle CRM On Demand, if your status changes to
offline due to network connection problems, your login session automatically reconnects to the Oracle
Contact On Demand server when Oracle CRM On Demand detects that the network is operational
again.

About the Interface

Oracle CRM On Demand is built around a Web page interface. If you are familiar with the Web, the look and
feel of the user interface will be familiar to you.

All pages in the application share the same basic interface framework.

TIP: In the Internet Explorer browser, performance is better if you deselect the check box for the Do Not
Save Encrypted Pages to Disk option. If this option is selected, JavaScript code is not cached and must be
downloaded every time. In Internet Explorer Version 6 and later, this option is available under the Tools
menu. From the Tools menu, select Internet Options, then Advanced.

Action Bar

Your company administrator assigns an action bar layout to each user role. Your company administrator can
also make the Action bar unavailable to your user role.

If the Action bar is available to your user role, then it appears on the left side of all Oracle CRM On Demand
pages by default. You can hide and show the Action bar as required. For more information, see Showing or
Hiding the Action Bar (on page 32).

The Action bar can contain some or all of the following sections:
B Marketing On Demand

If your company is set up to use Oracle CRM On Demand Marketing, this section of the Action bar
contains a link that you can click to launch Oracle CRM On Demand Marketing. Oracle CRM On
Demand Marketing is an integrated marketing solution for designing and automating marketing
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programs. It provides complete lead nurturing. It uses leads from Oracle CRM On Demand and from
external sources. It integrates with Web pages for lead nurturing and offer fulfillment.

Message Center

The Message Center section contains notes for yourself, notes received from other users, and notes
added to the records to which you subscribe. For more information about the Message Center, see
Working with the Message Center (on page 35).

The Message Center only appears if the company profile has Message Center enabled.
Search

The Search section lets you find existing records. For example, you can perform a search to determine
if a record exists before creating one, thereby reducing the duplication of records. For instructions on
using the Search section, see Finding Records (on page 41).

Communication Tools

If your company uses Oracle Contact On Demand, the call center application, you use the
Communication Tools and Voice Controls sections in the Action bar to perform tasks in Oracle Contact
On Demand.

Create

The Create section contains a list of links for record types. When you click a link, a form opens that
allows you to quickly add a new record. The form works independently of the main Web pages so you
won't lose your place within the application.

For example, you can create an opportunity from the Create section of the Action bar while you are
updating information in an account in the main section of the Oracle CRM On Demand page. When you
click the Opportunity link in the Created section of the Action bar, a form opens. You can then enter
the required opportunity information in the form, and save the record. The new opportunity is saved
to the database and you can continue updating the account information.

For instructions on using the Create section, see Creating Records (on page 38).
Recently Viewed

The Recently Viewed section lists the 10 most recently viewed, edited, or created records, including
records from previous sessions. Drilling down to the Detail page for a record triggers that record’s
inclusion in the Recently Viewed section. The record name appears in the list as a link along with an
icon corresponding to the type of record it is.

This feature allows you to easily access your active records. If you delete a record, it is removed from
the Recently Viewed list. If another user deletes a record, it remains in the Recently Viewed list, and if
you select the link, a message is displayed informing you that the link no longer exists.

Favorite Records

This section shows the records that you have marked as your favorites. The record name appears in
the list as a link along with an icon corresponding to the type of record. This feature allows you to
quickly access the records that you use most often. The Favorite Records section in the Action Bar can
display up to 10 records at a time. You can view a complete list of your favorites by clicking the Show
Full List link. When you click the Show Full List link, the Favorite Records page opens, and you can
manage your favorite records.

Favorite Lists
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This section shows the lists that you have marked as your favorites. The list name appears in the list
as a link along with an icon corresponding to the type of record. This feature allows you to quickly
access the lists that you use most often. The Favorite Lists section in the Action Bar can display up to
10 lists at a time. You can view a complete list of your favorites by clicking the Show Full List link.
When you click the Show Full List link, the Favorite Lists page opens, and you can manage your
favorite lists.

TIP: You can add lists to your favorite lists by clicking the Add to Favorites icon, which is displayed beside
the list name on the Manage List page and in the title bar of the list page itself.

Calendar

This section contains a calendar with the current date highlighted. When you click a date in the
calendar, the Daily Calendar page is displayed for that date. The calendar section does not appear by
default, but you can add it to the Action bar in your personal layout. To edit the Action bar in your
personal layout, click the My Setup global link, click Personal Layout, and then click Action Bar Layout.

Custom Web applets

Your company administrator can create Web applets that can be added to the Action bar to display
HTML Web content (for example, polls, videos) and RSS feeds. For more information about custom
Web Applets, see About Custom Web Applets (on page 1079).

You can expand or collapse the sections in the Action bar. To collapse a section, click the minus icon (-), and
to expand a section, click the plus icon (+).

Your Action bar settings persist when you move through Oracle CRM On Demand. If you hide the Action bar,
then the settings for the sections within the Action bar persist even though the Action bar is hidden, and the
settings are available if you show the Action bar again.

If your user role has the appropriate privilege, you can change the layout of your Action bar through the My
Setup global link. You can display or hide any of the Action bar sections, including Web applets, that your
company administrator has made available in the Action bar layout for your user role. For more information,
see Changing Your Action Bar Layout (on page 621).

Tabs
Across the top of each page are tabs for the main types of records. Click on a tab to go to the Homepage for
that record type. For example, if you click the Contacts tab, you go to the Contacts Homepage.

The number of tabs that you see depends on the size and resolution of your browser window and on how
many tabs are in your tab layout. If there are more tabs in your tab layout than can fit across the page in your
browser window, an arrow appears next to the far right tab. Clicking that arrow opens a list from which you
can select any tab that is in your tab layout but is not currently visible.

NOTE: If your browser window is less than 1024 pixels wide and some of your available tabs are not visible,
a scroll bar appears at the bottom of the page, allowing you to scroll to the arrow that opens the list of
available tabs.

To learn more about the tab layout, see Displaying Your Tabs (on page 619).

Sections

Each page contains areas called sections. These sections group together relevant information for the types of
records you’re working with.
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For example, the Accounts Homepage shows sections for Account Lists, Account Tasks, Recently Modified
Accounts, and the Account Analysis Chart.

A section can contain the following types of information:
Lists. Shows records in rows.
Forms. Shows fields for the records in a form.
Charts/Graphs. Shows information in a variety of charts and graphs.

On Detail pages you can expand or collapse the whole form as well as the individual sections in the form. This
is useful for avoiding a lot of scrolling and for hiding information in which you are not interested. To collapse a
form or section, click the minus icon (-). To expand a section or form, click the plus icon (+). The buttons in
each section are visible even when the section is collapsed. The expanded or collapsed state persists across
sessions.

List pages and Edit pages do not have this expand and collapse functionality.

Error Messages and On-Screen Help Text
Error messages, when displayed, are indicated by the following icon:

]
A

On-screen help text is indicated by the following icon:

Global Links

Each page in Oracle CRM On Demand has a series of links across the top. This table describes the action that
occurs when you click each link:

Training and Support Opens the Training and Support Homepage, which provides access to a range
of Training and support resources, including the schedule of free Oracle CRM
On Demand Webinars and other training courses.

From this page you can create a service request. Make sure you have the
following information:

Any error messages displayed in your window

A description of the problem, including the steps you were taking when the
error occurred

Admin Opens the pages where administrators can customize the application. Appears
only for those users assigned a role with administrative privileges.

My Setup Opens the Personal Homepage, where you can update your personal profile
and edit the page layout.
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Deleted Items Opens the Deleted Items page, where you can view and restore most deleted
items up to 30 days after deletion.

Help Opens online help at its top topic, displays the table of contents, and shows
the Search tab to find information in the help files. From any help window, you
can access the PDF version of the help content, allowing you to print a range
of topics or the entire help content.

Sign Out Exits Oracle CRM On Demand.

Additional Links

Each page also contains several links that appear just to the right of the page name. This table describes the
action that occurs when you click each of those links:

Edit Layout (Homepages and Detail pages only). Opens the Edit Layout page, where you
can add, rearrange, or hide sections of the page you are viewing.

Help Opens an online help topic specific to that page or procedure.

Printer Friendly Opens the Print page, where you can print a version of data on your page.
Available from all pages except Edit pages.

Oracle CRM On Demand Page-by-Page Overview

Oracle CRM On Demand provides several Web pages for each record type (Accounts, Contacts, and so on).

Homepages

Most Homepages show you tasks related to the types of records that correspond to that page, such as
account-related tasks. Generally, they also show filtered lists that have been defined by your company
administrator as well as an analytic chart relevant to your work. Homepages can also contain Web widgets,
RSS feeds, and other Web content, depending on what your company administrator has set up.

From the Homepage, you can drill down to other pages to manage the various types of information as
required.

List Pages

The List pages show the subset of records according to the list you select from the Homepage. From the List
pages, you can:

Review multiple records at a glance.
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Find a record to review, delete, or update.

Update the fields on the List page inline.

Create new records.

Add the list to the Favorite Lists section in the Action bar.

In addition, you can use the record-level menu (beside each record name) to perform various actions on the
listed records, including some or all of the following:

Open the Edit page for the record (by selecting the Edit option), where you can edit all of the fields on the
record.

Create a new record by copying the existing record. Your company administrator determines which field
values are automatically copied to the new record.

Delete a record.

Manage Lists Pages

The Manage Lists pages show the standard filtered lists and the lists that either you created for your own use,
or your manager created for employees to use. From the Manage Lists pages, you can:

Delete a list.
Review the entire list of filtered lists.
Edit a list you or your managers created or begin the process for creating another filtered list.

Select lists to add to the Favorite Lists section in the Action bar.

Detail Pages

The Detail pages show one record’s information. The top section displays the fields for that record, and you
can update these fields inline (if inline editing is enabled). The bottom sections of the Detail pages are the
linked record sections where you can:

Create other records that are linked to the selected record, such as notes or activities.
Review already linked records.
Edit some of the fields on records linked to the main record (if inline editing is enabled).

The head-up display might be available at the bottom of your browser window. The head-up display is a list of
links to the related information sections of the page (such as linked records sections). For the head-up display
to be visible, the head-up display functionality must be enabled.

NOTE: Each user or company administrator can enable or disable the head-up display functionality. Your
personal setting overrides the company setting. For information about changing your head-up display setting,
see Updating Your Personal Details (on page 604). The colors in the head-up display are determined by the
theme that you are using. For more information about choosing a theme, see Setting Your Theme (on page
612).

When the head-up display is visible, you can click the links in the display to go to the related information
sections without having to scroll down the page. You can collapse the head-up display by clicking the minus
sign (-) in the display. To expand the display again, click the plus sign (+). This setting in the head-up display
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is maintained for all record types until you change it again, even if you sign out of Oracle CRM On Demand
and sign in again.

You can also remove the head-up display completely from your Detail pages, by turning off the functionality in
your personal profile.

On the Detail pages, you can also do the following:

Create a new record by copying the existing record (for most record types). Your company administrator
determines which field values are automatically copied to the new record.

Expand and collapse the sections in Detail pages as required. These settings are maintained until you
change them again, even if you sign out of Oracle CRM On Demand and sign in again.

Click an icon on the Detail page to add the record to the Favorite Records section in the Action bar.
Click the Note icon to add notes or view notes from other users.

Send a note to another user by moving the pointer over the name of the user, see Sending Notes to Other
Users (on page 91).

Detail pages can also contain custom Web applets set up by your company administrator. These are used to
embed Web widgets, RSS feeds, and other Web content on the page. For more information, see About Custom
Web Applets (on page 1079).

Edit Pages

The Edit pages show one record’s fields in editable format. You can use these pages to update the record
information. The record fields on the Edit pages are identical to the top part of the Detail pages.

Both Edit pages and Detail pages can contain custom Web link fields. For a particular Web link, the
administrator can specify whether it appears on the Edit page, Detail page, or both, as described in Setting Up
Web Links (on page 1048).

Showing or Hiding the Action Bar

If the Action bar is available to your user role, then it appears on the left side of the Oracle CRM On Demand
pages each time that you sign in to Oracle CRM On Demand. During your session in Oracle CRM On Demand,
you can hide and show the Action bar as required.

NOTE: Your company administrator assigns an action bar layout to each user role. Your company
administrator can also make the Action bar unavailable to your user role. If the Action bar is unavailable to
your user role, you cannot show the Action bar.

The following procedures describe how to hide or show the Action bar.

To hide the Action bar
Click the space between the Action bar and the main section of the page.

TIP: When your pointer is resting in the space between the Action bar and the main section of the page,
the color of the space changes, and the Hide Action Bar tooltip appears.
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To show the Action bar
Click the space to the left of the page.

TIP: When your pointer is resting in the space to the left of the page, the color of the space changes, and
the Show Action Bar tooltip appears.

My Homepage
From My Homepage, you can review the information for your work day. You can:
Check your schedule for appointments in the Today’s Calendar section.

Review time-sensitive alerts that inform you of deadlines, such as submitting forecasts, in the Alerts
section. Alerts are set up by your company administrator.

Scan the list of open tasks, sorted by the due date and priority (up arrow for 1-High, no arrow for
2-Medium, down arrow for 3-Low), in the Open Tasks section.

NOTE: If your company administrator has changed the default values for the Priority field, arrows
might not be displayed in the Priority field in the task lists.

Review recently created or recently modified records.

In the standard application, the Recently Created Leads section displays the leads that were created
most recently. You or your company administrator can customize My Homepage to display other types
of records.

Review an analysis relevant to you.

One or more report sections might be shown on My Homepage, depending on how your company
administrator has configured My Homepage. In the standard application, My Homepage shows an
analysis of the quality of your opportunities for the current quarter (Pipeline Quality for Current
Quarter).

View Web widgets, RSS feeds, and other Web content.

Depending on what the company administrator has set up, and what is included in your page layout,
you can view embedded Web content on My Homepage. This Web content might include Web widgets,
such as Google maps or corporate videos, and RSS feeds. For more information about how external
Web content is set up, see About Custom Web Applets (on page 1079).

Your company administrator can customize the layout of My Homepage. In addition, if your user role includes
the Personalize Homepages privilege, you can add sections to the page, and remove sections from the page.

The following table provides instructions for typical tasks you can perform from My Homepage.

Alerts
View all alerts In the Alerts section, click the Show Full List link. The Alerts page opens.
View an alert In the Alerts section, click the link for the alert. The Alert page opens with

additional information about the alert.
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Appointments

Create an appointment

Review an
appointment record

Review this month’s
appointments

Review this week’s
appointments

Review today’s
appointments

Layout

Change the layout of
My Homepage

Records

In the Today’s Calendar section, click New. On the Appointment Edit page, fill
in the required information and save the record.

In the Today’s Calendar section, click the Subject link of the appointment you
want to review. The Appointment Detail page appears.

In the Today’s Calendar title bar, click the 31 icon. The Calendar opens with
the month’s schedule.

In the Today’s Calendar title bar, click the 7 icon. The Calendar opens with
the week’s schedule.

In the Today’s Calendar section, click the View Calendar link, or the 1 icon.
The Calendar opens with your appointments for today.

To change the information that appears in two sections on My Homepage,
click Edit Layout, and click the arrows to add or remove sections, and to
organize the sections on the page.

NOTE: In the standard application, the Recently Created Leads section displays the leads that were
created most recently. You or your company administrator can customize My Homepage to display
other types of records, for example, Recently Modified Accounts.

Create a record

Review a record

Review a list of records

Reports

Slice the chart by
another category

View the records
comprising a segment
in the chart or table

In the title bar of the section that displays records, click New. On the Edit
page, fill in the required information, and save the record.

In the section displaying records, click the link of the record that you want to
review. The Record Detail page opens.

In the section displaying records, click Show Full List. The Record List page
opens.

Depending on the analysis that appears, you might be able to click the
drop-down list and change the selection. The chart and table show the data
categorized by your selection.

In the standard application, you can do this with the Pipeline Quality for
Current Quarter.

Depending on the analysis that appears, you might be able to drill down on a
segment or link to view the records comprising that category.

In the standard application, you can do this with the Pipeline Quality for
Current Quarter section.
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Tasks

Create a task In the Open Tasks section, click New. On the Task Edit page, fill in the
required information and save the record.

Review a task record In the Open Tasks section, click the Subject link of the task you want to
review. The Task Detail page appears.

Reviewing Your Alerts

Company-wide alerts appear on My Homepage. Company administrators use alerts to broadcast
company-wide information, such as meeting notices and policy changes. If you are a sales representative
whose information is included in your company’s sales forecasts, you will receive an alert when the forecast
has been generated as well.

To review your alerts

Click the Home tab.

In the Alerts section, you can:
Click the link for the alert you want to review, if it currently appears on My Homepage.
The Alerts page opens with additional alert information about that alert.
Click the Show Full List link.

The Alerts (List) page opens where you can select an alert, select an option from the
drop-down list to limit the types of alert records you see, or create your own filtered list for
alerts.

Related Topics
See the following topics for related information:

Alert Fields (on page 1020)
Working with Lists (on page 69)

Working with the Message Center

The Message Center in the Action bar allows you to manage notes for yourself, notes from other users, and
notes about records, all in one place. The Message Center therefore promotes more effective communication
and collaboration within Oracle CRM On Demand.
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The Message Center can contain:

Notes that you create for yourself. You can create notes for yourself in the Message Center. This is
useful for recording actions that you want to follow up on, or for information that you want to refer to
later. These private notes are indicated by an icon showing a key.

Notes on records to which you subscribe. On record types that support the notes feature, you can
keep track of conversations about a particular record, by navigating to the Detail page and subscribing to
any new notes added on the record. You will then get a copy of all such notes in the Message Center, and
you can reply to the record from the Message Center. You only get a copy of new notes added to the
record; you do not get notes about other changes to the record.

Notes sent to you by other users. Another user can click on the note icon next to your name in a page
in the application and send a note to you. Notes sent to you in this way are indicated by an icon showing
two people.

The Message Center contains a note (pushpin) icon and the number of new messages is displayed next to the
note icon.

When you click the note icon in the Message Center, the list of notes is displayed. For each note, the name of
the user who created the note is displayed, together with the subject or first part of the note text, if there is
no subject. The date of the note is displayed, or if the note is from today, the time.

From the list of notes you can do the following:

View a note Scroll down to the required note. If the note is linked to a record to
which you are subscribed, you can drill down on the record from the link
in the note.

Create a new note Click New Note. Type a subject on the first line if required, type the

note, and click Save. The subject is optional; if you do not provide a
subject, the first few characters from the text of the note are copied to
the subject line.

Reply to a note Scroll down to the required note, click Reply, and type your note. When
you click Save, your reply is sent to the Message Center of the user who
sent you the note. If you select Post, your reply is posted to the
relevant Detail page, and is sent to all users subscribed to the record.

Delete a note Scroll down to the required note, and click Delete. This action deletes
the copy of the note from your Message Center, but does not delete the
actual note on the record Detail page.

View details of the user Scroll down to the required note, and click the user name. The User
who sent a note Details page for the user is displayed.

You can embed the Message Center as a Web widget in other applications. For more information, see
Embedding a Message Center Widget (on page 625).

When the Message Center is embedded as a Web widget, you can click the Refresh button to update the
Message Center with the latest messages from Oracle CRM On Demand.
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Working with RSS Feed Applets

In Oracle CRM On Demand, you can use RSS feed applets to subscribe to frequently updated content in which
you are interested, such as blog entries, news headlines, or podcasts. This content can, for example,
supplement your CRM information with information from news providers to which you have subscribed. You
might have general market news displayed in your homepage. You might have news and information that is
specific to your client’s employers in the Contacts detail page.

Oracle CRM On Demand has a feed reader built into the application, which aggregates content so that you
never have to leave the application. For example, rather than having to visit other Web sites for market news,
the information is delivered within Oracle CRM On Demand. In addition to aggregating content, the feed
reader can accept user and record field parameters.

RSS feed applets are a type of custom Web applet, created by the company administrator, in which the URL
for an RSS feed is specified. RSS feed applets can therefore appear in the following places:

My HomePage
Record type homepages
Record type Detail pages
The Action bar
For more information about custom Web applets, see About Custom Web Applets (on page 1079).

You must add the applet to the homepage layout, detail page layout, or Action bar layout, if it does not
already appear on the page or Action bar.

Your company administrator can specify that an RSS feed applet is configurable. If this is the case, a
Configure link is displayed with the applet, and you can change the name of the applet and the URL associated
with the applet so that a different RSS feed is displayed. If an RSS feed applet is not configurable, the
Configure link is not displayed.

Your company administrator will only make a few RSS feed applets configurable.

If the company administrator deletes an RSS feed applet, the customized versions of the applet are also
deleted from the application. For example, if a user has an applet for a CNN news feed on his homepage, and
another user has configured the applet for an NBC news feed on her homepage, both users lose access to the
applet feed if the original RSS feed applet is deleted.

To configure an RSS feed applet

Click the Configure link.
In the Name field, type an appropriate name for the applet.
In the URL field, edit the URL as required.

Click Save.
The feed is refreshed with data from the configured URL.

Note: You can click Use Default to return to the URL as defined by the company administrator.
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Working with Records

This section describes common procedures you can do with most records. Click on the topic to see
step-by-step instructions to do the following:

Creating Records (on page 38)

Finding Records (on page 41)

Previewing Records (on page 59)

Updating Record Details (on page 60)

Linking Records to Your Selected Record (on page 61)
Updating Linked Records from Main Records (on page 67)
Working with Lists (on page 69)

Creating and Refining Lists (on page 73)

Exporting Records in Lists (on page 81)

Transferring Ownership of Records (on page 83)
Updating Groups of Records (on page 85)

Merging Records (on page 86)

Adding Notes (on page 87)

Attaching Files and URLs to Records (on page 94)
Deleting and Restoring Records (on page 100)

Printing Information That Appears on Pages (on page 111)

Related Topics
See the following topic for related information:

Import and Export Tools (on page 1282)

Creating Records

You can create a record from different areas within the application. The area you choose depends on whether
you want to:

Create the record in a popup window that is independent of the records you are working on. You will not
lose your place in the main area of the application.

Create the record from clicking the New button on the Homepage, List, or Detail page. Each of these
pages opens the same form as the other methods, but it shifts the focus from your current page to the
Edit page. You will need to use the Back link to return to the page you were working on.

Create the record for a different record type that is automatically linked to the record you are currently
working on.

You can also create new records in the following ways:
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By importing records:

Using the Import Assistant to import records from external, comma-separated value (CSV) files if your
user role has the Personal Import privilege

Using the Oracle Data Loader On Demand client utility
Using Web services to synchronize records with other applications

The type of records you can import depends on the privileges assigned to your user role. For more
information on how to import records from external CSV files and other external sources, see Import
and Export Tools (on page 1282).

By converting lead records. Based on the options that you select on the Convert Lead page, you can
create one or more of the following by converting a lead record:

An account record
A contact record
An opportunity record

For more information about converting leads, see Converting Leads to Accounts, Contacts, Deal
Registrations, or Opportunities (on page 166).

By converting deal registration records. Based on the options that you select on the Convert Deal
Registration page, you can create one or more of the following by converting a deal registration record:

An account record
A contact record
An opportunity record

For more information about converting deal registrations, see Converting Deal Registrations to
Accounts, Contacts, or Opportunities (on page 345)

TIP: To prevent record duplication, search for the record before creating a new one, see Finding Records (on
page 41).

NOTE: An asterisk (*) beside a field name indicates that this is a required field.

To create a record using the Create section

From any page, go to the Create section in the Action bar.
From the list, click the link for the record type.
In the New record form, fill in the record information.

Save the record.

To create a record from the Homepage, List, or Detail page

From any of these pages, click the New button in the title bar.

On the Edit page, fill in the record information.
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Save the record.

To create a record that is linked to the selected record

Select the record.

For instructions on selecting a record, see Finding Records (on page 41).
On the record Detail page, scroll down to the appropriate section.

On the title bar for that section, click the New or Add button.

On the Edit page, fill in the record information.

Save the record.

Entering Information in Records

When you create records you can enter information directly into some fields, or select values from a
drop-down list. In addition, for some fields you can click an icon to the right of the field to display a window
from which you can select values or enter values. The icons that you can click are:

Phone icon. Allows you to enter the details of a telephone number.
Calendar icon. Allows you to select a date.
Currency icon. Allows you to search for, and select a currency.

Lookup icon (magnifying glass). Allows you to search for, and select a record, or multiple records,
which will be associated with the record you are creating. The Lookup icon is also used for selecting values
for multi-select picklist fields.

About Multi-select Picklists

A multi-select picklist is a picklist from which you can select multiple values. When you click the Lookup icon
for a multi-select picklist, a pop-up window appears, which allows you to select the required values by moving
values from an Available list to a Selected list. You can also sort the values in the Selected list.

Multi-select picklists are supported for the following record types:
Account
Activity
Contact
Custom Object 01
Custom Object 02
Lead
Opportunity

Partner
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Service Request

About Phone Number Fields

Phone fields have a phone icon next to them. Clicking the icon opens the phone verification window, where
you can do the following:

Select the country of the phone number.
Enter the city or area code.

Enter the local humber.

Enter an extension number if one exists.

When you save the phone number, Oracle CRM On Demand prefixes the phone number that you entered with
both of the following:

A plus symbol (+) to represent the international access code for dialing out of the country where you are
located.

For example, if the Locale setting on your user record is English - United States, the plus symbol
represents the 011 international access code. If the Locale setting on your user record is French -
France, the plus symbol represents the 00 international access code.

The country calling code for the country that you selected for the phone number.

For example, if you select Spain as the country for the phone number, Oracle CRM On Demand
prefixes the phone number with 34, in addition to the plus symbol.

TIP: If you want to determine the country calling code for a country, you can click the phone icon, select the
country, and save the information. The country code for the country is displayed in the Phone field.

About Address Fields

For addresses, the application displays different fields to accommodate country-specific information. For
example, if you select Japan as the Country for an account’s billing address, the other address fields change to
those fields needed for Japanese addresses, such as Chome, Ku, and Shi/Gun.

In general, addresses are stored with the specific record type. However, some addresses are carried over
when you link one record with another. For example, if you enter a billing and shipping address for an
account, the billing address appears on the Contact Detail page when you link the account to the contact.

If your company administrator has added the Addresses section to your application, you can track additional
addresses for such records as accounts and contacts. When tracking addresses for contacts, the primary
address is always the one you entered in the Alternate address section.

Finding Records
You can find a specific record, such as an account, contact, or opportunity, by using any of these methods:

Search section in the Action bar
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The Search section, located in the top left corner, is a quick way to find a record that already exists.
You can use the Search section to perform a search for most record types. Before creating a new
account, contact, and so on, it is a good idea to determine if it already exists.

Alpha Search or Quick Filter on list pages for the record type
All record types have a list page where you can view a subset of records or sort records.
Lookup windows for some fields

When entering record information, you might see the Lookup icon next to a field. This indicates that
you can select an existing record to fill in the field rather than type in the information. In the Lookup
window, the records are displayed as a list, and you can use the Alpha Search or Quick Filter where

available.

Using the Search Section to Find Records

In the first field in the Search section in the Action bar, you can select the record type that you want to
search. You can select All to search all record types or alternatively you can select an individual record type.
You can set the default record type for the Search section. For more information, see Setting Your Default
Search Record Type (on page 612).

If you search a single record type, the search results are displayed in a List page, and you can then work with
the list of records. The number of fields (columns) displayed in the list is determined by the search layout that
your company administrator has defined for your role and the record type. You can further refine the list using
the list management features of Oracle CRM On Demand, and you can save search results as a new list. For
more information about managing lists of records, see Working with Lists (on page 69).

If you search all record types, a Search Results page is displayed with different sections for each type of
record found in the search.

When you search using text-based search fields, the searches are case insensitive unless the text
case-sensitive appears grayed out in the input field. The grayed-out text disappears when you click the field.

The Search section in the Action bar also contains a link to the Advanced Search page, which allows you to
search several record types at once and to search using date fields. Advanced search also provides better
filtering capabilities. For more information, see Using Advanced Search (on page 46).

Oracle CRM On Demand supports two types of search: targeted search and keyword search. Your company
administrator determines the type of search. In general, targeted search provides better query performance.

NOTE: For targeted search only, a Book selector might be displayed in the Search section in the Action bar.
You can use the Book selector to narrow the search so that only the records belonging to a particular user
book (typically referred to as a user) or custom book (typically referred to as a book) are searched. For more
information, see Using the Book Selector (on page 57).

About Targeted Search

If your company administrator selects targeted search as the default search type for your company, you see
multiple search fields in the Search section of the Action bar. The fields that you see are determined by the
record type selected in the record-type picklist and the search layouts that your company administrator sets
up for each record type. Targeted search returns records where the values you specify in the search fields
match the corresponding values in records of the record type that you selected. It displays only those records
where a match is found for each of the values you entered, which is equivalent to using an AND condition
between the search fields. If you leave a search field blank, that field is not considered in the search.
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NOTE: You cannot specify a null value in a field in a search from the Action bar. To specify a null value, you
must use Advanced Search. For more information, see Using Advanced Search (on page 46).

About Wildcards in Targeted Search

By default, every search value entered in a targeted search field is appended with a wildcard or asterisk sign
(*) so you do not need to append a wildcard to your search string. You can prefix your search values with a
wildcard, or you can use a wildcard between the search values. You cannot use the wildcard in picklists where
values are predetermined.

For example, in a targeted search of account records, the default search layout allows you to enter search
strings for the Account Name field and the Location field. Both of these fields are case-insensitive. If you enter
C in the Account Name field, and Head in the Location field, the targeted search expression is interpreted as
follows:

Show all accounts where Account Name is like C* and Location is like Head*

The search returns all accounts where the account name starts with the letter C (uppercase and lowercase)
and where the value in the Location field begins with the word Head (any mixture of uppercase and
lowercase).

NOTE: Using the wildcard impacts search performance, and searches where a search value is prefixed with a
wildcard are the slowest.

The use of wildcards is restricted when you search for exact matches as described in the following section.

Searching for Exact Matches

If you know the exact value in a field on the record you are searching, you can search for exact matches by
prefixing the search string with an equal sign (=). When you prefix a search string with an equal sign,
targeted search behaves as follows:

A wildcard is not appended to the end of the search string.

If the search field is a case-sensitive field, the search returns exact matches for the search string. If
the search field is a case-insensitive field, the search returns matches including mixed-case matches.

For example, if you enter =Acme as the search value in the Account Name field, the search returns all
account records where the account name is Acme or ACME, or other mixed-case variations, because
Account Name is a case-insensitive field. The search does not return any record where the account
name contains the word Acme, but also contains other characters, for example, Acme Inc, Acme
Incorporated, or Acme SuperStore.

If you explicitly use a wildcard in the search string, the wildcard is treated as text.

For example, assume that there are two account records with the account names Acme* and Acme
Super Store. If you enter =Acme* in the Account Name search field, the search returns the record
where the account name is Acme*. The search does not return the record where the account name is
Acme Super Store.

If the field value in a record starts with an equal sign, only the second equal sign that you enter in the
search field is treated as part of the search string.

For example, assume that there are two account records with the account names =Acme Super Store
and Acme Super Store. If you enter ==Acme Super Store in the Account Name field, the search
returns the record where the account name is =Acme Super Store. The search does not return the
record where the account name is Acme Super Store.
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The following restrictions apply to the use of the equal sign as a prefix:
The prefixed equal sign is not supported for search fields of the Phone field type.

You cannot prefix a value in a picklist search field with the equal sign.

About Keyword Search

If your company administrator selects keyword search as the search type for your company, you see only one
search field in the Search section in the Action bar. A keyword search searches certain fields to find matches
to the text that you enter in the search field. It displays all records where the text string you entered is found
in any of the searched fields, which is equivalent to using an OR condition on the default fields.

For example, in a keyword search of service request records, the Service Number field and the Subject field
are searched. If you enter the value 1234 in the search field in the Action bar, the records displayed include
the following:

All records where the value in the Service Number field includes the string 1234, such as service
requests number 12345 and 01234.

All records where the text in the Subject field includes the string 1234, such as Customer reported a
problem with product number 1234.

Some record types do not support keyword search. For a list of the record types that support keyword search
and for details about the fields that are searched for each record type in a keyword search, see Default Search
Fields for Keyword Search (on page 50).

The following procedure describes how to find a record using the Search section of the Action bar.

To find a record using the Search section

From any page, go to the Search section in the top left corner.
To search all record types or to narrow the search to just a single record type:
From the drop-down list, select All (for a slower query) or a record type (for a faster query).

Depending on your setup, you can enter the value to search for in either a single text field or in
several text fields.

Click Go.

NOTE: When you select the All option in the drop-down list of record types, Custom Object 01, 02,
and 03 record types are included in the search, but other Custom Object record types are not
included.

TIP: If a message appears indicating that your search request has timed out, you can use Advanced
Search to refine your criteria further. For more information, see Using Advanced Search (on page 46). You
can also find more information about optimizing searches and lists on the Training and Support Web site.
To access the Training and Support Web site, click the Training and Support link at the top of the Oracle
CRM On Demand page.

Click the link in the record that you want to work on.

This opens the Detail page for that record.
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Finding a Record from the List Page

Use the following procedure to find records in a list page. For more information about finding records in a list
page, see Filtering Lists (on page 77).

To find a record in the List page

Click the tab for the type of record that you want to find.

On the record Homepage, select the filtered list that would include the record that you are trying to find.

You can also go to the required list from the Favorite Lists section in the Action bar if it is available
there.

On the List page, you can:
Use an Alpha Search to find the record.
Use a Quick Filter Search to find the record.

Click the navigation icons at the top or bottom of the list page to move to the next page, previous
page, first page, or last page in the list.

Click the link in the record that you want to work on.

The Detail page for that record is displayed.

Using the Lookup Window to Find Records

When entering record information, if you click the Lookup icon next to a field, a Lookup window appears in
which you can search for and select records. In some cases, you can select only one record. In other cases,
you can select multiple records. When you select a record, an association is automatically created with the
main record that you are creating. In cases where you can select only one record, the association is a single
association. In cases where you can select multiple records, the association is a multiple association. After you
select a record, the name of the associated record is displayed in the field.

The appearance of the Lookup window depends on whether there is a single association or a multiple
association. If there is a single association, one list of records is displayed and you can select a single record.
If there is a multiple association, two lists are displayed, a list of available records and a list of selected
records.

The appearance of the Lookup window also depends on whether keyword search or targeted search (the
recommended search method) is enabled for your company:

If keyword search is enabled. A single text field is displayed, and you can enter search criteria and
press Enter, or click Go to refine the list of records.

If targeted search is enabled. Quick Filter search fields are displayed to the right of the Show results
where label. You can enter search criteria, and press Enter, or click Go to refine the list of records. An
Advanced link and a Book selector are also displayed.

In the Lookup window, a Book selector might be displayed, which allows you to narrow the search to the
records belonging to a particular user or book. For more information, see Using the Book Selector (on page
57).
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Depending on the record type, there might be an additional list in the top left-hand corner of the window. For
example, in the Task Edit page, if you select a valid value in the Account field and you open the Lookup
window for the Primary Contact field, there is a list with two values: Contacts for Related Account and All
Contacts. When you click the Go button, the value you select in the drop-down list is used in refining the list
of records.

To search for records using the Lookup window

Click the Lookup icon next to the field.

The Lookup window appears containing a list of the available records.
In the Lookup window, you can:

If targeted search is enabled, use a Quick Filter Search to filter the list, see Filtering Lists (on page
77).

If targeted search is enabled, click the Advanced link to filter the list, this is similar to Using Advanced
Search (on page 46).

For some record types, click New to create a new record, which will be added to the list.
Click the navigation icons at the top or bottom of the list page to move to the next page, previous
page, first page, or last page in the list.

Click the Select link to select the records you require and click OK.

In cases where you can select more than one record, click Select for each record that you require. The
records are moved from the Available Records list to the Selected Records list.

NOTE: In the Lookup window, click Clear Current Value to remove already-selected information and
leave the field blank. The Clear Current Value button is not available if Smart Associations is turned
on.

Using Advanced Search

You can use advanced search to:
Search one or more record types at once
Search for records using date search fields
Search using filter criteria for each field

The sections available in the Advanced Search page change according to whether you select a single record
type or multiple record types for your search.

About Advanced Searches of Single Record Types

An advanced search of a single record type is similar to a targeted search in the Search section of the Action
bar. You can search using multiple fields on the record type. However, an advanced search also allows you to
do the following:

Select any of the fields that are visible to your user role as search fields
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Enter the conditions, filter values, and operators (AND, OR) that define the filter
Specify which fields to display in the search result

NOTE: In an advanced search of a single record type, you do not use the equal sign (=) to search for an exact
match. Instead, you use the Equal To condition to search for exact matches.

When you use advanced search to search a single record type, your user role determines which fields you can
search and which fields you can view in the records returned by the search, as follows:

If the All Fields in Search and Lists privilege is enabled for your user role, then you can search all fields
and view all fields in the returned records.

NOTE: It is recommended that company administrators do not enable the All Fields in Search and
Lists privilege for most user roles. When the privilege is not enabled, fields that your company does
not use are not visible in search and list pages. This reduces clutter and makes it easier for users to
see the fields that they are most interested in.

If the All Fields in Search and Lists privilege is not enabled on your user role, then you can search and
view only the fields that are displayed on the Detail page layout that is assigned to your user role for a
given record type. If your company administrator has defined dynamic page layouts for the record type for
your user role, then you can search and view all of the fields that are displayed on the various dynamic
page layouts assigned to your user role.

NOTE: Dynamic layouts are page layouts that show different sets of fields for different records of the
same record type, depending on the picklist value that you select in a certain field on the record.

When you use advanced search to search a single record type, the search results are displayed in a List page,
and you can then work with the list of records. For more information about managing lists of records, see
Working with Lists (on page 69).

About Advanced Searches of Multiple Record Types

An advanced search of multiple record types is a keyword search. You can search some or all of the record
types that support keyword search. When you use advanced search to search multiple record types, a Search
Results page is displayed with different sections for each type of record found in the search.

NOTE: When you select the All Record Types option in the list of record types to search, only the record types
that support keyword search are included in the search. To search record types that do not support keyword
search, you must search one record type at a time.

For more information about keyword search, see Finding Records (on page 41).

To perform an advanced search of a single record type

In the Action bar, in the Search section, click Advanced.
In the Advanced Search page, do the following:
Select the Following Record Types radio button.
Select the check box for the record type that you want to search.

Make sure that the check boxes for all other record types are not selected.
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In the Search In section, select one of the following options:
Record Set
Book

NOTE: The Search In section is not displayed for record types that do not have owners, for example,
the Product record type and the User record type. The Book option in the Search In section is available
only if the Book feature is enabled for your company.

In the Search In section, if you select the Record Set option, then select one of the following to specify the
set of records you want to search:

All records I can see. Includes records that you have at least View access to, as defined by your
reporting hierarchy, the access level for your role, and the access level for shared records.

All records I own.

All records where I am on the team. Includes only records in the filtered list where one of the
following applies:

You own the records.
The records are shared with you by the owner through the Team feature.

The records are shared with you through the group assignment feature for accounts, activities,
contacts, households, opportunities, and portfolios.

All records I or my subordinates own. Includes records that your subordinates own if Manager
Visibility is enabled on the company profile. If Manager Visibility is not enabled on the company
profile, then this option includes only records that you own.

All records where I or my subordinates are on the team. Includes records where your
subordinates are on the team, if Manager Visibility is enabled on the company profile. If Manager
Visibility is not enabled on the company profile, this option includes only records where you are on the
team.

My Default Book. Your default setting for the Book selector, as defined by your company
administrator.
In the Search In section, if you select the Book option, then select a book, user, or delegate in the Book
selector.

For more information, see Using the Book Selector (on page 57).

In the Choose Case Sensitivity section, select the Case Insensitive check box if required.
If this check box is selected, the fields where the search is case-insensitive are shown in blue in the
Enter Search Criteria section.

In the Enter Search Criteria section do the following:

Select a field from the Field list.
The fields are pre-populated with the targeted search fields for the record type.

Certain fields are optimized to improve performance during searches and when sorting lists.
These optimized fields are shown in green text in the list of search fields. If your search
criteria include a field that is not optimized for searching, your search might be slower.
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Enter the conditions, filter values, and operators (AND, OR) that define the filter.
For information about using filter conditions, see About Filter Conditions (on page 51).

CAUTION: When entering Filter Values, check to make sure you follow the rules described in About
Filter Values (on page 56). Otherwise, you might not find the correct records.

Examples

Accounts: If you want to create a filtered list of accounts in Canada with annual revenue over
$100,000,000.00, complete the form as follows:

Annual Revenue Greater than 100000000 AND
Country Equal to Canada

Leads: If you want to create a filtered list of leads with potential revenue over $100,000.00 and
ratings of A or B, complete the form as follows:

Potential Revenue Greater than 100000 AND
Rating Less than C
Click Go.

To perform an advanced search of multiple record types

In the Action bar, in the Search section, click Advanced.

In the Advanced Search page, select the option you want, as follows:

Select the All Record Types option to search all of the record types that support keyword search. This
query is slower.

Select the Following Record Types option, and then select the check box for each of the record types
that you want to search.
In the Keywords field, enter the value that you want to search for or leave the Keywords field blank to
search only on the basis of the dates that you provide.

NOTE: In the Keywords field, it is not necessary to use a wildcard (*) for a partial word because a
wildcard is automatically added to the beginning and end of the user input. The use of the equal sign
(=) to search for an exact match is not supported.

If required, enter the date range (use four digits for the year, such as 2010):
For Appointments, the date applies to Start Time (Date).
For Tasks, the date applies to Due Date.
For Opportunities, the date applies to Close Date.

For all other record types, the date applies to the Created date.
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Click Go.
The results appear for each record type.

TIP: If a message indicates that your search request has timed out, then refine your search criteria further,
and try again. You can also find more information about optimizing searches and lists on the Training and
Support Web site. To access the Training and Support Web site, click the Training and Support link at the top
of the Oracle CRM On Demand page.

Default Search Fields for Keyword Search

Oracle CRM On Demand supports two types of search in the Search section of the Action bar, targeted search
and keyword search. Your company administrator determines which type of search is available in the Search
section of the Action bar for your company.

In the Advanced Search page in Oracle CRM On Demand, the type of search depends on the options you
select, as follows:

If you search multiple record types, then the search is a keyword search.

If you search a single record type, then the search is similar to a targeted search in the Search section of
the Action bar.

For more information about keyword search and targeted search, see Finding Records (on page 41). For more
information about advanced searches, see Using Advanced Search (on page 46).

All record types support targeted search, but some record types do not support keyword search. The following
table lists the record types that support keyword search. For each record type, the table shows the fields that
Oracle CRM On Demand searches in a keyword search.

Accounts
Appointments
Campaigns
Contacts

Custom Objects 01
Custom Objects 02
Custom Objects 03
Leads
Opportunities
Products

Service Requests
Solutions

Tasks

Account Name, Location

Subject

Source Code, Campaign Name

Last Name, First Name, Email

Name, Quick Search 1, Quick Search 2
Name, Quick Search 1, Quick Search 2
Name, Quick Search 1, Quick Search 2
Last Name, First Name

Opportunity Name

Product Name, Product Category, Status
SR Number, Subject

Solution ID, Title

Subject
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Users Last Name, First Name, Email

Specific to Oracle CRM On Demand High Tech Edition and Oracle
CRM On Demand Partner Relationship Management Edition

Funds Fund Name, Status
Fund Requests Fund Request Name, Status

Specific to Oracle CRM On Demand Partner Relationship
Management Edition

Partners Partner Name, Location

Specific to Oracle CRM On Demand Automotive Edition

Dealer Name, Site
Vehicles VIN

Specific to Oracle CRM On Demand Life Sciences Edition

MedEd Events Name, Location
Specific to Oracle CRM On Demand Financial Services Edition
Households Household Name

Portfolios Account Number

About Filter Conditions

Working with Records

For searches, different filter conditions are available depending on the data type of the search field, as shown

in the following table.

Number, Integer, Between
Percent, Currency
Equal to
Greater than
Less than
Is NULL
Is not NULL
Not equal to

Not Between
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Date, Time

Between

Equal to

In the last 90 days
In the next 90 days
On

On or after

On or before
Today *
Yesterday*
Tomorrow*

In the last ? day
In the next ? day
Last Week*

Next Week*

This Week*

Last Month*
Next Month*
This Month*

This Quarter*
Last Quarter*
Next Quarter*
This Year*

Next Year*

Last Year*

Is NULL*

Is Not NULL*
Not equal to

Not Between

For conditions marked with an asterisk (*),
the value field is disabled when the
condition is selected.

For the condition In the last ? day, and In
the next ? day, the variable ? is
substituted with a number of days selected
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in the filter value field.

Checkbox Is checked
Is not checked

Picklist Contains all values
Contains at least one value
Contains none of the values
Equal to
Is NULL
Is not NULL

Not equal to
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Text Between
Contains all values
Contains at least one value
Contains none of the values
Equal to
Greater than
Less than
Is NULL
Is not NULL
Not equal to
Begins with
Does not begin with
Is Like
Is not Like
Not Between
Phone Begins with
Between
Contains all values
Contains at least one value
Contains none of the values
Equal to
Greater than
Less than

Not equal to

How Filter Conditions Are Used
The following table shows how various filter conditions and operators are used:

Between Numbers or Two values Displays records with values between A and B
dates separated by (excludes values equal to A and B).
commas
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Contains all
values
(equal to)

Contains at
least one
value

Contains
none of the
values (not
equal to)

Equal to

Greater
than

Less than

Operator

AND

Text,
numbers, or
dates

Text only

Text,
numbers, or
dates

Text,
numbers, or
dates

Numbers or
dates

Numbers or
dates

Text,
numbers, or
dates

Single or

multiple values
separated by

commas

Single or

multiple values
separated by

commas

Single or

multiple values
separated by

commas

Single value

for each line.
To add values,

use the
operator OR
and add
another line.

Single value

Single value

Two or more
conditions

Working with Records

Displays records matching the exact values.
The application does not retrieve substrings
of the values, or the same value with
different capitalization (uppercase or
lowercase).

Displays records that partially match the
values (allows substring matching). For
example, entering Brown retrieves records
with Browns Trucking, Browning Equipment,
and Lester Brown Car Wash.

NOTE: This behavior applies to filtered lists
only, and not to other areas in Oracle CRM On
Demand that use the condition, Contains At
Least One Value.

Also, using this condition affects the speed at
which the records are retrieved, because
Oracle CRM On Demand looks for partial
matches.

Displays records not matching the values.
This is the inverse of Contains all values.

Displays records matching the values.

Retrieves records with a value greater than
the entered value.

Retrieves records containing a value less than
the entered value

Displays records for which all given conditions
are true.

For example, entering Close Date >
10/01/2003 AND Revenue > 500000 will
return records that match both criteria.
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OR Text, Any condition  Displays records for which at least one
numbers, or condition is true.
dates

For example, entering Industry = Energy OR
Billing State=CA returns records that match
either of these criteria.

About Filter Values

When you search for records, depending on the filter condition that you choose, you must enter a filter value.
When entering filter values for a search, follow these guidelines:
Use commas to separate values in a list of values with any of the following conditions:
Contains all values
Contains at least one value
Contains none of the values
Do not use a comma within a value with any of the following conditions:
Contains all values
Contains at least one value
Contains none of the values

Commas are treated as separators in the list of values, and therefore cannot be used within the values
themselves. If the values for the filter contain commas, use a combination of other conditions to
create the filter that you want.

For numeric values, do not use commas to indicate values in thousands.

You can use partial words with the Contains at least one value condition. However, using partial words
with the other conditions does not retrieve the records that you want.

NOTE: This behavior applies to filtered lists that use the Contains at least one value condition and not
to other areas in Oracle CRM On Demand.

For dates, enter them in the format that your company uses but include four digits for the year, such as
2003.

For currency, omit commas and symbols, such as the dollar sign ($).

Using Wildcards with Filter Values
You can use the wildcard characters (* and ?) in searches of text and phone fields only where the filter
condition is Begins with.

CAUTION: Using the asterisk character (*) might result in slow performance if used with large amounts of
data.

You can use wildcards in the following types of search:
56 Oracle CRM On Demand Online Help Release 19



Working with Records

The Search Criteria section in Advanced Search

The Search Criteria section in the Create List and Refine List pages
Alpha Search on List pages

Quick Search on List pages

The Search section in the Action bar

For telephone number fields, you can, for example, search for all telephone numbers of a certain area code.
To do this, click the phone icon, and in the Phone Number pop-up, enter the area code and then the asterisk
(*) wildcard in the Local Number field.

About Searching on Multi-Select Picklists

You can search and query on all of the values of a multi-select picklist field. A multi-select picklist is a picklist
from which you can select multiple values when entering record information.

Multi-select picklist fields are supported as columns in target search results and in target search filter criteria.

The following list shows how the multi-select picklist values in the filter criteria and the filter condition
determine which records are found in the search:

Contains all values. A record is found if all the specified filter values match the multi-select picklist
values of a searched record.

Contains at least one value. A record is found if any of the specified filter values match the multi-select
picklist values of a searched record.

Contains none of the values. A record is found if none of the specified filter values match the
multi-select picklist values of a searched record.

Using the Book Selector

The Book selector allows you to narrow your searches to a particular user book or custom book. In the context
of the Book selector, custom books are referred to as books.

The Book selector is displayed in:
The Search section in the Action bar
The Lookup window
The Search In section in advanced searches
List pages
The Reports tab and the Dashboard tab
The Book selector is displayed only if both of the following conditions apply:
The Display Book Selector option is enabled in your company profile.
The record type is supported for books.

For information about which record types are supported for books, see Book Management (on page
1177).
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The Book selector allows you to restrict your search to a specific user or book. The Book selector therefore
displays a hierarchy of users and a hierarchy of books, with All at the top of the hierarchy. You can expand or
collapse each level in the hierarchy. Most employees see only a hierarchy of users, because the custom book
feature is not enabled by default.

For reports and dashboards, the book hierarchy is displayed only if Full Visibility is selected in the Historical
Subject Areas setting in the company profile.

When you select a book, and sub-books for the book are displayed in the hierarchy, all of the sub-books are
included in the search.

CAUTION: For optimal performance, include sub-books only when absolutely necessary.

Each user has a set of default books. If you select All, all of the books applicable to you and your subordinates
(if any) are selected.

Within the User hierarchy you can choose users that have delegated their access to you or users in your
organization.

After you select a book or user, and click OK, the name of the book or user is displayed in the Book selector.
The plus sign (+) indicates that children in the hierarchy are also selected.

You can use the Include Sub-Items check box to control whether sub-books or subordinates are included in
the respective hierarchy.

NOTE: The books that are automatically created when active partner records are created appear in the Book
selector for the Partner record type only.

Copying Records

For most record types, you can create a new record by copying an existing record. When you copy a record,
the values in certain fields in the record are copied to the new record. Your company administrator determines
which field values are copied to the new record. However, any links between the record that you copy and any
other records are not copied to the new record.

When you copy a record, you can change the values that are copied to the new record and add values in the
fields where the values were not copied from the original record.

The following procedure describes how to copy a record.

To copy a record
Find the record that you want to copy.

For information on finding records, see Finding Records (on page 41).

In the List page for the record type, click the name link of the record that you want to copy.

TIP: For many record types, the Copy option is available on the List page. If it is available, select the
Copy option on the List page, and then skip to step 4.

In the Detail page for the record, click Copy.

In the Edit page, enter the details for the new record.
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You can edit the values that were copied from the original record and enter values in the empty fields.

Save the new record.

Previewing Records

If the record preview functionality is enabled, you can preview records from record links in many places in
Oracle CRM On Demand, including the following:

My Homepage

Record Homepages

Record List pages

Record Detail pages (including lists of related records)
Action bar

Depending on your record preview settings, the preview window opens when you rest your pointer on a link to
a record, or when you click a preview icon, which appears when you rest your pointer on a link to a record.
The preview window shows the first section of the Detail page of the record.

The record preview settings can be specified at company level, and by each individual user. Your personal
settings override the company setting.

For information about setting your record preview mode, see Setting Your Record Preview Mode (on page
613). For more information about setting the record preview mode at company level, see Setting Up Your
Company Profile and Global Defaults (on page 996).

To preview a record

Rest your pointer on the record link.
If your record preview option is set to Hover on Link, the preview window opens automatically.

If your record preview option is set to Click on Preview Icon, an icon appears when you rest your
pointer on the link. Click the icon to open the preview window.

NOTE: You cannot use the inline edit functionality or the message center while a preview window is open.

To close the record preview window

Click the X icon on the preview window, or click the page behind the preview window.

NOTE: If you move your pointer over any UI element (except the preview window, the record link, or the
preview icon), the preview window closes automatically after 2 seconds.
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Updating Record Details

Generally, you can update record information if you own the record, you manage the owner of the record, or
the owner grants you editing access to the record. However, your company administrator can adjust access
levels to restrict or expand your access to records.

Also, for solution records, your user role must include the Publish Solutions privilege.
You can update records in the following ways:
By editing fields inline on the List and Detail pages.

Your company administrator can enable or disable inline editing in the company profile. By default,
inline editing is enabled.

NOTE: Sometimes, when you edit a field inline, you might be prompted to navigate to the Edit page
to complete the edit. This prompt is displayed if you must edit more fields, or if a business process is
attached to the field that you were editing inline.

By updating the record in the Edit page.

You can reach the Edit page by clicking the Edit link for a record in the List page, or clicking the Edit
button for a record in the Detail page.

By importing records:

Using the Import Assistant to import record data from external comma-separated value (CSV) files if
your user role has the Personal Import privilege

Using the Oracle Data Loader On Demand client utility
Using Web services to synchronize records with other applications

The type of records that you can import depends on the privileges assigned to your user role. For
more information on how to import records from external CSV files and other external sources, see
Import and Export Tools (on page 1282).

You can also edit fields in linked records on the Detail page of the main record (if inline editing is enabled). For
more information on updating fields in linked records, see Updating Linked Records from Main Records (on
page 67).

NOTE: You cannot use the inline edit functionality while a preview window is open, or while you are using the
message center.

The following procedure describes how to update fields inline on list pages, related information sections, and
record detail pages. To allow you to update fields inline, inline editing must be enabled.

To update fields inline

On the record full List page, or record Detail page, move the pointer over the field that you want to update

An edit icon appears on the right-hand side of the field. A different icon appears depending on the
type of field. On a Detail page, if a field is read-only, when you rest the mouse on the field, no
information is displayed. Nothing happens when you click the field. On a Full List page, if a field is
read-only, when you pause the pointer on the field, information is displayed. Also, a read-only Inline
Editor is displayed when you click the read-only field.

Click the edit icon or click the field to enable the Edit mode for Inline Edit.
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For some of the fields, clicking the fields is different from clicking the edit icon. If you click a Phone
field, for example, the field displays a Text editor and allows you to enter the phone number directly.
If you click the edit icon, it displays a Phone editor and allows the user to specify the Country, Area
Code, Phone Number and Extension separately.

Update the value of the field.

Click the green check mark icon or press Enter to save the changes.
To cancel changes, click the red X icon, or press Esc.

The following procedure describes how to update record details in an Edit page.

To update record details in an Edit page

On the record List page, click the Edit link for the record, or from the Detail page click the Edit button in
the title bar.

On the record Edit page, update the necessary information.

Save the record:

To save this record and then open the record Detail page (where you can link information to this
record), click Save.

To save this record and then open the Edit page (where you can create another record), click Save &
New.

Linking Records to Your Selected Record

In Oracle CRM On Demand, you can link one record to another. Linking records gives you access to all related
information from the records that you view. As an example, you can see a complete view of customer
information by linking contacts, opportunities, and activities to an account record. Linking records is referred
to as smart associations in Oracle CRM On Demand.

Linking associates records with each other so that you and others who have access rights to the record have a
full view of the information.

About Single and Multiple Associations

There can be single or multiple associations between records. For example, if your company administrator has
enabled multiple associations, you might link multiple contacts with a task, as you are creating or editing the
task. On the Task Edit screen, when you click the Lookup icon on a Contact fields, the Lookup window is
pre-filled with contacts associated with the account that was specified for the task. You can then select one or
more contacts in this Lookup window to associate those contacts with the task. This capability is not available
for all associations; it only exists for certain configured association controls. For example, if the Account field
in a Task record has a valid value, and you click the Lookup icon for Opportunities, the window is not pre-filled
with records, but you can select a list of opportunities from the drop-down list.
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Automatic Resolution of Field Values

When you are searching for records, and where there is a single association, you can type in the name of the
associated record and the application automatically attempts to resolve the association. For example, when
creating a task, you can type in the account name field. When you save the field, the application
automatically searches for accounts that match. If a unique match is found, the appropriate account is used.
If no matches or multiple potential matches are found, you are presented with a Lookup window where you
can perform additional searches, and select the appropriate account.

Linking Records from the Detail Page
From a record Detail page, the application lets you do one of the following:

Link (associate) an existing record or records.
Create a new record that is automatically linked to the main record.

New records are added to the database at the same time that they are linked to the selected record. For
example, an activity you create from the Lead Detail page is linked to the lead, and then appears in the
Activities pages.

NOTE: You can also edit some fields on linked records from the main record Detail page (if inline editing is
enabled). For information about editing linked records from the main records, see Updating Linked Records
from Main Records (on page 67).

To link an existing record to your selected record

Select the main record (the record that you want to link new records to).

For more information about selecting records, see Finding Records (on page 41).
On the record Detail page, scroll down to the appropriate section, and click Add.
Click the Lookup icon next to the field.

The Lookup window appears containing a list of the available records.

In the Lookup window, you can:
Use a Quick Filter search to filter the list, see Filtering Lists (on page 77).
Click the Advanced link to filter the list, which is similar to Using Advanced Search (on page 46).

Click the navigation icons at the top or bottom of the list page to move to the next page, previous
page, first page, or last page in the list.

Click New to create a new record, which will be added to the list.

Click the Select link to select the records you require, and click OK.

In cases where you can select more than one record, click Select for each record that you require. The
records are moved from the Available Records list to the Selected Records list.

The selected record or records appear appears in the Detail page.
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To create a new record and link it to your selected record

Select the main record (the record that you want to link new records to).

For more information about selecting records, see Finding Records (on page 41).
On the record Detail page, scroll down to the appropriate section, and click New.

In the Edit page, create a new record that is linked to the main record.

To remove or delete a linked record

Select the main record.

For more information about selecting records, see Finding Records (on page 41).
On the record Detail page, scroll down to the appropriate section.

In the row whose link you want to remove or delete, select one of the following options from the
record-level menu:

Remove. This option disassociates the records without deleting either of the records.

Delete. This option deletes the linked record. A deleted record is moved to the Deleted Items page
and is permanently removed from the database after 30 days.

Examples of Record Types Linked to Other Record Types

The following table shows some examples of record types that you can link to other records in Oracle CRM On
Demand. In the Information column, instructions on how to link the record type from the Details page of the
main record are given.

The record types that you can link to your selected record depend on the type of record you are working with,
as well as the customization that you or your managers have made to Oracle CRM On Demand. In addition, if
you are working in a particular edition of Oracle CRM On Demand, such as Oracle CRM On Demand for Partner
Relationship Management or an industry-specific edition of Oracle CRM On Demand, you can link additional
record types.

Account In the standard application, the Accounts section is available
on the Detail pages for contact records. You might need to add
the section to your layout:

To link an existing account and track the role it plays in relation to the
contact, click Add. On the Add Account page, select an account, select
the role it plays for this contact, and click Save. If the account you
want to add does not exist, you can add it by clicking New in the
Lookup window. For field descriptions, see Account Fields (on page
192).

If the account has more than one role, click Edit Roles in the
appropriate row, select the roles, and save the record.
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Account Partners In the standard application, the Account Partners section
appears on the Detail pages for account records. You might
need to add the section to your layout:

To link an account and track it as your partner for this record, click
Add. Then enter the required information in the Edit form, and save
the record. For field descriptions, see Tracking Partners and
Competitors of Accounts (on page 185).

Account See Tracking Relationships Between Accounts (on page 187).
Relationships

Account Team See Sharing Records (Teams) (on page 84).

Campaigns From contact records only:

To link a campaign, click Add, select the campaign, and save the
record. For field descriptions, see Campaign Fields (on page 154).

Competitors In the standard application, the Competitors section appears
on the Detail pages for account and opportunity records:

To link an account and track it as your competitor for this record, click
Add. Then enter the required information in the Edit form, and save
the record. For field descriptions, see Tracking Partners and
Competitors of Accounts (on page 185).
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Contacts In the standard application, the Contacts section is available
for activity records (tasks and appointments). You might need
to add it to your layout:

To link the Primary Contact, click Edit and link the contact. To link
additional contacts to the activity, scroll down to the Contacts section,
click Add, and link the contact records.

In the standard application, the Contacts section appears on
the Detail pages for account records:

To link a new contact, click New, enter the required information in the
Edit form, and save the record.

To link an existing contact, click Add. On the Contact List page, select
a contact and click Save. If the contact you want to add does not
exist, you can add it by clicking New in the Lookup window. For field
descriptions, see Contact Fields (on page 206).

In the standard application, the Contacts section appears on
the Detail pages for opportunity records:

To link an existing contact to your opportunity record, click Add. In the
Contact List form, select a contact, define the contact’s Buying Role,
and click Save. If the contact you want to add does not exist, you can
add it by clicking New in the Lookup window. For field descriptions,
see Contact Fields (on page 206).

You must select a Buying Role to clarify a contact’s responsibilities
within a company, and the contact’s influence on purchasing decisions.
The Buying Role is critical for Key Role Analysis and for understanding
the selling political environment.

NOTE: You can link the same contact to several opportunities or
several contacts to the same opportunity.

Contact See Tracking Relationships Between Contacts (on page 202).
Relationships

Contact Team From contact records only:

To allow the contact record to be visible to other employees, click Add
Users. In the Contact Team Add User window, select the user’s name
and the user’s access rights for the record (in the Contact Access
field), and then save your changes. For more information on sharing
records, see Sharing Records (Teams) (on page 84).

Leads In the standard application, the Leads section appears on the
Detail pages for campaign records:

To link a new lead, click New, enter the required information in the
Lead Edit form, and save the record. For field descriptions, see Leads
Fields (on page 170).
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Notes

Open Activities

Opportunities

Opportunity Partners

Referral

Related Solutions

In the standard application, the Notes section appears on the
Detail pages for record types that support the notes feature:

To link a new note, click New, enter the required information in the
record Note form, and save the record. For field descriptions, see
Adding Notes (on page 87).

In the standard application, this section appears on the Detail
pages for most records:

To link a new appointment or task, click New Appt or New Task in the
title bar. Then enter the required information in the Edit form and save
the record. For field descriptions, see Activity Fields (on page 143).

You can link several activities to your selected record. If an activity
has a time associated with it, the activity appears in the Activities list
and Calendar.

Users that can view the selected record can also see the Activities
linked to the record, including those activities owned by or assigned to
others. For information about working with lists of activities, see
Working with Activity Lists (on page 121).

To link a new opportunity, click New, enter the required information in
the Opportunity Edit form, and save the record. For field descriptions,
see Opportunity Fields (on page 226).

NOTE: To link an opportunity to a lead, convert the lead that is
associated with the campaign to an opportunity. For more information,
see Converting Leads to Accounts, Contacts, Deal Registrations, or
Opportunities (on page 166).

In the standard application, the Opportunity Partners section
appears on the Detail pages for opportunity records:

To link an account and track it as your partner for this record, click
Add. Then enter the required information in the Edit form, and save
the record. For field descriptions, see Tracking Partners and
Competitors of Opportunities (on page 214).

See Adding Referrals (on page 204).

In the standard application, the Related Solutions section
appears on the Detail pages for solution records:

To add a solution, click Add Solution and select an existing solution in
the Lookup window. You can add as many solutions as you like. You
may want to link solutions to each other if they share related
information or are about a related topic. To create a new solution,
click New, fill in the required information, and save the record.

NOTE: You can review linked service requests from the Solution Detail
page, but you must link them from the Service Request Detail page.
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Service Requests In the standard application, the Service Requests section
appears on the Detail pages for account and contact records:

To link a new service request, click New, enter the required
information in the Service Request Edit form, and save the record. For
field descriptions, see Service Request Fields (on page 276).

Solutions In the standard application, the Solutions section appears on
the Detail pages for service request records:

To link a solution, click Add. In the Lookup window, you can click the
Solution ID link to link an existing solution or click New to create a
new solution. For field descriptions, see Solution Fields (on page 284).

TIP: Before creating new solutions, check the Solution List page to
make sure the solution is not waiting for your manager to publish it.
The Lookup window shows only solutions marked Published with a
status of Approved.

Team The Team section does not appear by default on any record
detail page in the standard application, but your company
administrator can add the Team section to certain record
types:

To allow this record to be visible to other employees, click Add Users.
In the Team Add Users window, select the user's name.

NOTE: If the record owner is part of a Group, (defined by your
company administrator), the group members automatically appear in
the Team Related Information section.

For more information, see Sharing Records (Teams) (on page 84).

User The User section does not appear by default on any record
detail page in the standard application, but your company
administrator can add the User section to certain record types:

To track another employee involved in a task, in the Users section of
the Task Details page, click Add. In the Lookup window, select the
user.

NOTE: Unlike the Team feature, if the record owner is part of a Group
(defined by your company administrator), the group members do not
automatically appear in the User Related Information section. The
User list does not affect visibility to records; it is used strictly for
tracking.

Updating Linked Records from Main Records

You can update fields in a linked record from the main record as follows:
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By editing fields on the linked record on the Detail page of the main record (if inline editing is enabled).

In most cases, you can edit fields in linked records from the Detail page of the main record. However,
you cannot edit the following types of fields in linked records from the Detail page of the main record:

Fields that are not shown in the Detail page of the linked record itself
Calculated fields, for example, Full Name
Fields that are read-only on the Edit page of the linked record

Also, in cases where the same linked record can show up under multiple main records, the fields that
are part of the relationship can be edited. However, the fields that belong to the linked record itself
cannot be edited. For example, in the Account Team related list on an account record, the Team Role
field can be edited, because the field is part of the relationship between the account and the team
member. However, the Last Name and First Name fields cannot be edited, because they belong to the
user record (of the team member).

By opening the Edit page for a linked record from the Detail page of the main record, and updating fields
on that page.

The following procedure describes how to update a linked record on the main record Detail page.

To update a linked record on the main record Detail page

On the Detail page of the main record, scroll down to the appropriate section, and edit the fields as
necessary.

NOTE: If the record that you want to edit is not displayed on the page, click the Show Full List link to
see all of the linked records of that type, and then edit the record fields in the List page.

For more information on editing fields inline, see Updating Record Details (on page 60).

The following procedure describes how to open a linked record from the main record Detail page.

To open a linked record from the main record Detail page
On the Detail page of the main record, scroll down to the appropriate section.

Click the Edit link for the record (if one is provided), or click the name link of the linked record.

NOTE: If the record that you want to edit is not displayed on the page, click the Show Full List link to
see all of the linked records of that type.

When the Edit or Detail page for the linked record opens, update the record details.

For more information on updating record details, see Updating Record Details (on page 60).

Favorite Records Page

The Favorite Records page shows your favorite records. You access the Favorite Records page by clicking
Show Full List in the Favorite Records section of the Action bar. From the Favorite Records page, you can
perform the tasks shown in the following table.
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Change the sequence of
the records

Delete a record from the
list of favorites

Display details of a record

Page through the list

Show more/fewer records

Working with Records

In the Favorite Records title bar, click the Manage Favorites button. On
the Manage Favorites page, change the order of the records until it
reflects the sequence that you want. The records then appear in the new
sequence on the Action bar and the Favorite Records page.

In the row for the record that you want to delete, click the Delete link.

Click the name of the record to display the Detail page for the record.

Click the navigation icons at the top or bottom of the list page to move
to the next page, previous page, first page, or last page in the list.

In the Number of records displayed in the drop-down list at the bottom
of the page, select a number of records to see at once.

Working with Lists

You can limit the records you see by creating filtered lists for many record types. A filtered list shows a subset
of the records that meet the criteria making up the list.

Oracle CRM On Demand provides standard filtered lists for many record types, which appear on the record
Homepage. Custom lists that you or your managers create are added to that List section.

When you select a filtered list, the list of records that meet the list criteria opens in the record List page. You
can choose to display the first 25, 50, 75, or 100 records in the page at one time. The option you choose is
maintained in the List pages for all record types, until you change it again. When you browse a list, the record
on which your pointer is resting is highlighted by a change in the background color.

If there are more records in the list than can be shown on one page, then the following occurs:

You can click the navigation icons at the top or bottom of the list page to move to the next page, previous
page, first page, or last page in the list.

The last page in the list shows a full page of records, and the number of records shown on the last page in
the list is determined by the number of records you choose to display in your list page. As a result, some
of the records that appear on the last page of the list might also appear on the second from last page.

For example, assume that a list has a total of 40 records, and you choose to display 25 records in your
list page. The records are displayed over two list pages. The first page of the list shows the first 25
records, while the last page of the list shows the last 25 records in the list. In this example, 10 of the
records in the list appear on both the first page and the last page of the list.

From the List pages, you can do the following:

Sort the records.

Review multiple records at a glance.

Find a record to review, delete, or update.

Update the fields on the List page inline.
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Create new records.
NOTE: For performance reasons, some custom fields cannot be used to sort lists.

In addition, you can use the record-level menu (beside each record name) to perform various actions on the
listed records, including some or all of the following:

Open the Edit page for the record (by selecting the Edit option), where you can edit all of the fields on the
record.

Create a new record by copying the existing record. Your company administrator determines which field
values are automatically copied to the new record.

Delete a record.

You can filter the list further if there are too many records on the page. For more information about quick
ways of filtering your lists, see Filtering Lists (on page 77). You can also add the list to the Favorite Lists in the
Action bar by clicking the Favorites icon.

Each filtered list is specific to the record type, such as Opportunities or Accounts. All employees can create
filtered lists for their own use, but you need to be assigned the appropriate role to create public lists that are
available to all employees.

NOTE: A list that you or your managers create appears in only the language it is created. If you switch
languages, it is not added to the lists in the other languages that the application supports. Only the default
filtered lists appear in all languages. For example, if an Italian manager creates a new list and some of her
team uses the Spanish version of the product, her team members don't see the newly-created list.

About Creating Bookmarks for List Pages

In most lists, the pages in the list share the same URL. As a result, when you create a bookmark for a page
within a list, the bookmark always opens the list at the page that opened when you first accessed the list
(usually the first page in the list). Similarly, when you copy the URL from the address field of a page within a
list and later paste the URL into your browser address field, the list opens at the page that opened when you
first accessed the list.

For example, when you open a list from a list link on the Account Homepage, the list opens at the first page. If
you navigate to the third page in the list and create a bookmark for that page, then the new bookmark will
open the list at the first page (that is, the page that opened when you first accessed the list).

NOTE: If you created a bookmark for a specific page within a list in Oracle CRM On Demand Release 18 or
earlier, then that bookmark opens the list at the page where you originally created the bookmark. For
example, if you created a bookmark for the fifth page in a list in Oracle CRM On Demand Release 18, then that
bookmark opens the list at the fifth page. However, if you then navigate to the sixth page in the list and
create a new bookmark for that page, then the new bookmark will open the list at the fifth page (that is, the
page that opened when you first accessed the list from the bookmark you created in Oracle CRM On Demand
Release 18).

List Management Options
In the List page for most record types, there is a Menu button with some or all of the following options:

Batch Delete. Delete all the records from a list, see Deleting and Restoring Records (on page 100).

Batch Assign Book. Add records to a book or remove records from a book, see Assigning Records to
Books (on page 1200).
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Export List. Export a list to save on your computer, see Exporting Records in Lists (on page 81).
Mass Update. Update a number of records at once, see Updating Groups of Records (on page 85).

Mass Call Planning. Create a planned call for one or more customers, see Mass Call Planning (on page
133).

Record Count. Count the records in a list, see Counting Records in Lists (on page 80).
Refine List. Refine a filtered list, see Creating and Refining Lists (on page 73).

Show List Filter. Show the key information for a list, see View List Page (on page 80). You can also
access this page by clicking View in the Manage Lists page.

Manage Lists. Manage the lists for the record type, see Manage Lists Page (on page 79).
Create New List. Create a new filtered list, see Creating and Refining Lists (on page 73).

Save List. Saves a list. When you click Save List, this brings you directly to a page with Save options.

Accessing the List Management Options

The way in which you navigate to the list management options varies with the record type as shown in the
following table:

BN il B2 (@ Click the record tab at the top of the page.

tabs)
In the Lists section, click a list.
Click the Menu button and select the required option.
You can also access the New List page as follows:
Click the record tab at the top of the page.
In the List title bar, click the New button.
NOTE: Communication Lists are lists for specific types of
activities. Therefore, use the Activities List page to create
additional Communication Lists. Communication lists are
available only if your company uses the call center,
Activities Click the Calendar tab.
In the Open Tasks section, click the Show Full List link.
Click the Menu button and select the required option.
Alerts

Click the Home tab.

At the bottom of the Alerts section on My Homepage, click
the Show Full List link.
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Attachments

Users

Product Categories

Products

Click the Menu button and select the required option.

NOTE: If there are no alerts, the Show Full List link does not
appear.

Available only if your role includes the Manage Attachments
privilege.

At the top of any page, click the Admin global link.
Click the Content Management link.

On the Content Management page, click the Manage
Attachments link.

On the Manage Attachments page, click the Create New List
button.

Available only if your role includes the Manage Users and
Access privilege.

At the top of any page, click the Admin global link.
Click the User Management and Access Controls link.
Click the User Management link.

Click the Menu button and select the required option.

Available only if your role includes the Manage Content
privilege.

At the top of any page, click the Admin global link.
Click the Content Management link.

On the Content Management page, click the Product
Categories link.

Click the Menu button and select the required option.

Available only if your role includes the Manage Content
privilege.

At the top of any page, click the Admin global link.
Click the Content Management link.
On the Content Management page, click the Products link.

Click the Menu button and select the required option.
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Standard Filtered Lists

For a description of the standard filtered lists, see the Working with the record type Homepage topic for each
record type; for example:

Working with the Leads Homepage (on page 160)

Working with the Account Homepage (on page 177)
Working with the Contacts Homepage (on page 195)
Working with the Opportunity Homepage (on page 212)
Working with the Service Request Homepage (on page 271)

To open a list

Click the record tab.

NOTE: For lists of activities, click the Calendar tab and then click Show Full List in the Open Tasks
section. For information about working with lists of activities, see Working with Activity Lists (on page
121).

From the Lists section on the record Homepage, select the list you want to work with.

Changing the Sequence of Lists Appearing on a Homepage

You can use the following procedure, or from a Lists page, click Menu and select Manage Lists to access the
List Order button.

To change the sequence of lists appearing on a Homepage
Click the record tab.
At the bottom of the record Lists section, click the Manage Lists link.
Click the List Order button.
In the Lists to Appear on Homepage list, use the arrows to change the sequence of the lists.

Click Save.

On the record Homepage, the lists appear in the sequence you set up. (Only the first 10 lists appear
on the Homepage.)

Creating and Refining Lists

When you create or refine a list of records, your user role determines which fields you can search and which
fields you can display in the list, as follows:
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If the All Fields in Search and Lists privilege is enabled on your user role, then you can search all fields
and display all fields on the returned records.

NOTE: It is recommended that company administrators do not enable the All Fields in Search and
Lists privilege for most user roles. When the privilege is not enabled, fields that your company does
not use are not visible in search and list pages. This reduces clutter and makes it easier for users to
see the fields that they are most interested in.

If the All Fields in Search and Lists privilege is not enabled on your user role, then you can search and
display only the fields that are displayed on the Detail page layout that is assigned to your user role for
that record type. If your company administrator has defined dynamic page layouts for the record type for
your user role, then you can search and display all of the fields that are displayed on the various dynamic
page layouts assigned to your user role. (Dynamic layouts are page layouts that show different sets of
fields for different records of the same record type, depending on the picklist value that you select in a
certain field on the record.)

However, when you refine a list that was created prior to Release 18 of Oracle CRM On Demand, you
can search and display any fields that were already included in the list, as well as the fields that are
displayed on the Detail page layout that is assigned to your user role.

Before you begin. When you create a list, you need to enter the fields and values for the criteria that you set
up. You might want to first go to the record Edit page, and write down the exact field nhames and values as
they are used in Oracle CRM On Demand. Otherwise, your filtered list might not pick up the correct records.
Alternatively, you can print the record Detail page to capture the exact field names. However, the printout
does not capture the field values for drop-down lists.

To set up a list

Create a new list or navigate to the Refine List page for an existing list.
In the List page for most record types, there is a Menu button that includes the options to create a
new list or refine an existing list. For more information about accessing list management options, see
Working with Lists (on page 69).
In the New List page or the Refine List page, in the Search In section, select one of the following options:
Record Set
Book

NOTE: The Search In section is not displayed for record types that do not have owners, for example,
the Product record type and the User record type. The Book option in the Search In section is available
only if the Book feature is enabled for your company.

If you select the Record Set option, select one of the following from the list in the Record Set field:

All records I can see. Includes records that you have at least View access to, as defined by your
reporting hierarchy, the access level for your role, and the access level for shared records.

All records I own.

All records where I am on the team. Includes only records in the filtered list where one of the
following applies:

You own the records.

The records are shared with you by the owner through the Team feature.
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The records are shared with you through the group assignment feature for accounts, activities,
contacts, households, opportunities, and portfolios.

All records I or my subordinates own.
All records where I or my subordinates are on the team
My Default Book. Your default setting for the Book selector, as defined by your company
administrator.
If you select the Book option, select a book, user, or delegate in the Book selector.

For more information, see Using the Book Selector (on page 57).

In the Choose Case Sensitivity section, select the Case Insensitive check box, if required.
If this check box is selected, the fields where the search is case-insensitive are shown in blue in the
Enter Search Criteria section.

In the Enter Search Criteria section do the following:

Select a field from the Field list.
The fields are pre-populated with the targeted search fields for the record type.

Certain fields are optimized to improve performance during searches and when sorting lists.
These optimized fields are shown in green text in the list of search fields. If your search
criteria include a field that is not optimized for searching, your search might be slower.

If the address field you need does not appear in the drop-down list, select the corresponding
one shown in the following table or in About Countries and Address Mapping (on page 1286).

NOTE: The fields listed in this table might not apply to all countries or locales.

Street Number Number/Street
Address 1
Chome

Ku Address 2

Floor Address 3
District

Shi/Gun City

Colonia/Section PO Box/Sorting Code
CEDEX Code

Address 4

URB

Township

MEX State Province
BRA State

Parish

Part of Territory
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Island
Prefecture
Region
Emirate
Oblast

Island Code Zip/Post Code

Boite Postale

Codigo Postal

Enter the conditions, filter values, and operators (AND, OR) that define the filter.

If you are refining a list, the fields are already populated with criteria that you can refine
further.

For information about using filter conditions, see About Filter Conditions (on page 51).

TIP: To create a list of service requests that do not have an owner, select the Owner ID field, the
Equal to filter condition, and leave the value blank. You can create other null lists using this general
approach.

CAUTION: When entering Filter Values, check to make sure that you are following the rules described
in About Filter Values (on page 56). Otherwise, the correct records might not be included in the list.

Examples

Accounts: If you want to create a filtered list of accounts in Canada with annual revenue over
$100,000,000.00, complete the form as follows:

Annual Revenue Greater than 100000000 AND
Country Equal to Canada

Leads: If you want to create a filtered list of leads with potential revenue over $100,000.00 and
ratings of A or B, complete the form as follows:

Potential Revenue Greater than 100000 AND
Rating Less than C
For the Display Columns and Sorting Order section:

Choose the fields to display as columns in the search results by moving fields from the Available Fields
list to the Selected Fields list. Use the up and down arrows to change the order of the selected fields.

In the Sort by drop-down list select a default sort field, and click Ascending or Descending to select a
sort order.
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Certain fields are optimized to improve performance during searches and when sorting lists.
These optimized fields are shown in green text in the list of sort fields. If you select a field that
is not optimized as the default sort field, your search could be slower.

NOTE: You cannot select a field of type check box as the sort field in this step. However, after
the list is created, you can click the column header to sort the fields based on the values in the
check box.

(Optional) To see the results of your search criteria without saving the list, click Run.

The List page appears displaying the results of your search criteria. You can then click the Menu

button in the title bar, and select Save List or Refine List to save your list.

Click Save, and complete the fields in the Save options section:

List Name Type a name for the list (50-character limit). You can use any
symbols or punctuation marks except quotation marks (*“) in your
List Name.

Created lists are arranged alphabetically. Therefore, consider putting
the most pertinent word at the beginning of the name.

Description Enter a description of up to 251 characters.

List Accessibility If your user role includes the Define Public Lists privilege, select one
of these options:

Private. Allows you alone to see the filtered list.

Public. Makes the list available to all employees. Public lists
appear on the record Homepage for all employees at your
company.

Role Specific. Make the list available only to users with a
specific role.
Click Save and Run.

The filtered list you created appears in the drop-down list in this page's title bar and in the Lists
section of the record Homepage.

TIP: If a message appears indicating that your list request has timed out, refine your list criteria further and
try again. You can find more information about optimizing searches and lists on the Training and Support
Center Web site, which you can access by clicking the Training and Support link at the top of each page within
Oracle CRM On Demand.

Filtering Lists

In a List page you can quickly filter the records in the list in two ways:
Using the Alpha Search controls to filter on a particular column

Using a Quick Filter search
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By default, list pages show the Alpha Search controls, but you can click the filter toggle icon to show the Quick
Filter controls. To switch back to the Alpha Search controls, you can click the ABC icon. The search controls
that are displayed persist across different sessions.

For more advanced filtering, you can also filter the list by clicking the Menu button in the title bar, and clicking
Refine List.

You can also restrict the records that are searched by selecting a book or user from the Book selector. For
more information, see Using the Book Selector (on page 57).

Alpha Search
With Alpha Search you can:

Click on a letter in the Alpha bar to show only records that begin with that letter.

Enter characters in the text field and click Go to find records beginning with those characters. You can use
wildcards, see About Filter Values (on page 56).

Click a column header to sort records based on that column. An arrow next to the column header indicates
which column the sort is based on, and whether it is sorted in ascending or descending order. By default,
records are searched using the left-most column as the search key.

Alpha Search is case insensitive and does not affect the Refine list search criteria.

Occasionally, the Alpha bar is not active—its characters are not hyperlinks—because the default sort order is
on a column that the Alpha bar does not work with. For example, the default sort order for the Deleted Items
page is on the Type column, which is not sortable. Therefore, the Alpha bar is not active. However, if you click
the Name column header, the data is sorted, and then the Alpha bar is activated.

Quick Filter Search

With Quick Filter search you can filter the list to show records where a selected field meets particular filter
criteria.

In the Show Results Where section of the page, you select or enter values from left-to-right in the fields to
specify respectively the search field, filter condition, and filter value (if the filter condition requires a value).
The values available in the filter condition list vary according to the search field you select. For information
about the filter conditions available, see About Filter Conditions (on page 51).

The fields that are available in the list of search fields are those that are optimized for fast lookup, plus any
additional fields that your company administrator has specified.

The filter value field changes to match the field type. For example, a calendar icon is displayed when you want
to select a date, and a telephone icon is displayed when you want to specify a telephone number. The filter
value field is hidden when no value is required with the filter condition. For text and telephone fields, you can
use wildcards, see About Filter Values (on page 56).

Quick Filter Search is case insensitive and does not affect the Refine list search criteria.

To perform a Quick Filter Search

Select a field in the drop-down list to the right of the label Show Results Where.
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Select a condition from the filter condition drop-down list.

If required, enter a value in the filter value drop-down list.

Click Go.

Manage Lists Page
The Manage Lists page shows the filtered lists for a specific record type: —those lists that you created, the lists

your managers created for you to use, as well as lists provided by the system. You can access the Manage

Lists page by selecting Manage Lists from the Menu button on a list page. For more information about
accessing list management options, see Working with Lists (on page 69).

From this page, you can perform the tasks shown in the following table.

Add a list to Favorite Lists

Change the sequence of
the first 10 lists on the
record Homepage and
drop-down list

Create a filtered list

Delete a list

Page through the list

Show more/fewer records

Update a list

View the key information
and filter information for a
list

In the row for the list, click the Add to Favorites icon.

In the Manage Lists title bar, click the List Order button. On the List
Display Order page, change the order of the 10 lists until they reflect the
sequence you want. The lists appear in the new sequence on your record
Homepage and the drop-down list on List pages.

NOTE: Lists that remain in the Available list do not appear as options in
drop-down lists or on Homepages.

In the Manage Lists title bar, click the New List button. On the New List
page, enter the required information, and save the record.

In the row for the list you want to delete, click the Delete link.
You can delete only lists that you created.

Click the navigation icons at the top or bottom of the list page to move
to the next page, previous page, first page, or last page in the list.

In the Number of records displayed drop-down list at the bottom of the
page, select a number of records to see at one time.

In the row for the list you want to update, click the Edit link. This opens
the Refine List page, where you can update the list.

NOTE: You cannot change the standard filtered lists distributed with the
application, or the filtered lists saved before the updating capability
became available.

In the row for the list, click the View link. This opens the View List page.
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View List Page

The View List page displays the following information:

Key list information. The name and description of the list and also:

List accessibility. The visibility of the list indicating whether it is private, public, or specific to a user

role.

Search In. The subset of records that are searched to filter the list.

Filter information. The fields, filter conditions, and filter values used to produce the filtered list.

Selected Fields. The fields selected to display as columns in the search results, and the sort order of the
field selected as the default search field.

You access the View List page by selecting Show List Filter from the Menu button on a list page. For more
information about accessing list management options, see Working with Lists (on page 69).

Favorite Lists Page

When you click the Show Full List link in the Favorite Lists section of the Action Bar, the Favorite Lists page
opens, showing your favorite lists.

The following table describes the tasks that you can perform from the Favorite Lists page.

Change the sequence of
the lists

Delete a list from the list of
favorites
Display a list

Page through the list

Show more/fewer records

In the Favorite Lists title bar, click the Manage Favorites button. On the
Manage Favorites page, change the order of the lists until it reflects the
sequence that you want. The lists appear in the new sequence on the
Action bar and the Favorite Lists page.

In the row for the list that you want to delete, click the Remove link.

Click the name of the list to display the List page from which you can
work with the list.

Click the navigation icons at the top or bottom of the list page to move
to the next page, previous page, first page, or last page in the list.

In the Number of records displayed drop-down list at the bottom of the
page, select a number of records to see at one time.

You can embed Favorite Lists as a Web widget in other applications. For more information, see Embedding a
Favorite Lists Widget (on page 624).

Counting Records in Lists

The following procedure describes how to count the records in a list.

80 Oracle CRM On Demand Online Help Release 19



Working with Records

To count the records in a list

On the record List page, click Menu, then select Record Count.

NOTE: If there are more than 1000 records in the list, then the count operation fails, and a message is
displayed indicating that too many records match your search criteria. If this happens, refine your list so that
fewer records are returned. If the count operation takes more than 30 seconds, then the operation fails. If this
happens, try again later, or refine your list so that fewer records are returned. For more information about
refining lists, see Creating and Refining Lists (on page 73).

Exporting Records in Lists

You can export the records that meet the criteria you set up in a list. After Oracle CRM On Demand exports
the list of records, you can save it by downloading the file.

NOTE: Oracle CRM On Demand retains your export results for 72 hours. After that, you must export the list
again.

You can export up to 250 records from a list immediately. When you select this option, the top records from
the list (based on the current sort order of the list) up to a maximum of 250 are exported. Or, you can export
all of the records in a list. When you export all of the records in a list, your export request is queued and
executed as a batch job.

To export records from a list, your user role must include either the List - Export all Fields privilege or the List
- Export Displayed Fields privilege. When you export a list of records, your user role determines which fields
you can export, as follows:

If the List - Export all Fields privilege is enabled on your user role, then you can choose to export all of the
fields on the records, or to export only the fields that are displayed in your list.

If the List - Export Displayed Fields privilege is enabled on your user role, but the List - Export all Fields
privilege is not enabled, then you can export only the fields that are displayed in your list.

The following procedure describes how to export up to 250 records in a list.

To export up to 250 records in a list
Open the list of records that you want to export.

If necessary, sort the list so that the records that you want to export appear at the top of the list.
TIP: To sort the list by column, click the column heading. To sort the list by the same column but in
reverse order, click the column heading again.

On the record List page, click Menu, and select Export List.

On the Export List page:
In the Export Type section, select the Immediate Export option.
In the Fields to Export and Field Delimiter sections, select the options that you want.

NOTE: The Fields to Export section is available only if your user role has the List - Export all
Fields privilege.
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Click Export.

Click Download to download the file.

The following procedure describes how to export all of the records in a list.

To export all of the records in a list

Open the list of records that you want to export.
On the record List page, click Menu, and select Export List.

On the Export List page:
In the Export Type section, select the Queued Export option.
In the Fields to Export and Field Delimiter sections, select the options that you want.
NOTE: The Fields to Export section is available only if your user role has the List - Export all
Fields privilege.
Click Export.
The Personal Export Request Queue page appears.

If the export request is in the Pending Requests section of the page, click Refresh to see if your update
request has completed.

When your export request appears in the Completed Requests section of the Personal Export Request
Queue page, click the List or Record Type link to open the List Export Request Detail page.

In the Export Request Attachment section of the page, in the row that contains the ZIP file you want to
download, select Download from the record-level menu.

The ZIP file consists of an export summary text file and CSV file for each type of record that you
exported.

The ZIP files of lists that are exported as queued requests are available through your Personal Export Request
Queue page for 72 hours after the export request is completed. The following procedure describes how to
access the ZIP files from your Personal Export Request Queue page.

To access the ZIP files from your Personal Export Request Queue page

In the upper-right corner of any page, click My Setup.
Click Data & Integration Tools.

Click Export Request Queue.

The Personal Export Request Queue page appears, showing the details of the export requests.

In the Completed Requests section, click the Export Type or Record Type link to open the List Export
Request Details page.
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In the Export Request Attachment section of the page, in the row that contains the ZIP file, you can do the
following:

Select Download from the record-level menu to open or save the ZIP file.

The ZIP file consists of an export summary text file and CSV file for each type of record that
you exported.

Click Delete to delete the file.

Transferring Ownership of Records

You own a record when your name is in the Owner field. Typically, you can view and edit all records that you
own. You become an owner when:

You create the record
The record is assigned to you

You are in a group that owns the record (with group ownership, your name might not appear in the Owner
field)

You can transfer the ownership of most records if:
You own the record
One of your direct reports owns it
Your privilege and your access level permit it

NOTE: For account, contact, and opportunity records only, you can also transfer the ownership if the record
owner has granted you full-access rights to that record.

To transfer ownership of a record

Select the record.

For instructions on selecting records, see Finding Records (on page 41).

On the Detail page, click Edit to open the Edit page.

NOTE: If the inline edit feature is enabled for your company, you do not have to open the Edit page.
Instead, you can edit the Owner field directly on the Detail page.

Click the Lookup icon next to the Owner field.
In the Lookup window, click the Last Name link of another employee.

Save the record.
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Sharing Records (Teams)

For some record types, you can share a record so that a team of users can view it. The following record types
can be shared by teams:

Account
Accreditation
Application
Business Plan
Certification
Contact

Course

Custom Objects
Deal Registration
Exam

Household

Lead

MDF Request
Objective
Opportunity
Partner

Portfolio

Service Request
Special Pricing Request

With account records, you can also share the contact and opportunity records that are linked to that account
record.

To share a record, you first add the person to the Team for the selected record. Then you specify the access
level the person has to the record.

To share a record

Select the record.

For instructions on selecting records, see Finding Records (on page 41).

On the record Detail page, scroll down to the Team section and click Add Users.
In the Team Add User window, click the Lookup icon next to User.

In the Lookup window, select an employee.
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Set roles and access levels:
NOTE: Depending on the record type and setup, your application might differ from these options.

(Optional) To explain the role the linked record plays in relation to the main record, select an option
from the Team Role drop-down list.

To set the access rights for the record type for team members, select an option from the Access
drop-down list. The options that are available by default are as follows:

Read-only. Users can view records but not change them.
Edit. Users can update records.
Full. Users can update or delete records.
Your company administrator can make other access profiles available for teams.

NOTE: Your managers have owner access to records of their subordinates (as long as
Manager Visibility is turned on for the company) regardless of your selections here. For any
user, the most liberal access set at any point in the application is the one that determines the
access level for that user. For more information about access profiles, see Access Profile
Management (on page 1133).

Click Save.

(Opportunity teams only) To allocate part or all of the revenue on the opportunity to a team member, do
the following:

In the Opportunity Detail page, in the Opportunity Team section, click Edit Users.

In the Opportunity Team Edit Users page, in the Split % field, enter the percentage of the value that is
to be allocated to the team member.

The value in the Split % field can be any number from 0 (zero) to 100.
NOTE: The Split Revenue field is a read-only field that is calculated from the Split % field on
the opportunity team record and the Revenue field on the opportunity record.

Click Save.

Related Topics

See the following topic for related information about opportunity teams:

About Opportunity Teams (on page 225)

Updating Groups of Records
You can update the values in fields for a list of records at the same time, for the following record types:
Accounts

Activities (tasks, appointments)
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Contacts
Opportunities
Leads

Service Requests

For example, you might want to change the owner of a batch of records to a different employee. You can do
this by updating groups of records.

You can update values in up to 50 selected records at a time. If there are more than 50 records in the list, you
can repeat the task until all of the records are updated. Or, you can further refine your list so that only the
records that you want to update are present in the list.

NOTE: If you use the Mass Update feature to change the value in the Sales Stage field on one or more
opportunity records, then the value in the Probability percentage field on the records is not updated to the
default probability percentage for the new sales stage. If you want the probability percentage on the
opportunities to change when the sales stage is updated, you must change the sales stage on each record
individually, or through Web services.

Before you begin. Do the following:

If necessary, create a list to capture the records that you want to update. For information about creating
and using lists, see Working with Lists (on page 69).

To update groups of records, your user role must include the Mass Update privilege.

The following procedure describes how to update selected records in a list.

To update selected records in a list

Open the list of records that you want to update.

If necessary, sort the list so that the records that you want to update appear at the top of the list.

TIP: To sort the list by column, click the column heading. To sort the list by the same column but in
reverse order, click the column heading again.

On the record List page, click Menu, and select Mass Update.
In Step 1, clear the check box for records you do not want to update, and then click Next.

In Step 2, select the fields that you want to update, and enter new values for those fields.

You can select up to five fields to update to new values. To remove existing values from a field, leave
the Value column blank in Step 2.

Click Finish.

Merging Records

For certain record types, including accounts, contacts, leads, service requests, households, and portfolio
accounts, if you have a duplicate record, you can merge the two records into one record.
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When you merge two records, you specify the field values from the two records that you want to keep in the
record that you retain, which is called the primary record. The record that is deleted is called the duplicate
record.

The following considerations apply to the merging of records:

If a field has the same value on both the primary record and the duplicate record, you cannot change the
value in that field during the merge operation.

In fields that are updated by the system, the value defaults to the value from the primary record during
the merge operation, and you cannot change the value.

Account and contact teams are not merged. The team from the primary record is retained.
Any records that are linked to the duplicate record are linked to the primary record.

There is no duplicate checking for related records. To remove duplicate related records you must delete
them.

When you merge accounts, the owner of the duplicate account record is added to the account team and
given full access to the primary record.

Before you begin:
To perform this procedure, your user role must include the Merge Records privilege.

Your access level for both the primary record and the duplicate record must allow you to delete the record.
If your access level for the primary record does not allow you to delete the record, the Merge button is not
available on the record.

Note the record names so that you can select them during the merge.

To merge two records
Select the record you want to retain as the primary record.
For instructions on selecting records, see Finding Records (on page 41).
On the record Detail page, click the Merge button.

In Step 1, click the Lookup icon, and select the Duplicate record.

In Step 2, review the values for each record, and select the values to save with the record.

The Value to Save column displays the values from the primary record by default.

Click Finish.

Adding Notes

For record types that support the notes feature, you can add a note in two ways:

By clicking the note icon at the top-right of the record Detail page. This is available if the Message Center
is enabled for your company. With this method you can add notes to a list of notes for the record, and
subscribe to notes that are added to the record.
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By clicking New in the Notes section.

Typically, if your company administrator has made the note icon available, the Notes section will not be
available. However, if the Notes section is present, notes that you add to the list of notes are also added to
the Notes section.

For more information about the Message Center, see Working with the Message Center (on page 35). For
more information about using the list of notes, see Working with the List of Notes (on page 89).

The method used to create a note makes no difference to the access permissions to the note.

To add a note using the note icon

Select the record.

For instructions on selecting records, see Finding Records (on page 41).
On the Detail page, click the note icon.

Click New Note.

On the top line of the note, fill in the Subject.

To prevent others from viewing the note, select Private.

If you do not select Private, others with access to this record can view the note.

Click Save.

To add a note in the Notes section

Select the record.

For instructions on selecting records, see Finding Records (on page 41).
On the Detail page, scroll down to the Notes section and click New in the Notes title bar.
On the Note Edit page, fill in the Subject.

To prevent others from viewing the note, select Private.

If you do not select Private, others with access to this record can view the note.

Save the record.

Note Edit Page

The Note Edit page lets you add a note to a record or update information in an existing note. It shows the
complete set of fields for a note record.

88 Oracle CRM On Demand Online Help Release 19



Working with Records

Subject A required text field where you enter a brief description of the content or
purpose of the note.

Private If you select this check box, other users cannot view the note. If you do not
select this check box, anyone with access to this record can view the note.

Description The content of the note. The maximum number of characters allowed is
16,350.

NOTE: Different restrictions apply when you import notes into Oracle CRM On
Demand (see Note Fields: Import Preparation (on page 1404)).

Note Page (List)
The Note page shows all notes linked to a record. The following table describes what you can do from the Note
page:

Create a note In the Notes title bar, click the New Note button. On the Note Edit page,
complete the required information and save the record.

Delete a note Click the Del link in the row of the record you want to delete. You can restore
deleted items up to 30 days after deletion.

Find a note Click the Subject column header to sort the data. Then click a letter in the
Alpha bar. For notes beginning with numbers, click 0-9.

Page through the list Click the navigation icons at the top or bottom of the list page to move to
the next page, previous page, first page, or last page in the list.

Show more/fewer In the Number of records displayed drop-down list at the bottom of the page,
records select a number of records to see at one time.
Update a note Click the Edit link in the row of the record you want to update. On the Note

Edit page, update the information and save the record. You can also edit the
fields that are displayed on the Notes page inline.

View note details Click the Edit link in the row of the record you want to update. On the Note
Edit page, review the note details.

Working with the List of Notes

If this feature is enabled for your company, the record Detail pages contain a note icon at the top right of the
page. The number next to the note icon indicates the number of notes attached to the record.
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When you click the note icon, a list of notes is displayed. For each note, the name of the user who created the
note is displayed, together with the subject of the note or first part of the note text, if there is no subject. The
date of the note is displayed, or if the note is from today, the time.

From the list of notes you can do the following:

View a note Scroll down to the required note.

Create a new note Click New Note. Type a subject on the first line, type the note, and click
Save. The note is sent to the Message Center of all users who have
subscribed to the record. From the Message Center, users can click a
link on the note to navigate to the record.

Subscribe to notes on the Click Subscribe. For more information, see Subscribing to Notes (on
record page 90).

Delete a note Scroll down to the required note, and click Delete. This action deletes
the note from the Message Center and the record Detail pages.

View details of the user Scroll down to the required note, and click the user name. The User
who sent a note Details page for the user is displayed.

Subscribing to Notes

You can subscribe to notes that are added to a record so that when someone adds a note to the record, the
note is sent to your Message Center. You can subscribe to notes on any records to which you have access.

From the Message Center you can click on a link in a note on a record to navigate to the record.

For more information about the Message Center, see Working with the Message Center (on page 35).

To subscribe to notes on a record

Select the record.

For more information on selecting records, see Finding Records (on page 41).
On the Detail page, click the note icon.

Click the Subscribe button.

The button label changes to Unsubscribe. You can cancel the subscription by clicking the Unsubscribe
button.
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Sending Notes to Other Users

You can send a note to other users by clicking a note icon that is displayed next to a user's name in the
application. The note is sent to the Message Center of the user.

You can use this facility with the fields associated with a user name, such as First Name, Owner, Created By,
and Modified By. These fields appear in Detail pages, lists, and other places in the application.

From the Message Center you can reply to notes from other users.

You can add user records to the favorite Records section in the Action bar. This allows quick access to the
users that you often send messages to.

For more information about using the Message Center, see Working with the Message Center (on page 35).

To send a note to another user
Move the pointer over the field associated with the user name so that the note icon appears.
Click the note icon

Type the note, and click Save.

Working with Attachments

Depending on how your company administrator configures your user role and access profiles, you might be
able to attach files (and in some cases, URLSs) to various record types. You can find instructions on attaching
files in the following topics:

For instructions on attaching files and URLs through the preconfigured Attachments related item, see
Attaching Files and URLs to Records (on page 94).

For instructions on attaching files to records that support attachment fields, see Attaching Files to Records
through Attachment Fields (on page 98).

For a list of the record types that support the preconfigured Attachment related item, and a list of the record
types that support attachment fields, see About Attachments (on page 92).

Related Topics
See the following topics for more information about attachments:

About Attachments (on page 92)
Attachment Related Items (on page 96)

Attachment List Page (on page 97)
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About Attachments

Depending on the record type and on how your company administrator has configured Oracle CRM On
Demand, you can attach files to some records in the following ways:

Through the Attachments related item on parent records

Through attachment fields

About the Attachments Related Item

On certain record types, your company administrator can add the preconfigured Attachments related item to
your record page layout. You can then link multiple attachments to a parent record. An attachment that is
linked to a parent record in this way can contain a file or a URL.

The following record types support the preconfigured Attachments related item:
Account
Activity
Campaign
Contact
Custom Objects 01, 02, and 03
Dealer
Fund
Fund Request
Household
Lead
Opportunity
Partner
Program Membership
Service Request
Solution
Attachments can also be linked to alert records and sales stage records.

NOTE: When you delete a parent record that has attachments linked to it in this way, the attachments are
also deleted from the Oracle CRM On Demand database.

For information about attaching files and URLs to records through the preconfigured Attachments related item,
see the following topics:

Attaching Files and URLs to Records (on page 94)
Attachment Related Items (on page 96)

Attachment List Page (on page 97)
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About Attachment Fields

On the following record types, you can attach a single file to a record through attachment fields. Depending on
how your company administrator has configured your page layouts, the attachment fields might be available
on the following record types:

Custom Objects 01, 02, 03, 04, and higher

NOTE: Your company administrator can also configure Custom Object record types as related items
on other record types. If the attachment fields are available on the related Custom Object record type,
you can attach one file to each related record. Such configurations allow you to link multiple files to a
parent record. For more information, see About Attachment Configurations (on page 1102).

However, when you delete a parent record, the linked Custom Object records and the attached files
are not deleted from the Oracle CRM On Demand database.

Inventory Audit Report
Sample Transaction

The following record types also support attachment fields. However, these record types can be used only as
related items, as follows:

Accreditation Attachment

The Accreditation Attachment record type can be made available as a related item on the Accreditation
record type only.

Application Attachment

The Application Attachment record type can be made available as a related item on the Application
record type only.

Certification Attachment

The Certification Attachment record type can be made available as a related item on the Certification
record type only.

Course Attachment

The Course Attachment record type can be made available as a related item on the Course record type
only.

Exam Attachment

The Exam Attachment record type can be made available as a related item on the Exam record type
only.

MDF Request Attachment

The MDF Request Attachment record type can be made available as a related item on the MDF
Request record type only.

Partner Program Attachment

The Partner Program Attachment record type can be made available as a related item on the Partner
Program record type only.

Policy Attachment
The Policy Attachment record type can be made available as a related item on the Policy record type

only.
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Special Pricing Request Attachment

The Special Pricing Request Attachment record type can be made available as a related item on the
Special Pricing Request record type only.

NOTE: In these configurations, when you delete a parent record, the linked records and the attached files are
not deleted from the Oracle CRM On Demand database. For example, when you delete an MDF Request
record, any linked MDF Request Attachment records, and the files attached to those records, are not deleted
from the database.

Some of these record types are industry-specific or specific to Oracle CRM On Demand Partner Relationship
Management Edition and might not be available in your edition of Oracle CRM On Demand.

For information about attaching files to records through attachment fields, see Attaching Files to Records
through Attachment Fields (on page 98).

Attaching Files and URLs to Records

NOTE: This topic applies only to attachments that are linked to records through the preconfigured
Attachments related item. For a list of the record types that support the preconfigured Attachments related
item, see About Attachments (on page 92).

On record types that support the preconfigured Attachments related item, you can attach files and URLs to a
parent record. After a file or URL is attached to a record, you can:

View the attachment

Select a different attachment

For a file attachment, update the file content and replace the previous attachment with the revised one
When attaching files to records, the following considerations apply:

You can upload compressed files, including .zip files.

For data protection and security reasons, Oracle CRM On Demand does not allow you to attach executable
files with file extensions such as .exe or .bat.

NOTE: When a user clicks on an executable file with an extension such as .exe or .bat, the user is
given the option of running the file or saving it. To prevent users from inadvertently running an
executable file directly from Oracle CRM On Demand in this way, Oracle CRM On Demand does not
allow you to attach files with such file extension to records. However, you can work around this by
giving the file a different file extension before you upload it. If you give the file a file extension such as
.txt, then a user who clicks on the file is not given the option of running the file. The user must save
the file to a local machine, change the file extension to the appropriate extension for the executable
file, and then run the executable file.

Each file that you attempt to upload is scanned for viruses. If a virus is found in the file, the file is not
uploaded, and a message appears.

Uploaded files must be less than 20 MB. If you have a large file, consider the following options:
Compress the file to make it smaller.
Split the file into smaller files (and compress them if necessary).

Place the file on a public server and indicate the path and file name for it instead of attaching the file
to the record.
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To attach a file or URL to a record

Select the record that you want to attach the file or URL to.

For instructions on selecting records, see Finding Records (on page 41).

On the Detail page, scroll down to the Attachments section and click Add Attachments or Add URL in the
title bar.

NOTE: If you want to send users to a public server to access the file, click Add URL instead of Add
Attachment and follow the procedure for adding a URL attachment, and not a file attachment.

On the Attachment Edit page, do the following:

For a file attachment, click the Browse button next to the File field and select the file. Fill in the
Attachment Name field with a display name that identifies the file attachment.

For a URL attachment, fill in the URL field with the URL address (for example:
www.crmondemand.com) and the Attachment Name field with a display name that identifies the URL.
The maximum allowed length of the URL address is 200 characters.

NOTE: If you have placed a file attachment on a public server, fill in the URL field with the
path and filename (for example: \\scdept\attachments\products.xIs).

On the Attachment Edit page, click Save.

To view an attachment

Select the record that the file or URL is attached to.

For instructions on selecting records, see Finding Records (on page 41).

On the Detail page, scroll down to the Attachments section and click View in the appropriate row.

To select a different attachment

Select the record that the file or URL is attached to.

For instructions on selecting records, see Finding Records (on page 41).

On the Detail page, scroll down to the Attachments section and click the Attachment Name link for the
attachment you want to replace.

On the Attachment Edit page, do the following:

For a file attachment, click the Browse button and select the new file. Update the Attachment Name
field, if necessary.

For a URL attachment, fill in the URL field with the new URL address and update the Attachment Name
field, if necessary.
On the Attachment Edit page, click Save.

TIP: To verify that you have entered the correct attachment information, click the Back link until you
return to the original record Detail page. In the Attachments section, review the new attachment record.
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To update a file attachment

Open the attachment from its original location, but not from within Oracle CRM On Demand.
Edit the file and save it locally, such as to your hard drive.
Sign in to Oracle CRM On Demand.

Select the record that you want to attach the updated file to.
For instructions on selecting records, see Finding Records (on page 41).

On the Detail page, scroll down to the Attachments section and click Replace in the row of the file
attachment.

In the Replace Attachment window, select the updated file and click Save.

Attachment Related Items

NOTE: This topic applies only to attachments that are linked to records through the preconfigured
Attachments related item. For a list of the record types that support the preconfigured Attachments related
item, see About Attachments (on page 92).

The following table describes field information for a file or URL that you attach as a related item on a record.
Some fields appear on the Detail pages for the record type you are attaching the file to; other fields appear on
the Attachment Edit page.

Review the information in the following table to make sure your file meets the file size and file type
requirements.

File For a file attachment, this field shows the path and filename of the attached file.
Attachment The name you want to use to identify the file or URL.
Name

Size (in Bytes) For a file attachment, the file size. The file size must be less than 9 megabytes
(MB). If the attachment is a URL, the Size field shows a value of 2 kilobytes (KB)
by default.

Type For a file attachment, this field shows the file type, such as .doc for a Microsoft
Word document. For your data protection and security, the application does not
allow you to attach files with the .exe file extension.

For a URL attachment, it displays URL.

URL For a URL attachment, this field contains the complete URL address. The maximum
allowed length of the URL address is 200 characters.

Created By The alias of the person who first attaches the file to the record. The value in this
field is system-generated.
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Modified By The name of the person who updates the record followed by the date and time it is
updated. The value in this field is system-generated.

Attachment List Page

NOTE: This topic applies only to attachments that are linked to records through the preconfigured

Attachments related item. For a list of the record types that support the preconfigured Attachments related

item, see About Attachments (on page 92).

The Attachment List page shows all files and URLs linked to a record. You access the Attachment List page by
clicking the Show Full List link in the Attachments section of the main record.

The following table describes the tasks you can perform from the Attachment List page.

Attach a file to the record

Attach a URL to the record

Delete an attachment

Find an attachment

Page through the list

Select a different attachment
to replace the current one

Show more/fewer records

Sort the list of attachments

View the attachment

In the Attachments title bar, click the Add Attachment button. On the
Attachment Edit page, complete the required information and save
the record.

In the Attachments title bar, click the Add URL button. On the
Attachment Edit page, complete the required information and save
the record.

Click the Del link in the row of the record you want to delete. You can
restore deleted items up to 30 days after deletion.

Click the Attachment Name column header to sort the data. Then
click a letter in the alphabet bar. For attachment names beginning
with numbers, click 0-9.

Click the navigation icons at the top or bottom of the list page to
move to the next page, previous page, first page, or last page in the
list.

Click the Replace link in the row of the record you want to change.
On the Attachment Edit page, select another file and save the record.

In the Number of records displayed drop-down list at the bottom of
the page, select a number of records to see at one time.

Click the underlined column header you want to sort on. If the
column header is not underlined, you cannot sort on that field.

Click the View link in the row of the record you want to view. This
opens the file or takes you to the URL.
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Attaching Files to Records through Attachment Fields

Attachment fields are supported on Custom Object record types and on certain record types that are
industry-specific or specific to Oracle CRM On Demand Partner Relationship Management Edition. The
attachment fields allow you to attach a single file to a record. For a list of the record types where attachment
fields are supported, see About Attachments (on page 92).

Your company administrator determines if the attachment fields are available on the page layouts for your
user role.

When attaching files to records, the following considerations apply:
You can upload compressed files, including .zip files.

For data protection and security reasons, Oracle CRM On Demand does not allow you to attach executable
files with file extensions such as .exe or .bat.

NOTE: When a user clicks on an executable file with an extension such as .exe or .bat, the user is
given the option of running the file or saving it. To prevent users from inadvertently running an
executable file directly from Oracle CRM On Demand in this way, Oracle CRM On Demand does not
allow you to attach files with such file extension to records. However, you can work around this by
giving the file a different file extension before you upload it. If you give the file a file extension such as
.txt, then a user who clicks on the file is not given the option of running the file. The user must save
the file to a local machine, change the file extension to the appropriate extension for the executable
file, and then run the executable file.

Each file that you attempt to upload is scanned for viruses. If a virus is found in the file, the file is not
uploaded, and a message appears.

Uploaded files must be less than 20 MB. If you have a large file, consider the following options:
Compress the file to make it smaller.
Split the file into smaller files (and compress them if necessary).

Place the file on a public server and indicate the path and file name for it instead of attaching the file
to the record.

The following procedure describes how to attach a file to a record through attachment fields.

To attach a file to a record through attachment fields
On the Edit page of the record to which you want to attach the file, in the Attachment field, click the paper

clip icon:

&
Browse to the file you want to attach and select it.

Save your changes.

NOTE: Depending on how your company administrator configures the page layout, you might see the
Attachment: File Name field and the Attachment: Size (In Bytes) field on the page. If these fields are present,
they are automatically populated with the file name and file size when you save the record. You cannot edit
these fields.
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You can remove an attached file from a record. However, when you remove the file, it is deleted from the
Oracle CRM On Demand database, and you cannot restore it from within Oracle CRM On Demand.

TIP: Before you remove the file from the record, download the file to your local machine or another server
and save it.

The following describes how to remove a file from a record.

To remove a file from a record

On the record Edit page, click the X icon next to the Attachment field.

Confirm that you want to remove the file from the record.

Using Assessment Scripts

If your company administrator has set up assessment scripts, you can access the scripts to collect information
about your customer or sales opportunity. The information can then be mapped to the parent record and used
in reports and analyses later.

The application allows you to access scripts from these record types:
Lead (Lead Qualification scripts)
Contact (Satisfaction surveys)
Service Request (Call Scripting and Satisfaction surveys)
Opportunity (Opportunity Assessments)
Activity (Activity Assessments on a Sales Call, Task, or Appointment)

Your company administrator can set up filters to help you to identify the appropriate assessment for a task.
For example, a lead qualification assessment script might be set up with the following filters:

Account Tier = Gold
Segment = Large
Region = West

Then, when you launch an assessment script from a lead record with the corresponding filter field values, the
correct lead qualification script is listed. After an assessment is completed, data that the company
administrator changes subsequently in the template script is not reflected in the completed assessment
record. The answer section is the only exception to this rule. The company administrator can change data in
the answer section at any time, and changes are reflected in the assessment detail page when you work
through the template questions.

Before you begin. To use assessment scripts, your user role must be set up to allow access to the
assessment records. For more information about the required settings, see About Assessment Scripts (on
page 1477).
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To use an assessment script

Select the record.

For instructions on selecting records, see Finding Records (on page 41).
On the record Detail page, scroll down to the script section and click Add.

If necessary, select the script from the Lookup window.

If only one script meets the criteria defined by your company administrator, the script opens
automatically. Otherwise, you need to select the appropriate script in the Lookup window.

TIP: To find the appropriate script, select an option from the drop-down list, and click Go.

On the script page, ask your customer the questions and fill in the information.

Click Save.

Depending on how your company administrator set up this script, these events might occur:
A score is calculated and compared to a threshold.
Depending on whether the score is above or below the threshold, an outcome is calculated.
The score, answers to the questions, and the outcome are mapped back to the parent record.

The last assessment date is also populated.

Deleting and Restoring Records

You can delete a record if your access level to that record allows it. You can delete a list of records if your role
includes the Batch Delete privilege.

When you delete a record or a list of records, the records are stored for 30 days in the Deleted Items area.
During that time, you can restore the records. However, after 30 days, the deleted items are permanently
purged and cannot be retrieved.

NOTE: Alert records and their attachments are the exception to the normal deletion behavior. Instead of
being stored for 30 days, they are immediately purged from the system and cannot be restored.

Deleting a record automatically deletes some records linked to the record you are deleting. For example, if
you delete an account, any linked notes are also deleted.

When you click the Deleted Items global link, the All Deleted Items page appears with all the items you have
deleted. If your user role includes the Recover All Records privilege, you will see all deleted items for your
company.

The parent record appears in the deleted items list, but the linked records do not. The only time a linked
record appears as a separate record is when you delete the linked record before deleting the parent record.

For example, if you delete an account with three activities linked to it, only the account record appears in the
list of deleted items. However, if you had deleted one of those linked activities before deleting the account
itself, that activity would appear in the list as a separate record.
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When you restore a record, all records linked to that record at the time it was deleted are also restored with
their relationships intact. Always restore the parent record first; if you try to restore a child record first, the
system displays an error message.

You can use the list on the All Deleted Items page to help you to find deleted records. When you select a
record type from the list, the records that are displayed include all deleted notes and attachments for records
of that type, as well as all deleted records of that type. However, the rule for linked records still applies. Notes
and attachments that were deleted with the parent record are not shown in the list. For example, if you select
All Accounts in the list, all account notes and account attachments that were deleted separately from their
parent record are displayed, as well as all deleted account records.

NOTE: Companies are limited to the amount of data they can store. Records stored in Deleted Items do not
count towards a company'’s total disk storage limit.

To delete a record from a record Detail page
On the record Detail page, click Delete.

NOTE: If you access the record Detail page by drilling down from a List page or from a list of related
records on a parent record, then after you delete the record, Oracle CRM On Demand returns to the
page from which you drilled down.

To delete a record in a list of records
In the row for the record that you want to delete, choose Delete from the record-level menu.

To delete a list of records

Before you begin. To perform this procedure, your user role must include the Batch Delete privilege.

From the record Homepage, click the list of records you want to delete.

TIP: Export the list before you delete it. Exporting the list allows you to import the data in to Oracle CRM
On Demand if you delete some records in error.

You can delete lists of accounts, contacts, opportunities, leads, service requests, or activities.
On the record Lists page, click the Menu button and select Batch Delete.
Click OK to confirm that you want to proceed.

On the Batch Delete Queue page, click Proceed in the Active Requests section.

NOTE: If you do not click Proceed, the deletion does not occur. You can return to the Batch Delete
Queue by clicking the Admin global link and then the Batch Delete Queue link on the Admin
Homepage.

To review the log file for the deletion, click Log in the Processed Requests section.
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To restore a record

Click the Deleted Items global link.

Click Restore in the row for the record.

NOTE: If your role includes the Recover All Records privilege, you can restore records that anyone at
your company deleted.

The following table provides further information about deleting records.

NOTE: The attachment records referred to in this table are the attachment records that are linked to parent
records through the preconfigured Attachments related item. Files can also be attached to Custom Object
record types, and to certain record types that are industry-specific or specific to Oracle CRM On Demand
Partner Relationship Management Edition, through attachment fields. If such a record type is configured as a
related record on another record type, the linked records and the attached files are not deleted from the
Oracle CRM On Demand database when the parent record is deleted. For more information about the
Attachments related item and attachment fields, see About Attachments (on page 92).

Account You cannot delete an account if it is linked to an Opportunity with a Sales
Stage of Closed-Won.

When deleting an account, these linked records are also deleted:
Leads
Opportunities
Activities (along with any attachments linked to this activity)
Notes
Attachments

These linked records are not deleted:
Contacts

Activity When deleting an activity, these linked records are also deleted:

Attachments

If you want to delete a Communication Activity, the Manage Company and
Batch Delete privileges must be enabled for your role.

Alert Alert records and their attachments are the exception to the normal
deletion behavior. Instead of being stored for 30 days, they are
immediately purged from the system and cannot be restored.

102 Oracle CRM On Demand Online Help Release 19



Working with Records

Campaign When deleting a campaign, these linked records are also deleted:
Activities (along with any attachments linked to this activity)
Notes
These linked records are not deleted:
Leads
Opportunities
Contact When deleting a contact, these linked records are also deleted:
Leads
Notes
Attachments
These linked records are not deleted:
Accounts
Activities
Opportunities
Dealer When deleting a dealer, these linked records are also deleted:

Activities (along with any attachments linked to this activity)

Notes
Attachments
Filtered List Filtered lists cannot be edited. To change a filtered list, delete it and create
a new one.
Fund When deleting a fund, these linked records are also deleted:

Activities (along with any attachments linked to this activity)
Notes

Attachments

Group When you delete a group, the system removes the reference to the group
from the group’s records, and the record ownership reverts to the
employee in the Owner field. If that process involves a large humber of
records, it might take some time to complete. During that time, the
system does not allow group members to create records.

Household No child records are deleted when the household is deleted.
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Lead

Medical Event

Opportunity

Portfolio Account

Product

Product Category

When deleting a lead, these linked records are also deleted:
Activities (along with any attachments linked to this activity)
Notes
Attachments

These linked records are not deleted:

Opportunities

When deleting a medical event, these linked records are not deleted:

Invitees (contacts)

NOTE: You cannot delete an event that has a Status of Completed.

You cannot delete an opportunity that has a Sales Stage of Closed because
that information is used for historical reporting. When deleting an
opportunity, these linked records are also deleted:

Leads
Activities (along with any attachments linked to this activity)
Notes
Attachments

These linked records are not deleted:
Contacts
Accounts

When deleting a portfolio, these linked records are also deleted:
Activities (along with any attachments linked to this activity)
Attachments

These linked records are not deleted:
Contacts

You cannot delete a product. To remove it from the list of available
products your employees can link to opportunities (as products) or
accounts (as assets), clear the Orderable check box on the Product Edit

page.

A user whose role includes the Manage Content privilege can delete
product categories. When a category is deleted, the association between
the product and the category is broken, but the products are retained.
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Role

Solution

Territory

Vehicle

Working with Records

A user whose role includes the Manage Users and Access privilege can
delete roles.

Instead of being stored for 30 days, deleted roles are immediately purged
from the system and cannot be restored.

Before deleting a role, all users assigned to that role must be assigned to
a different role. Otherwise, the application does not let you delete the role.

When deleting a solution, these linked records are also deleted:
Solution Histories

These linked records are not deleted:
Service Requests
Solutions

TIP: If you believe a solution is no longer useful, but it was at one time
linked to a service request, change the status to Obsolete instead of
deleting it. That way, your company can prevent the solution from further
use by your customer service representatives, but it is saved for historical
purposes. (To determine if the solution has been used, go to the Solution
Detail page, and check the Service Requests section for linked records.)

A user whose role includes the Manage Territories privilege can delete
territories. Territories can be deleted whether or not they are associated
with other territories, accounts, opportunities, and so on.

The Territory Detail page shows the company administrator if the territory
has any children or not. The company administrator can query on account,
opportunity, and so on using the condition where Territory = <Territory to
be deleted> to find out if the territory has any associated account,
opportunity, and so on.

When deleting a vehicle, these linked records are also deleted:
Activities (along with any attachments linked to this activity)
Notes

Attachments

NOTE: For further information on linked records, see Converting Leads to Accounts, Contacts, Deal
Registrations, or Opportunities (on page 166).

Viewing Audit Trails for Records

On record types that support audit trails, you can view the audit trail that tracks the changes made to the
audited fields on a record.

Depending on how your company administrator configures the audit trail for the record type, the audit trail
can also show the following:
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An entry for the creation of the record
If the record has been deleted or restored, an entry for each of these actions

NOTE: If a record has been deleted but has not been restored, the record itself is no longer
accessible, so you cannot view the details of the delete action in the related audit trail information.
However, there is an entry for the delete action in the company-wide Master Audit Trail. If the record
is later restored, there is an entry for the delete action and an entry for the restore action in the
company-wide Master Audit Trail and in the audit trail information on the record. To view the
company-wide Master Audit Trail, you must have the Access Master Audit Trail privilege in your user
role.

For changes to records, the audit trail shows the old and new values in a field, as well as the timestamp and
the name of the user who made the change to the field. Your company administrator determines which fields,
if any, are audited. For information about the record types that support audit trails, and a list of the fields that
are audited by default, see Customizing the Audit Trail (on page 1069).

Before you begin. To enable you to view the audit trail for a record type, your company administrator must
make sure that the page layouts for your role are configured to include the Audit Trail related item on the
Detail page layout for the parent record type. Your company administrator must also give you read-only
access to the Audit Trail related item on the parent record type. If the Audit Trail related item is still not visible
on your record Detail page after the company administrator has completed the configuration, click the Edit
Layout link on the record Detail page, and add the Audit Trail as a related information section. For more
information on editing your Detail page layouts, see Changing Your Detail Page Layout (on page 619).

To view the audit trail for a record

On the record Detail page, scroll down to the Audit Trail related information section.

Each row shows the date on which the record was updated and who made the update. The new and
old values in the changed audited field are also shown.

NOTE: Each audit trail record of a change shows the details of one change to only one field. The audit
trail records of changes are shown only for the audited fields. So, if a user saves a record after
changing two fields, but only one of those fields is audited, then an audit trail record is shown for the
change to the audited field only. The details of the change to the other field are not shown.

About Duplicates When Creating Records

For many record types, when you create a record, Oracle CRM On Demand warns you if that record already
exists. The existing record can reside in your current company records. If you receive the duplicate error
message, cancel creating the record, find the existing record, and update it.

For the following record types, Oracle CRM On Demand does not check for duplicate records when you create
a new record through the user interface:

Activity

Account Revenue
Assessment
Contact

Contact Revenue
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Custom Object 01, 02, 03, 04 and higher

Deal Registration Product Revenue

Household
Lead
Note

Opportunity Product Revenue

Special Pricing Product

Working with Records

NOTE: Before adding a new record, search the records list to make sure that the record does not already

exist.

The following table lists the fields that are used to determine if a record is a duplicate when the record is
created through the user interface.

NOTE: For information on what constitutes record duplication when records are imported, see About Record
Duplicates and External IDs (on page 1302).

Account

Account Competitor

Account Partner
Appointment Contact

Appointment User
Attachments
Business Plan
Campaign
Campaign Recipient
Objective
Opportunity
Opportunity Competitor
Opportunity Partner
Plan Account

Plan Contact

Plan Opportunity
Product

Product Category

Account Name and Location

Competitor Name

Partner Name
Contact Name

User Name

File Name

Plan Name, Type, Status, and Period
Source Code

Contact

Objective Name, Type, Status, and Period
Opportunity Name and Account
Competitor Name

Partner Name

Account and Business Plan

Contact and Business Plan Name
Business Plan and Opportunity
Product Name

Category Name
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Service Request

Solution
Task Contact
Task User
Team

User

Service Number

NOTE: The Service Number is automatically generated by Oracle
CRM On Demand. No other field is considered for duplicate checking.

Title

Contact Name
User Name
User Name

User ID and Company Sign In ID

Partner Relationship Management

Accreditation
Accreditation Request

Application

Certification
Certification Request
Course

Course Enrollment
Deal Registration
Exam

Exam Registration

Fund

Fund Request

MDF Request
Partner

Partner Program
Price List

Price List Line Item

Special Pricing Request

Accreditation Name
Accreditation Name, Partner Name, and Request Date

Application ID

NOTE: The Application ID is automatically generated by Oracle CRM
On Demand. No other field is considered for duplicate checking.

Certification Name

Certification Name, Contact Name, and Request Date
Course Name

Course Name, Candidate Name, and Enrollment Date
Name and Principal Partner

Exam Name

Exam Name, Candidate Name, Owner, and Exam Date
Fund ID

NOTE: Oracle CRM On Demand automatically sets the Fund ID field
to the Row ID of the record. No other field is considered for duplicate
checking.

Request Name and Request Date
Request Name and Request Date
Partner Name and Location
Partner Program Name

Price List Name and Type

Price List, Product, and Type

Request Name and Request Date
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Life Sciences
Allocation

Contact Best Time
Contact State License

Inventory Audit Report

Inventory Period
MedEd Event

Message Response

Messaging Plan

Messaging Plan Item

Messaging Plan Item
Relations

Product Detailed
Promotional Item Dropped
Sample Disclaimer
Sample Dropped

Sample Inventory

Sample Lot

Sample Transaction
Signature

Transaction Item
Wealth Management
Financial Account

Financial Account Holder

Financial Account Holding

Working with Records

Allocation Type, Stop Sampling, Sample, and Owner
Day, Start Time, End Time, Address, and Contact Full Name
License Number and Contact Full Name

Type, Status, Reason, Completed Date, Inventory Period, and Owner
User Sign In ID

Start Date, Active, Reconciled, and Owner
End Date and Name

Response, End Time, Start Time, Sequence Number, Followup, and
Solution ID

Name, Disclosure Mandatory, Lock Sequence, Enable Followup,
Status, Type, Product Name, and Owner

Disclosure Message, Sequence Number, Type, Parent Messaging Plan,
and Solution Name

Type, Parent MP Item, and Solution Name

Indication and Product

Quantity and Product

Disclaimer Text and Status

Quantity and Product

Opening Balance, Inventory Period, and Sample
Lot #, Expiration Date, Orderable, and Sample

NOTE: The Orderable field is on the product associated with the
Sample.

Name, Date, and Type
Signature Control and Activity

Quantity, Line Number, Transaction #, and Sample

Financial Account

Business Account, Financial Account Holder Name, Financial Account,
and Role

Financial Account, Financial Product, and Financial Account Holdings
Name
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Financial Plan

Financial Product

Financial Transaction

Portfolio
Insurance
Broker Profile
Claim
Coverage
Damage
Insurance Property
Involved Party
Policy

Policy Holder
Automotive

Dealer

Financial Information

Make

Sales History

Sales Hours

Service History

Service Hours
Territory
Vehicle

Vehicle Contact

Financial Account, Financial Plan Name, and Type
Financial Product Name
Financial Account, Financial Product, and Transaction ID

Account Number and Product

Partner, Broker Profile Year, and Broker Profile Name.
Claim Number and Policy

Coverage Name, Coverage, and Policy

Claim Number, Insurance Property, and Damage Name
Type, Policy, and Sequence Number

Claim Number, Contact, and Role

Policy Number

Policy, Role

Name
Finance Detail #

NOTE: The Finance Detail # is automatically generated by Oracle
CRM On Demand. No other field is considered for duplicate checking.

Make
Sales Number

NOTE: The Sales History # is automatically generated by Oracle CRM
On Demand. No other field is considered for duplicate checking.

Day and Open Time
SH #

NOTE: The Service History # is automatically generated by Oracle
CRM On Demand. No other field is considered for duplicate checking.

Day and Open Time
Name
VIN

User Name
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Viewing Oracle CRM On Demand Service Information

Printing Information That Appears on Pages

From all pages except the Edit pages, you can print the information that shows on that page. All extraneous
interface elements and links are excluded when you print a page.

To print the information appearing on your page

Click the Printer Friendly link.
In the window, click the Print link.
In the Print window, adjust the preferences for your printer to ensure that it prints the page in landscape

mode.

Using Landscape mode optimizes the appearance of the data on the printed page.

Follow the onscreen instructions to print the report.

Viewing Oracle CRM On Demand Service
Information

The Service Information page provides information about planned and recent maintenance sessions for your
Oracle CRM On Demand production environment and staging environment. The production environment is the
environment where your company performs its work in Oracle CRM On Demand. The staging environment is
typically a copy of the production environment that can be used for testing purposes, for example, to test
configuration changes before applying them to the production environment, or to test patches before they are
applied to the production environment.

The Service Information page also provides information about the availability of your Oracle CRM On Demand
production environment over the last number of months.

The following procedure describes how to view Oracle CRM On Demand service information.

To view Oracle CRM On Demand service information
Scroll to the bottom of any page in Oracle CRM On Demand, and click Service Information to open the
Service Information page.

In the Service Information page, the Version Information section shows details of the version level, patches,
and so on, which apply to the Oracle CRM On Demand environment where you are currently signed in. This
information is used by Oracle for troubleshooting purposes. You might be asked to provide this information if
you contact Oracle for assistance.

The following table describes the information shown in the Production Availability Information section of the
page.
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Month The calendar month for which the availability information is provided.

Availability (%) The percentage of time during the specified month that the Oracle CRM On
Demand production environment was available.

NOTE: Availability information is provided approximately mid-month for the
previous calendar month. On rare occasions, the availability information can be
changed after it is first provided.

In the Service Information page, the maintenance schedule information for the production environment and
the staging environment are shown in two separate sections.

The following table describes some of the information shown in the maintenance schedule sections of the
page.

Maintenance Date The date for the maintenance session. Dates in the future indicate planned
maintenance sessions, and they are subject to change.

Estimated Start The estimated time that the session will start. The time shown is the time in your
Time local time zone.

Estimated An estimate of the length of time the session will take, shown in hours.
Duration (hrs)

Maintenance Type The type of maintenance that was or will be performed, for example, standard
maintenance or a patch installation.

NOTE: If the date for the maintenance session is in the future, the maintenance
type information is subject to change.

Last Updated The date that the information for the maintenance session was last updated.

NOTE: From the Service Information page, a Diagnostics link provides access to diagnostics information. For
security reasons, the information is encrypted. If you contact Oracle for assistance, you might be asked to
click the Diagnostics link and to send the encrypted information to Oracle CRM On Demand Customer Care.

Retrieving Your User Sign-In ID or Resetting
Your Password

If you forget your user sign-in ID, you can submit a request from the Oracle CRM On Demand sign-in page to
have the information sent to you in email. If you forget your password, you can submit a request to reset your
password, also from the Oracle CRM On Demand sign-in page, provided that your user role has the Reset
Personal Password privilege.

If you forget both your user sign-in ID and password, you can retrieve your user sign-in ID and then use that
information, together with the security questions that you set up in Oracle CRM On Demand, to reset your
password.

When retrieving your user sign-in ID or resetting your password, note the following points:
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To retrieve your user sign-in ID, you must know the primary email address that is stored on your user
record in Oracle CRM On Demand. If you have problems retrieving your user sign-in ID, contact your
company administrator to verify the primary email address.

To reset your password, you must know your user sign-in ID. Therefore, if you forget both your password
and your user sign-in ID, retrieve your user sign-in ID first, and then use that information to reset your
password.

To reset your password, you must know the answers to the security questions that you set up in Oracle
CRM On Demand.

Each time your user sign-in ID is sent to you, an entry is created in the audit trail on your user record.

Each time you reset your password, an entry is created in the audit trail on your user record.

To retrieve your user sign-in ID

On the Oracle CRM On Demand sign-in page, click the Can't Access Your Account? link.
On the Select an Option page, click the I Forgot My User Sign In ID link.

Enter the primary email address that is stored on your user record in Oracle CRM On Demand, and then
click Go.

Depending on the email address you enter, the following happens:

If the email address you enter is syntactically correct, a confirmation message appears, otherwise, an
error message appears.

If the email address you enter is the correct primary address on your user record, an email containing
your user sign-in ID is sent to the email address.

If the email address you enter is syntactically correct, but is not the correct primary address on your
user account, no email is sent to you. In that case, contact your company administrator to verify the
correct primary email address.

NOTE: If you have more than one account in Oracle CRM On Demand, the active user sign-in ID for
each account is included in the email, unless the account is configured for Single Sign-On only. If you
do not know whether your account is configured for Single Sign-On only, contact your company
administrator to find out.

When you receive the email containing your user sign-in ID, if you know your password, you can
return to the sign-in page and sign in to Oracle CRM On Demand as usual.

NOTE: You can submit up to three requests to have your user sign-in ID sent to you in any 24 hour period.

If you forget your password, you can reset it as described in the following procedure.

To reset your password

On the Oracle CRM On Demand sign-in page, click the Can't Access Your Account? link.
On the Select an Option page, click the I Forgot My Password link.

On the Forgot Your Password page, enter your user sign-in ID, and then click Go.
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If you enter the correct user sign-in ID, a confirmation message appears and you receive an email
containing a temporary link to Oracle CRM On Demand.

To access Oracle CRM On Demand, click the temporary link in the email.

NOTE: Your company administrator determines how long the temporary link remains valid, as well as
the number of times you can attempt to sign in using the temporary link.

On the Reset Password page, enter the answers to your security questions and click Submit.

On the Password Update page, in the New Password field, enter a new password, then enter the same new
password again in the Verify New Password field.

Click Save to save your new password.

NOTE: Your company administrator determines how many times you can reset your password in a given
period of time.

About Oracle CRM On Demand Session Duration

Your company administrator can specify the maximum duration for an Oracle CRM On Demand active session
for your company. If your company administrator sets the maximum duration setting to 0 (zero), there is no
limit to the duration of an active session.

If your interactive user session reaches the specified maximum duration, then the next time that you perform
an action in Oracle CRM On Demand, such as clicking a link, tab, or button, you are returned to the sign-in
page, and you must sign in again to return to the page that you were trying to access. When using Web
services, if the active session times out, the Web services client must reauthenticate to continue using Web
services.

About Concurrent Sessions in Oracle CRM On
Demand

Your company administrator can specify whether concurrent sessions are allowed. Concurrent sessions occur
when the same user credentials are used to sign in to Oracle CRM On Demand more than once, from different
browsers, at the same time. Only interactive user sessions are counted. Connections to Oracle CRM On
Demand through Web services or desktop clients are not considered when concurrent sessions are counted.

Your company administrator specifies whether concurrent sessions are allowed. The following table shows the
behavior that users see when an attempt is made to sign in to Oracle CRM On Demand with user credentials
that are already in use for at least one existing session, depending on the option your company administrator
chooses.

Allow with Notification The new session is allowed. When the user signs in to the new session,
the following happens:

In the new session, a message appears on the Oracle CRM On
Demand page to indicate that at least one other concurrent session
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exists. The message contains a link that the user can click to view
the sign-in history for the user.

In each existing concurrent session, the next time the user performs
an action in Oracle CRM On Demand, such as clicking a link, tab, or
button, a message appears on the Oracle CRM On Demand page to
indicate that a concurrent session has started. The message
contains a link that the user can click to view the sign-in history for
the user.

Allow without Notification The new session is allowed. No notification is given in the new session or
in any existing session to indicate that a concurrent session is in

progress.
Prevent and Terminate The new session is allowed, but the existing session is terminated. When
Existing the user signs in to the new session, the following happens:

In the new session, a message appears on the Oracle CRM On
Demand page to indicate that another session with the same
credentials will be terminated. The message contains a link that the
user can click to view the sign-in history for the user.

In the original session, the next time that the user performs an
action in Oracle CRM On Demand, such as clicking a link, tab, or
button, the user is returned to the sign-in page, where a message
indicates that the session was terminated because another user
signed in with the same credentials.

System Requirements for Oracle CRM On Demand

You can find details of the system requirements for Oracle CRM On Demand on the Oracle CRM On Demand
Web site http://crmondemand.oracle.com/en/products/system-requirements/index.html.

Release Notes for Oracle CRM On Demand

A set of release notes is provided with each release of Oracle CRM On Demand. The release notes outline
minor changes to Oracle CRM On Demand, which change the existing behavior or the user interface. The
release notes are provided on the Training and Support Center Web site, which you can access by clicking the
Training and Support link at the top of each page within Oracle CRM On Demand.
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Contacting Oracle

Oracle offers a variety of services and welcomes your suggestions about this application. Use the following
resources to:

B Suggest improvements to the product, our services, or our processes at
https://ebusiness.siebel.com/OnDemandCustomerCare/

B Request sales collateral or information about our new products and promotions at
http://www.crmondemand.com/

B Suggest improvements to online help by sending email to siebeldoc_ww@oracle.com

Exiting Oracle CRM On Demand

CAUTION: Before exiting Oracle CRM On Demand, explicitly save all information, and close all the open
windows, such as forms for creating new records. If you are using Oracle Contact On Demand, the call center
application, change your work status to Unavailable before signing out.

To exit Oracle CRM On Demand
B In the top-right corner of your Oracle CRM On Demand page, click Sign Out.

If you close the browser window to exit Oracle CRM On Demand, your session remains open until it times out.
The timeout interval is usually configured for 10-15 minutes.

NOTE: To sign in as a different user, click the Sign Out link in the top right corner. If you don’t explicitly sign
out, the browser instance is not closed, and all views and data assume the first user is still signed in.

116 Oracle CRM On Demand Online Help Release 19



2 Calendar and Activities

Use the Calendar pages to review, create, and update your activities and to review and update your planned
calls.

An activity consists of tasks you need to accomplish before a certain date and appointments you want to
schedule for a specific time. Tasks and appointments can be meetings, calls, demonstrations, or events. The
difference between tasks and appointments is that tasks appear in a task list and have a due date and status,
whereas appointments are scheduled on your calendar with a specific date and time.

A planned call is a Life Sciences specific call that you create with a status of Planned in order to tentatively
have a place holder for a sales call to a physician, hospital, or clinic. To distinguish between the planned calls
and other appointments, activities, or scheduled calls on your calendar, the following color coding is used:

Appointments, activities, and scheduled calls appear on your calendar in blue font.
Planned calls; that is, calls with a status of Planned, appear on your calendar in red font.

Planned calls are not visible by default on your calendar. To see planned calls on your calendar, your user role
must include the Life Sciences privilege Calls: Calendar Planned Calls.

Working with the Calendar Pages

The Calendar pages provide the main area for managing activities. The default page is the Daily Calendar
page, which contains a Daily Calendar section, a Calendar View section, an Open Tasks section, and a Planned
Calls section.

To see the Planned Calls section on the Calendar page, your user role must include the Calls: Calendar
Planned Calls privilege. The Planned Calls section lists up to two weeks of planned calls for the sales
representative in chronological order and displays the following information for each planned call: call date
and start time, time of day, subject, contact to be visited, and other contact address information. The color
coding used in the Planned Calls section on the Calendar pages is as follows:

Overdue planned calls with a start time that is in the past appear in red font.
Upcoming planned calls with a start time that is in the future appear in blue font.

For more information about creating a planned call, see Tracking Visits (Sales Calls) to Customers (on page
126), Dropping Samples During a Sales Call (on page 469), and Mass Call Planning (on page 133).

NOTE: If your role includes the Share Calendar privilege, your Calendar pages might provide additional
functionality than that listed on the default page. For more information on additional functionality, see
Calendar Settings Page (on page 140).
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The following table describes what you can do from the Daily or Weekly Calendar.

NOTE: Communication activities generated from Oracle Contact On Demand belong to a specific activity
subtype. Therefore, they do not appear on the Calendar pages or Activity lists.

Create a task Click New in the Open Tasks title bar. On the Task Edit page, enter the task
information and save the record.

Delete a task Click the link for the task that you want to delete. On the Task Detail page,
click Delete.

Create an appointment Click New Appointment in the Calendar title bar. On the Appointment Edit
page, enter the appointment information and save the record.

Delete an appointment Click the link for the appointment that you want to delete. On the
Appointment Detail page, click Delete.

Go to a specific day Click the day link in the Calendar View section.

Go to a specific month Click the arrows in the Calendar View section.

Mark a task as In the Open Tasks section, click the Show Full List link. On the Activities List
completed page, click the Subject link for the task you want to mark as completed. On
the Task Detail page, click Mark as Completed.

Page through the Click the arrows in the Daily Calendar section.
Calendar day by day

Update an activity Click the link for the activity (appointment, task, or planned call) that you
want to update. On the Appointment Detail, Task Detail, or Call Detail page,
edit the fields inline or click Edit to open the Appointment, Task, or Call Edit
page. For more information on updating records, see Updating Record
Details (on page 60).

View a list of In the Open Tasks section, click the Show Full List link. On the Activities List
appointments, tasks page, click the drop-down list and change the selection.

(open, closed, or all),

activities, or planned

calls

View the day’s Click the 1 icon in the Calendar.
appointments

View the details of an  Click the link for the activity (appointment, task, or planned call) that you
activity want to view.

View the entire Click the 31 icon in the Calendar.
month’s appointments
View the entire week’s Click the 7 icon in the Calendar.

appointments
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Managing Calendars and Activities

For step-by-step procedures for managing calendars and activities, see the following:
Viewing Activities (on page 120)

Creating Activities (on page 120)

Updating Activities (on page 121)

Limiting Activity Records Displayed (on page 124)

Marking Tasks as Completed (on page 125)

Assigning Activities to Another Employee (on page 125)

Tracking Visits (Sales Calls) to Customers (on page 126)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

Adjusting Message Responses (on page 136)
Scheduling Appointments with Others (on page 138)
Mass Call Planning (on page 133)

Using Activity Assessment Scripts (on page 143)

M Reviewing Recommended Messaging Plans for Activities (on page 498)

If your user role includes the Share Calendar privilege, you can also perform the following procedures:
B Viewing Others’ Calendars (on page 139)

B Sharing Your Calendar (on page 141)

B Setting Your Default Calendar View (on page 141)

B Adding Custom Calendar Views (on page 142)

If your user role includes the Share Calendar privilege and your company uses the default group assignment
option, you can also perform this procedure, Viewing Group Task Lists (on page 142).

For step-by-step procedures that are common to many record types, see:
B Creating Records (on page 38)

B Updating Record Details (on page 60)

B Linking Records to Your Selected Record (on page 61)

B Working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.
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Viewing Activities

Oracle CRM On Demand keeps your activities in the forefront by showing them on several pages:
My Homepage
My Homepage contains separate lists for your appointments and tasks, sorted by date.
Calendar

The Calendar pages show your appointments as they would appear in an appointment book, opened to
today’s schedule. You can review other days by using the monthly calendars on the right or by clicking
the 1, 7, and 31 icons above the appointments to see the desired calendar view.

The Daily and Weekly Calendar pages also show a list of up to ten of your tasks for the next 30 days
(Due Date <= Today +30), sorted by due date by default.

Detail page for record types, such as Accounts, Contacts, and so on.

The Detail pages contain sections showing open activities and completed activities linked to a specific
record.

NOTE: You can also synchronize your activity records with Oracle Offline On Demand (the Offline client) as
well as with Microsoft Outlook or Lotus Notes using Oracle PIM Sync On Demand. For more information, see
Working with Other Applications (on page 627).

About Managing Tasks

One way of managing tasks is to prioritize them by importance or urgency. You prioritize a task by assigning it
a level, such as 1-High, 2-Medium, or 3-Low. The task priority is indicated by arrows: an up arrow for high
priority, no arrow for medium priority, a down arrow for low priority. You change the priority level of a task on
the Task Edit page. The default priority for a task is 3-Low.

TIP: Tasks appearing in red are past their due date.

NOTE: If your company administrator has changed the default values for the Priority field, arrows might not
be displayed in the Priority field in the task lists.

For information about the Group Task List tab, available for companies that use the Group feature, see
Viewing Group Task Lists (on page 142).

Creating Activities

You always create an activity (task or appointment) by entering information in a form. You can access this
form from different areas within the application, depending on what you are working on and what you need to
do.

This section describes one method for creating an activity, which allows you to add the record while continuing
with your work in the main area of the application. For a description of all the methods, see Creating Records
(on page 38).
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To create an activity using the Create section of the Action bar

In the Create section of the Action bar, click Appointment or Task.

In the form, enter the activity information.

For information about the fields in activity records, see Activity Fields (on page 143).

Save the record.

Related Topics
See the following topics for related information:

Activity Fields (on page 143)

Working with the Calendar Pages (on page 117)

Using the Offline Client (on page 628)

Synchronizing with PIMs (on page 637)

Adding Emails from Microsoft Outlook and Lotus Notes (on page 654)

Updating Activities

You can update the information in the activity record, including changing the record status to completed, if
you have edit access to the record.

To update activity information
Select the task or appointment.
For instructions on selecting activities, see Finding Records (on page 41).

On the Appointment or Task Detail page, edit the fields inline or click Edit to open the Appointment or
Task Edit page. For more information on updating records, see Updating Record Details (on page 60).

Working with Activity Lists
The list of records that you see in the Activity List page depends on how you access the page, as follows:

If you access the Activity List page directly from the Calendar pages, the list shows all open activities
assigned to you.

If you access the Activity List page from a record Detail page, the list shows either the open activities or
closed activities linked to the record.

Activities shown in the Open Activities list accessed from a record Detail page include the following:
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All linked appointments to which you have visibility and on which the completed date and time are
later than the current date and time.

All linked tasks to which you have visibility and on which the completed date is blank.

By default, the records in the Open Activities list are sorted by the Completed Date field. Records
where the Completed Date field is blank appear at the bottom of the Open Activities list. Therefore,
open tasks appear at the bottom of the Open Activities list, after all open appointments. The
Completed Date field is not displayed in the Open Activities list that you access from record detail
pages by default, but your company administrator can add the field to the list.

Activities shown in the Closed Activities list accessed from a record Detail page include the following:

All linked appointments to which you have visibility and on which the completed date and time on the
appointment are earlier than the current date and time

All linked tasks to which you have visibility and on which the completed date and time are earlier than
the current date and time

NOTE: Visibility in the Activity List page is limited to those records where your name appears in the Owner
field, the Delegated By field, or in the list of users.

From the Activity List page, you can create new activities or review multiple activities at a glance. You can edit
fields inline on the Activity List page. You can also select an activity to review, update, or delete. For more
information on updating records, see Updating Record Details (on page 60).

If you access the Activity List page from the Calendar pages, you can use the drop-down menu to switch to
another activities list. The drop-down menu contains both standard lists distributed with the application and
custom lists for your company.

NOTE: If your company administrator added you to a group, a Group Tasks tab appears on your calendar
pages.

The following table describes what you can do from the Activity List page.

NOTE: If you access the Activity List page through a record Detail page, some of these features may not be
available.

Add activities to books On the Activity List title bar, click Menu, and select Batch Assign book.

or remove activities Complete the steps described in Assigning Records to Books (on page
from books 1200).

Create a new list of On the Activity List title bar, click Menu, and select Create New List.
activities Complete the steps described in Creating and Refining Lists (on page 73).
Create a task On the Activity List title bar, click New Task. On the Task Edit page, enter

the required information and save the record.

Create an appointment On the Activity List title bar, click New Appointment. On the Appointment
Edit page, enter the required information and save the record.

Delete all records from On the Activity List title bar, click Menu, and select Batch Delete. Complete
the list the steps described in Deleting and Restoring Records (on page 100).

Export the list On the Activity List title bar, click Menu, and select Export List. Complete
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the steps described in Exporting Records in Lists (on page 81).

Find an activity (task Click the Subject column header to sort the data. Then click a letter in the

or appointment) alphabet bar. For activities beginning with numbers, click 0-9.

Manage all the On the Activity List title bar, click Menu, and select Manage Lists. Complete

activities lists the steps for your required task described in Manage Lists Page (on page
79).

Refine the search On the Activity List title bar, click Menu, and select Refine List. Complete the

criteria for the list steps described in Creating and Refining Lists (on page 73).

Show more/fewer In the Number of records displayed drop-down list at the bottom of the

records page, select a number of records to see at one time.

Update a group of On the Activity List title bar, click Menu, and select Mass Update. Complete

activity records at once the steps described in Updating Groups of Records (on page 85).

Update an activity Edit fields inline on the Activity List page or select the activity to open the
Details page. For more information on updating records, see Updating
Record Details (on page 60).

View a subset of On the Activity List title bar, click the drop-down list and change the
activities (tasks or selection (Completed Tasks, Open Tasks, My Tasks, or My Appointments).
appointments)

View all activities On the Activity List title bar, click the drop-down list and select All Activities.
(tasks and
appointments)

Standard Activity Lists

The following table describes the standard lists.

Completed Tasks Tasks that have a completed date in the past

Delegated Tasks - Completed Tasks that you created and assigned to other users and that have
a completed date in the past

Delegated Tasks - Open Tasks that you created and assigned to other users and that have
a blank completed date or a completed date in the future

Delegated Tasks - Overdue Tasks that you created and assigned to other users and that are
overdue

My Activities All of your activities, including tasks and appointments

My Appointments All of your appointments
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My Daily Calls Referral calls, review calls, or birthday calls to make today

My Open Tasks Your tasks on which the Completed check box is not selected and
that are due to be completed in the next 90 days

My Tasks All of your tasks
My Weekly Calls Referral calls, review calls, or birthday calls to make this week
Open Activities Combined list of:

Tasks assigned to you that have a blank completed date or a
completed date in the future

Future appointments that are assigned to you

Open Tasks Tasks on which the Completed check box is not selected and that
are due to be completed in the next 90 days

Planned Calls Your planned calls

NOTE: This list is specific to Oracle CRM On Demand Life Sciences
Edition.

Limiting Activity Records Displayed

You can limit the activities you see by selecting a filtered list. A list shows a subset of the activities that meet
the criteria saved within the list.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Before you begin. When you create a list, you need to enter the fields and values for the criteria you set up.
You might want to go to the Task Edit or Appointment Edit page and write down the exact field names and
values as they are used in your application. Otherwise, your filtered list might not pick up the correct records.
Alternatively, you can print the record Detail page to capture the exact field names; however, the printout
does not capture all of the available field values for drop-down lists.

To open a filtered list for activities

Click the Calendar tab.
On the Calendar Page, in the Open Tasks section, click Show Full List.

On the Activities List page, change the selection in the drop-down list.
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To create a filtered list for activities

Click the Calendar tab.

On the Calendar Page, in the Open Tasks section, click Show Full List.
On the Activity Lists page, click Menu and select Manage Lists.

On the Manage Lists page, click the New List button.

Complete the steps described in Creating and Refining Lists (on page 73).

Marking Tasks as Completed

You can mark tasks as Completed. A completed task remains in certain lists, such as All Activities or My
Activities. However, completed tasks do not remain on My Homepage.

If completed tasks are linked to records, they move from the Open Activities list to the Completed Activities
list on the Detail page for that record.

To mark a task as Completed

Select the task.

For instructions on selecting tasks, see Finding Records (on page 41).

On the Task Detail page, click the Mark as Completed button.

Assigning Activities to Another Employee

You can assign an activity to another employee if you have edit access to the record. Generally, you can edit a
record if you own it or the owner reports to you. However, access levels can be adjusted to restrict a user’s
access.

After you assign an activity to another employee, the activity automatically appears in the new user’s My
Activities or My Tasks list. Upon assignment, your name appears in the Delegated By field for the activity and
the record remains visible to you. The assigned activity also maintains all prior associations for the activity.
You can track tasks that you have assigned to others by using the Delegated task lists in the drop-down on
your Activity Lists page.

To assign an activity to another employee

Select the activity.

For instructions on selecting activities, see Finding Records (on page 41).
On the Appointment Detail page, position your cursor in the Owner field and click the Lookup icon.
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In the Lookup window, click the Select link beside the name of the new owner.

The name of the new owner appears in the Owner field on the Appointment Detail page.

Tracking Visits (Sales Calls) to Customers
NOTE: This feature is available in Oracle CRM On Demand Life Sciences Edition only.
You can do the following in the Call Detail page:

Track visits (sales calls) to customers, recording information such as the products you discussed, the
samples, promotional or educational items you left, solutions you discussed, and related contacts.

Save the information as a template, called a Smart Call. The Smart Call template is helpful when you are
visiting multiple customers for the same purpose, such as enrolling clinical investigators. You can keep the
template private or make it available for others to use (public).

When you apply the Smart Call template to a new call, most information from the smart call
automatically populates the new record, including the products detailed, promotional items dropped,
and samples dropped information related to the call. However, other fields, such as Lot Numbers for
the samples dropped, are not saved as part of the template.

After you apply the Smart Call template to a call, you can then update the remaining fields to track
the details of this visit.

If your company administrator included the Last Call Date field on your Account or Contact Edit page,
that field is automatically updated on the linked account and all linked contacts. The update occurs
when you change the call record’s status to Completed and save the record. The field reflects the start
time and date of the call.

For more information on Smart Calls, see Managing Smart Calls (on page 1483).
Submit the call information for use in the reconciliation process for inventory periods.

Oracle CRM On Demand Life Sciences Edition does the following once call detail information is
submitted:

Sets the Call Activity status to Submitted.

Locks any Call Detail records with a status set to Submitted to prevent any changes or deletions of
those records. For information about record locking for call activity records, see Configuration Guide
for Oracle CRM On Demand Life Sciences Edition.

Creates a disbursement transaction that is used in the reconciliation process for the Inventory Period.
For more information, see Reconciling an Inventory Period (on page 449), Process of Reconciling the
Inventory (on page 453), Viewing Disbursement Transactions (on page 467).

To track a visit (sales call) to a customer

Go to the Accounts or Contacts Homepage.

Select the account or contact for your visit.

For instructions on selecting records, see Finding Records (on page 41).
126 Oracle CRM On Demand Online Help Release 19



Managing Calendars and Activities

NOTE: You can plan a visit (sales call) for up to twenty five customers at one time by using the mass
call planning feature in Oracle CRM On Demand. For more information about creating a planned call
for multiple customers, see Mass Call Planning (on page 133).

On the Account Detail or Contact Detail page, scroll down to the Calls section, and click New Call or Auto
Call to create a new call record.

NOTE: If the Calls section is not visible on your Details page, click the Edit Layout link in the
upper-right corner of the page, and add the Calls section to your page layout. If the section is not
available to add to your page layout, contact your company administrator.

Clicking New Call brings you to the Call Edit page where you must enter most information manually for
the new call record.

Make sure that you specify Call in the Type field. Otherwise, the following related items will
not be available to you: Samples Dropped, Promotional Items, Products Detailed.

Clicking Auto Call brings you to the Call Detail page where the following field data is filled
automatically in for the new call record:

The Status field has a value of Planned.
The End Date field has a value equal to the Start Date plus 30 minutes.
The Subject field has a value of Automated Call, and it shows the Account or Contact name.
The Type field has a value of Call.
WARNING: Oracle CRM On Demand Life Sciences customers must not attempt to disable or
customize Type=Call.
On the Call Edit or Call Detail page, do the following:
To populate the new call record with information from an existing smart call template, click the
Lookup icon next to the Smart Call field, and select the smart call.
Enter or update the information.
The following table provides additional information regarding some fields.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as
changing the names for record types, fields, and options in lists. So, the information you see might
differ from the standard information described in the online help. Custom fields that your company
administrator defined are saved in the Smart Call template.

Key Call Information
Subject Limited to 100 characters. The name of the Smart Call template.

Primary Contact Automatically populated and read-only.

If this call is linked to both an account and contact, the call record appears as
related information on both the Account and Contact Detail pages.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.
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Account

Address

Smart Call

Status

Activity Currency

Objective

Start Time

Duration

End Time

Type

Automatically populated and read-only.

If this call is linked to both an account and contact, the call record appears as
related information on both the Account and Contact Detail pages.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Displays the full address, which is taken from the individual address fields for the
account or contact record.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

If your user role includes the privilege, you can select a Smart Call template.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Status of visit (call), which can be one of the following: Assigned, Completed,
Deferred, In Call, In Chat, In Progress, Not Started, Planned, Signed, Submitted,
Waiting for Someone Else.

When the status is Planned, the call appears on the Calendar highlighted in red font,
and in the Planned Calls section on the Calendar pages. To see planned calls on the

Calendar and in the Planned Calls section on the Calendar page, your user role must
include the Calls: Calendar Planned Calls privilege.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

You can select a different currency to convert the price to another currency, if your
company administrator set that feature up.

Limit of 1,500 characters

Date and time the call starts. Defaults to today’s date and 12:00 p.m.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Calculated field (in minutes) based on start time and end time.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Defaults to start time plus 30 minutes.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Call, Correspondence, Demonstration, Email, Event, Fax, Meeting, Personal,
Presentation, Other, or To Do.

To perform samples management, you must choose Call.
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Call Type Displays Account Call, Professional Call, or General Call, depending on the type of
call. Read-only.

To perform samples management, the call type must be either Account Call or
Professional Call.

Ref # Text field that can be used to store the reference number of a related item such as
a signed document.

NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Additional Information

Cost NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Paper Sign NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Private NOTE: This field is not copied to the new record when you create a new call record
from a smart call template.

Description Limit of 16,350 characters.

Next Call Limit of 1,500 characters.

NOTE: This field is not copied over to the new record when you create a new call
record from a smart call template.

Save the record and, if required, add line items to the call record.
On the Call Edit page, click Save, then add line items to the call on the Call Detail page.

On the Call Detail page, add line items to the call, and then click either Save as a Private Smart Call or
Save as a Public Smart Call.

For more information about adding line items to a call record and about saving call information, see
the tasks that follow.

The following procedure describes how to link product detailed information to a call record.

To link product detailed information to a call record
On the Call Detail page, scroll down to either the Available Products for Detailing section or the Products
Detailed section.

NOTE: If the section that you want is not visible on the Call Detail page, click the Edit Layout link in
the upper-right corner of the page, and add the section to your page layout. If the section is not
available to add to your page layout, contact your company administrator.

In the Available Products for Detailing section, enter the required information in the Indication, Priority
(optional), and Issues (optional) fields.
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Only products of category type Products Detailed, which have been allocated to the sales
representative and are active on the current date, are visible in the available products list to
link to the call record.

In the Products Detailed section, click New and enter the required information on the Product Detailed

Edit page.

NOTE: Product Detailed fields are copied over to the new record when you create a new call record

from a smart call template.

Key Product Detailed Information

Product Category The product category, as defined by the product administrator at the

Product

Priority

Indication

Issues

Save the record.

company. (View only.) For example, it can be one of the following:
Samples Dropped
Promotional Item Dropped

Products Detailed

The name of the product (for example, a medical device), discussed or
demonstrated to the customer. Select the item using the Lookup selector.
(Required.)

NOTE: Only products of the category type Samples Dropped, Promotional
Item Dropped, or Products Detailed, which have been allocated to the sales
representative, are present in the sales representative's inventory (in the
case of samples and promotional items), and are active on the current call
date can be linked to a call record.

For information on setting up products, see Setting Up Company Products
(on page 1470) and Product Fields (on page 479).

Optional field for customer use.

The condition that the product addresses. Examples are: Allergy, Asthma,
Arrhythmia, Heart Failure, and so on. Use the drop-down list to select an
indication. (Required.)

Optional field for customer use. Examples include: Side Effects, Efficacy, Cost
versus Generics, Price, and so on. Use the drop-down list to select an issue.

Repeat these steps, as required, to add more Product Detailed line items to the call record.

The following procedure describes how to link samples dropped information to a call record.

To link samples dropped information to a call record

On the Call Detail page, scroll down to either the Available Samples for Drop section or the Samples
Dropped section.
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NOTE: If the section that you want is not visible on the Call Detail page, click the Edit Layout link in
the upper-right corner of the page, and add the section to your page layout. If the section is not
available to add to your page layout, contact your company administrator.

In the Available Samples for Drop section, enter the required information in the Quantity field.

Only products of category type Samples Dropped, which have been allocated to and are
present in the sales representative's inventory, are visible in the available samples list to link
to the call record.

In the Samples Dropped section, click New and enter the required information on the Samples
Dropped Edit page.

NOTE: Samples dropped fields are copied over to the new record when you create a new call record
from a smart call template except for Lot #.

Key Sample Dropped Information

Product Category The product category, as defined by the product administrator at the
company. (View only.) For example, it can be one of the following:

Samples Dropped
Promotional Item Dropped

Products Detailed

Product The name of the product sample dropped (for example, a new drug that
has come on the market), dropped off to the contact. Select the item
using the Lookup selector. (Required.)

NOTE: Only products of the category type Samples Dropped, Promotional
Item Dropped, or Products Detailed, which have been allocated to the
sales representative, are present in the sales representative's inventory
(in the case of samples and promotional items), and are active on the
current call date can be linked to a call record.

For information on setting up products, see Setting Up Company Products
(on page 1470) and Product Fields (on page 479).

Lot # The lot number for the sample product selected.

NOTE: This is relevant only if using lot humbers to track samples in the
inventory. When adding or updating a sample drop record, only sample
lots that have the Inventory by Lot check box selected can be entered in
this field. For more information, see Sample Lots (on page 486) and
Sample Lot Fields (on page 488).

Quantity The number of sample items dropped off to the contact. The quantity
must be a number from 1 to 9998.

Save the record.

Repeat these steps, as required, to add more Samples Dropped line items to the call record. For additional
information on samples dropped, see Dropping Samples During a Sales Call (on page 469).
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The following procedure describes how to link promotional items, educational items, or other marketing items
to a call record.

To link promotional items, educational items, or other marketing items to a call record

On the Call Detail page, scroll down to either the Available Promotional Items for Drop section or the
Promotional Items section.

NOTE: If the section that you want is not visible on the Call Detail page, click the Edit Layout link in
the upper-right corner of the page, and add the section to your page layout. If the section is not
available to add to your page layout, contact your company administrator.

In the Available Promotional Items for Drop section, enter the required information in the Quantity
field.

Only products of category type Promotional Item Dropped, which have been allocated to and
are present in the sales representative's inventory, are visible in the available promotional
items list to link to the call record.

In the Promotional Items section, click new and enter the required information on the Promotional
Item Dropped Edit page.

NOTE: Promotional Item fields are copied to the new record when you create a new call record from a
smart call template.

Key Promotional Items Dropped Information

Product The name of the promotional item (for example, a pen or golf ball) or
educational item (for example, a white paper or a manual), dropped off to
the contact. Select the item using the Lookup selector. (Required.)

NOTE: Only products of the category type Samples Dropped, Promotional
Item Dropped, or Products Detailed, which have been allocated to the
sales representative, are present in the sales representative's inventory
(in the case of samples and promotional items), and are active on the
current call date can be linked to a call record.

For information on setting up products, see Setting Up Company Products
(on page 1470) and Product Fields (on page 479).

Quantity The number of promotional or educational items dropped off to the
contact. The quantity must be a number from 1 to 9998.

Max Per The maximum quantity of promotional items allowed to drop during the
Allocation allocation period.

Product Category The product category, as defined by the product administrator at the
company. (View only.) For example, it can be one of the following:

Samples Dropped
Promotional Item Dropped

Products Detailed
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Call Date The date of the customer call. (View only.)

Max per Call The maximum quantity of promotional items allowed to drop for a call.
(View only.)

Calculated Sum  The total quantity of promotional items dropped (so far) during the

of Quantity allocation period. (View only.)

Allocation

Save the record.

Repeat these steps, as required, to add more Promotional Items line items to the call record.

The following procedure describes how to save call information as a template.

To save the call information as a template
On the Call Detail page, click the appropriate button:

Save as Private Smart Call. Restricts the template for your use only.
Save as Public Smart Call. Adds the template to the list for others to use.

NOTE: Each time you click the button, the record is saved as a separate smart call. The
application remains open on this page.

The following procedure describes how to submit call detail information for inventory tracking.

To submit the Call Detail information for inventory tracking

When all of the information has been entered and saved on the Call Detail page, click Submit (at the top
of the Call Detail page) to submit the information as a disbursement transaction used in the samples
management processing.

Mass Call Planning
You can create a planned call for one or more customers in the following ways:
From the Account Detail or Contact Detail page with a status of Planned.

For more information about creating a planned call for a customer from the Account Detail or Contact
Detail page, see Tracking Visits (Sales Calls) to Customers (on page 126).

From the Account List or Contact List page using the mass call planning feature.

For more information about creating a planned call for multiple customers from the Account List or
Contact List page using the mass call planning feature, see the following procedures.

When planning calls, note the following:

When the status of your call is set to Planned, the call appears on the Calendar highlighted in red font and
in the Planned Calls section on the Calendar page.
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The Planned Calls section on the Calendar page lists up to two weeks of planned calls in chronological
order for the sales representative and displays the following information for each planned call: call
date and start time, time of day, subject, contact to be visited, and other contact address information.

The color coding used in the Planned Calls section on the Calendar page is as follows:
Overdue planned calls with a start time that is in the past appear in red font.
Upcoming planned calls with a start time that is in the future appear in blue font.

NOTE: To see planned calls on the Calendar and the Planned Calls section on the Calendar page, your
user role must include the Calls: Calendar Planned Calls privilege.

When the status of your call is set to anything other than Planned, the call appears on the Calendar
highlighted in blue font.

You can create a planned call for up to 25 customers by using the mass call planning feature in Oracle CRM On
Demand. Use the following procedure to create a planned call for multiple contacts.

To create a planned call for multiple contacts at one time

Go to the Contacts Homepage.
Select the contact list that you want in the Contact Lists section of the page.
On the Contact List page, click Menu, and select Mass Call Planning.

On the Planned Calls page, enter the following information for each contact that you want to include in
your mass call plan:
Enter the day of the week that you plan to call.

The valid options are: Sunday, Monday, Tuesday, Wednesday, Thursday, Friday, and
Saturday.

Enter the best time to call.

The valid options are: Early Morning (7 to 9 am), Morning (9 to 11 am), Mid Day (11 am to 1
pm), Early Afternoon (1 to 3 pm), Afternoon (3 to 5 pm), Early Evening (5 to 7 pm), Late
Evening (7 to 9 pm), and Late Night (9 to 11 pm).

Click Finish.

On the Calendar page, all the planned calls are now visible on the Calendar in red font and in the
Planned Calls section of the page, provided your user role includes the Calls: Calendar Planned Calls
privilege. An information message displays above the Calendar indicating the nhumber of planned calls
that were created.

Click the appropriate link on the Calendar or the appropriate Subject link in the Planned Calls section of
the Calendar page to open the Call Detail page.

The following field data is filled in automatically for each new call record created through mass call
planning:

The Status field has a value of Planned.

The Start Date has a value that combines the Day of the Week and Best Time to Call.
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The End Date field has a value equal to the Start Date plus 30 minutes.

The Subject field has a value of Professional Call plus the Contact Name for calls created from the
Contact List, or Account Call plus the Account Name for calls created from the Account List.

The Type field has a value of Call.

Enter or update the information in the remaining fields on the Call Detail page as required.

For example, to populate the new call record with information from an existing smart call template,
click the Lookup icon next to the Smart Call field, and select the smart call.

For more information about the fields on the Call Detail page, see Tracking Visits (Sales Calls) to
Customers (on page 126).

If required, add line items to the call record, and then click either Save as a Private Smart Call or Save as
a Public Smart Call.

You can link product detailed information, samples dropped information, and promotional items to the
call record. For more information about adding line items to a call record, see Tracking Visits (Sales
Calls) to Customers (on page 126).

Use the following procedure to create a planned call for multiple accounts.

To create a planned call for multiple accounts at one time
Go to the Accounts Homepage.
Select the account list that you want in the Account Lists section of the page.
On the Account List page, click Menu, and select Mass Call Planning.
On the Planned Calls page, enter the following information for each account that you want to include in
your mass call plan:

Enter the day of the week that you plan to call.

The valid options are: Sunday, Monday, Tuesday, Wednesday, Thursday, Friday, and
Saturday.

Enter the best time to call.

The valid options are: Early Morning (7 to 9 am), Morning (9 to 11 am), Mid Day (11 amto 1
pm), Early Afternoon (1 to 3 pm), Afternoon (3 to 5 pm), Early Evening (5 to 7 pm), Late
Evening (7 to 9 pm), and Late Night (9 to 11 pm).

Click Finish.

On the Calendar page, all the planned calls are now visible on the Calendar in red font and in the
Planned Calls section of the page, provided your user role includes the Calls: Calendar Planned Calls
privilege. An information message displays above the Calendar indicating the number of planned calls
that were created.

Click the appropriate link on the Calendar or the appropriate Subject link in the Planned Calls section of
the Calendar page to open the Call Detail page.
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The following field data is filled in automatically for each new call record created through mass call
planning:

The Status field has a value of Planned.
The Start Date has a value that combines the Day of the Week and Best Time to Call.
The End Date field has a value equal to the Start Date plus 30 minutes.

The Subject field has a value of Professional Call plus Contact Name for calls created from the
Contact List, or Account Call plus Account Name for calls created from the Account List.

The Type field has a value of Call.

Enter or update the information in the remaining fields on the Call Detail page as required.

For example, to populate the new call record with information from an existing smart call template,
click the Lookup icon next to the Smart Call field, and select the smart call.

For more information about the fields on the Call Detail page, see Tracking Visits (Sales Calls) to
Customers (on page 126).

If required, add line items to the call record, and then click either Save as a Private Smart Call or Save as
a Public Smart Call.

You can link product detailed information, samples dropped information, and promotional items to the
call record. For more information about adding line items to a call record, see Tracking Visits (Sales
Calls) to Customers (on page 126).

Related Topics
See the following topics for related information:

Tracking Visits (Sales Calls) to Customers (on page 126)
Dropping Samples During a Sales Call (on page 469)

Adjusting Message Responses

A message response is feedback received from the audience during the presentation of a messaging plan
during a particular period. The feedback is based on mouse clicks or taps of a tablet pen made by the
presenter. Such feedback is collected continuously throughout a messaging plan delivery and is tracked by
time and the specific messaging plan item being presented. For more information on messaging plans, see
Messaging Plans (on page 495).

The message responses that are displayed are collected and populated from the PCD delivery software. The
responses that are relevant to past interactions must be displayed in Oracle CRM On Demand. The
modification privileges to these responses must be granted only to administrative persons who have authority
to retroactively adjust message-plan responses.

Your user role must include the Manage Personalized Content Delivery privilege to work with the Message
Response pages.

NOTE: This feature is available in Oracle CRM On Demand Life Sciences Edition only.
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To adjust a message response

From either a Call Detail page or Solution Detail page, scroll to the Message Responses related item
section, and click New.

NOTE: If you do not see the Message Responses section in your Call Detail page or Solution Detail
page, add this section as described in Changing Your Detail Page Layout (on page 619), or contact
your company administrator.

From the Message Response Edit page, view and adjust the following fields, if required.

Key Message Response Information

Messaging Plan The messaging plan being shown for a given message response.
Click the Selector icon to choose an existing messaging plan.

Sequence The sequence number of the messaging plan item corresponding
to a particular response. (Required field.)

Messaging Plan Item This field identifies the specific messaging plan item being
shown with the messaging plan.

Solution The underlying multimedia or graphic file content which is the
subject of the response. (Required field.)

Response The preconfigured values for responses are as follows: Continue
Discussion, Need Data, Accepted, Not Interested, or Rejected.
Select a value from the drop-down list. (Required field.)

Notes Additional descriptive information about the response.

Section A component of a presentation item (for example, a graph) that
might be activated during a presentation by the presenter. This
component is the subject of a given response value.

Start Time The beginning of the response period when the first message
response was received. To adjust, click the calendar icon to
select the start date and time. (Required field.)

End Time The end of the response period when the last message response
was received. To adjust, click the calendar icon to select the end
date and time. (Required field.)

Duration The period (in seconds) between the start time and end time.

Followup The presenter selects this check box during the presentation of
a messaging plan to indicate that a follow-up request has been
submitted for a particular segment of the messaging plan. (A
follow-up request can include sending literature, and so on.)
This field is required and is not selected by default.

Save the record if you have adjusted any of the fields.
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Scheduling Appointments with Others

When you want to schedule an appointment and notify others of the appointment, follow this sequence:
Create an appointment.

Invite contacts and users.
When scheduling appointments with others, the application distinguishes between:

Contacts. Customers, partners, and so on who are listed in your company information as contact
records.

Users. Oracle CRM On Demand users at your company.

Check the users’ availability

You can view availability of users, but not contacts, since you do not have access to calendars that
reside outside of the application.

NOTE: To perform this step, your user role must include the Share Calendar privilege.

Send notification of the appointment to all invitees.

To add invitees to the appointment

Create the appointment; fill in the appointment information, and save the record.

On the Appointment Detail page, scroll down to the Contacts section and click Add.

NOTE: You might have to add the Contact and User sections to your layout. For instructions, see
Changing Your Detail Page Layout (on page 619).

In the Lookup window, select an existing contact, or click New and create the contact record.

The selected contacts appear in alphabetical order.

Click OK.

NOTE: To change which contact appears as the Primary Contact, click the Edit link beside the
appointment on the Calendar page. On the Appointment Edit page, click the Lookup icon beside the
Primary Contact field, select the new primary contact, and click Save. The primary contact appears in
the Calendar summary. The new primary contact is also added to the Contacts section of the
Appointment Detail page, if it was not already there.

On the Appointment Detail page, scroll down to the Users section and click Add.

In the Lookup window, select the users you want to invite to the appointment.

The list that appears in the Lookup window contains all Oracle CRM On Demand users at your
company.

Click Save.
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To check the users’ availability

On the Appointment Detail page, click User Availability.
For the User Availability button to appear, your user role must include the Share Calendar privilege.

A combined calendar appears showing the list of users and their calendars. Rows for users who have
not shared their calendar with you appear as blank bars.

To view information about busy time shown on the calendar, hover over the appointment with your
mouse.

To view the availability on another day, you can:
Click the arrows in the calendar header to scroll to the next or previous day

Click the calendar icon in the calendar header

Update the appointment date and time, if necessary.

Save the record.

CAUTION: No warning message appears if you create an overlapping appointment.

To send an email notification to the invitees (contacts and users)

On the Appointment Detail page, click Send Email.

An email opens with this information:
To. Invitees (contacts and users)

If your list exceeds 70 invitees, the email is sent to the remaining invitees, but their email
addresses do not appear in the To line.

Subject. The word Appointment followed by the field values for subject, location, date, start time,
date, and end time.

= H ’
Viewing Others’ Calendars
Before you begin. To perform this procedure, your user role must include the Share Calendar privilege.

You can view:
Another user's calendar

You can view the individual calendars of users in your group (if you are a member of a group) or who
report to you, and the calendars of other users who explicitly share their calendar with you.

A group calendar (if you are a member of a group) that combines the calendars of all the members of your
group into a single calendar view

NOTE: The list shows the users in alphabetical order. If the list exceeds ten users, scroll through the
list to view the additional users' calendars.

For more information about groups, see Group Management (on page 1204).
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Custom views that combine other users' calendars

For example, you might be working on a special short-term project with a number of users in different
functions. Setting up a custom view that includes calendars for only those users allows you to see the
schedule for those users in a single view. When you set up a custom calendar view, you can add the
following users to the view:

Users who are members of your group (if you are a member of a group)
Users who explicitly share their calendar with you or one of your subordinates

For more information on setting up custom calendar views, see Adding Custom Calendar Views (on
page 142).

The calendars show the times in your local time zone, from 7 a.m. to 7 p.m. Also, only invitees and owners of
appointments can view the details for private appointments.

To view another user's calendar

On the Calendar page, click the User tab, if necessary.

In the title bar, click the Lookup icon and click the Last Name of the user in the Lookup window.
That user's calendar populates the User view.

NOTE: Only users who share their calendars with you, and users who are members of your group, are
available to select.

To quickly return to your own calendar
Click the My Calendar button in the title bar.

To view a combined calendar for all group members

On the Calendar page, click the Group tab.

On the combined calendar, you can:
Click the user's name to go to the user's personal calendar.

Click the date to go to the group view for that day.

Related Topics
See the following topic for related information about custom calendar views:

Adding Custom Calendar Views (on page 142)

Calendar Settings Page

Click a topic to see instructions for doing the following from the Calendar Settings page:
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Sharing Your Calendar (on page 141)
Setting Your Default Calendar View (on page 141)
Adding Custom Calendar Views (on page 142)

NOTE: The calendar functions only according to the Gregorian calendar. It cannot be configured for other
calendar systems.

Sharing Your Calendar
Before you begin. To perform this procedure, your user role must include the Share Calendar privilege.

To extend access to your calendar beyond your group members, you need to explicitly share the calendar to
the other user.

To share your calendar

On the Calendar pages, click Calendar Setup.

On the Calendar Settings page, click Share Calendar.

If you are a member of a group, the members of your group are listed in the Default Sharing section.
In the My Calendar Share List section, click Add Users.
On the Shared Calendar page, select the users with whom you want to share your calendar.

Save your changes.

Setting Your Default Calendar View
Before you begin. To perform this procedure, your user role must include the Share Calendar privilege.

You can set which default view you want to display whenever you click the Calendar tab.

To set your default calendar view

On the Calendar pages, click Calendar Setup.
On the Calendar Settings page, click Default Calendar View.
On the Default Calendar Settings page, select a calendar view.

Save your changes.
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Adding Custom Calendar Views
Before you begin. To perform this procedure, your user role must include the Share Calendar privilege.

If you are a member of a group (and your role has the Share Calendar privilege), you can automatically view
a merged calendar that combines the calendars of all the members in your group into a single calendar view.
However, you might want to set up different, combined calendar views to meet your specific needs. To set up
combined calendar views, add a custom view.

For example, you might be working on a special short-term project with a number of users across functions.
Setting up a custom view that includes calendars for only those users allows you to see the schedule for those
users in a single view. When setting up a custom calendar view, you can add the following users to the view:

Users who are members of your group (if you are a member of a group)
Users who explicitly share their calendar with you

NOTE: Custom views do not allow you to change the starting day for the week or the starting time for the
day.

To add a custom calendar view

On the Calendar pages, click the Calendar Setup link.

On the Calendar Settings page, click Manage Group Views.

On the Manage Views page, your group name appears in the Standard Views section.
Click Add.

On the Manage View page, enter a name and description of the view.

NOTE: You cannot select an entire group to share calendars with; instead, you need to add each
member of that group as a user to a custom view.

Save the record.

On the Manage Views page, click the Name of the new group.

The Manage View Detail page appears.
Click Add Members, and select the users.

Save the record.

On the Calendar Group tab, your new view appears in the drop-down list.

Viewing Group Task Lists

If your company uses the group assignment option, you can view the consolidated list of tasks owned by
members in your group. For more information about groups, see Group Management (on page 1204).
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To view the group tasks lists

On the Calendar page, click the Group Tasks tab.

From the drop-down list, select the list of tasks you want to view.

The lists of tasks include any tasks created by a member of your group (except tasks that users have
marked as private).

Using Activity Assessment Scripts

Your company administrator might have set up assessment scripts to help you to gather information about
and evaluate activities, such as tasks, appointments, and sales calls. An assessment script consists of a series
of questions that you use to collect customer data. Your responses are scored, assigned a weight, and
compared with a specified threshold to determine the appropriate outcome or course of action.

NOTE: Smart Calls do not have Activity Assessments enabled at this time.

Before you begin. To use assessment scripts, your user role must be set up to allow access to the
assessment records. For more information about the required settings, see About Assessment Scripts (on
page 1477).

To use an activity assessment script

Select the activity.

For more information about selecting activities, see Finding Records (on page 41). For more
information about activities, see Calendar and Activities (on page 117).

On the Detail page (Call, Appointment, or Task Detail page) for the activity, scroll down to the Activity
Assessment section, and click Add.

NOTE: If the Activity Assessment section is not shown, click the Edit Layout link.

In the Lookup window, search for the appropriate script, and click Select. You can use the filter fields at
the top of the Lookup window to filter the list of scripts.

On the Activity Assessments page, select the answer for each script question, and click Save.

The Detail page (Call, Appointment, or Task Detail page) for the activity appears again.

Depending on the outcome of the script, some of the fields on the record might have been updated
automatically.

Activity Fields

Use the Task Edit page to add a task or update details for an existing task. Use the Appointment Edit page to
add an appointment or update details for an existing appointment. Use the Call Edit page to update the details
of an existing planned call. The Edit pages show the complete set of fields for a task or appointment.
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TIP: You can also edit the activities on the Activities List page and on the Appointment, Task, and Call Detail
pages. For more information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information regarding some fields available on the Task and
Appointment Edit page. For more information about the fields available on the Call Edit page, see Tracking
Visits (Sales Calls) to Customers (on page 126).

Account Account linked to this activity.

Approval Status The approval status of the record when the task is created. This field does not
appear by default. Company administrators can add this field to the Activity
page layout. Company administrators can use this field to assist in tracking
record approvals for Partner Relationship Management. This field can be
populated as part of a workflow. For more information on the Create Task
workflow, see Creating Workflow Actions: Create Task (on page 1228). For more
information on configuring Partner Relationship Management, see Oracle CRM
On Demand for Partner Relationship Management Configuration Guide.

Call Result The result for the activity type Birthday Call, Referral Call, or Review Call, such
as No Reach, Appointment, Stay in Touch, or Dead File. When you enter a value
in this field it becomes read-only.

Campaign The campaign that is linked to this activity.

Completed Date The date and time when the activity was completed. For tasks, this field is
automatically populated when the Status field is set to Completed or the Mark
as Completed button is clicked.

For appointments, if the Completed Date is left blank, it is automatically set to
the same value as the End Time field when the appointment is created and
saved. If the Completed Date field is not configured as a read-only field, then
you can enter a date in this field that is different from the end date for the
appointment. However, if you later change the value in the End Time field, then
the value in the Completed Date field is also automatically changed to the new
value in the End Time field. Also, changing the date in the Completed Date field
does not result in the Completed check box for the appointment being selected,
or the Status field being set to Completed, even if the new date is in the past.

The Completed Date field can never be left blank on appointments because
Oracle CRM On Demand uses this field to determine which appointments to
include in the Open Activities lists that appear in several areas in Oracle CRM On
Demand. If you clear the value from the Completed Date field on an
appointment, then Oracle CRM On Demand automatically resets the field to the
same value as the End Time field.

Completed For tasks, this check box is automatically selected when the Status field on the
task is set to Completed. For appointments, this check box is not selected
automatically when the Status field on the appointment is set to Completed.
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Delegated By

Description

Due Date

End Time

Lead
Location
Opportunity
Owner

Priority

Private

Reject Reason

Service Request

Start Time

Activity Fields

Primary contact linked to this activity. For companies using the Group feature,
this contact is the Primary Contact on the Calendar views.

The user who created the task and then assigned it to another owner. This field
is automatically populated when it has been assigned to another owner.

Additional information about this activity. Limit of 16,350 characters.

Date this task is due (applies only to tasks).

The date and time the appointment concludes (applies only to appointments).
Defaults to today’s date and 1:00 p.m. Oracle CRM On Demand automatically
updates this field, using the start time and duration of the appointment.

If you leave the Completed Date field on an appointment blank, then the
Completed Date is automatically populated with the value from the End Time
field. If you change the value in the End Time field, then the value in the
Completed Date field is also automatically changed to the new value in the End
Time field.

Lead linked to this activity.

Place where the appointment takes place (applies only to appointments).
Opportunity linked to this activity.

Owner of this activity.

The priority level, such as 1-High, 2-Medium, or 3-Low. The priority level applies
only to tasks. The default value is 3-Low.

NOTE: If your company administrator has changed the default values for the
Priority field, arrows might not be displayed in the Priority field in the task lists.

Indication that the activity record can be seen only by you even if the activity is
linked to a record visible to others. When synchronizing with Microsoft Outlook,
you can set up a filter for excluding Private records from being uploaded to
Oracle CRM On Demand using this field. For more information, see
Synchronizing with PIMs (on page 637).

Indicates why an item was returned or rejected. This field does not appear by
default. Company administrators can add this field to Activity page layout.
Company administrators can use this field to assist in tracking record approvals
for Partner Relationship Management. This field can be populated as part of a
workflow. For more information on the Create Task workflow, see Creating
Workflow Actions: Create Task (on page 1228). For more information on
configuring Partner Relationship Management, see Oracle CRM On Demand for
Partner Relationship Management Configuration Guide.

Service request linked to this activity.

Date and time the appointment starts (applies only to appointments). Defaults
to today’s date and 12:00 p.m.
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Status

Subject

Sub Type

Type

Type

The status of the task or appointment, such as Completed, Deferred, In
Progress, Waiting For Someone Else, or Not Started.

Title or short description of this activity.

The object type of the approval. This field does not appear by default. Company
administrators can add this field to Activity page layout. Company
administrators can use this field to assist in tracking record approvals for
Partner Relationship Management. This field can be populated as part of a
workflow. For more information on the Create Task workflow, see Creating
Workflow Actions: Create Task (on page 1228). For more information on
configuring Partner Relationship Management, see Oracle CRM On Demand for
Partner Relationship Management Configuration Guide.

For tasks, this refers to a category, such as Approval, Birthday Call, Call,
Correspondence, Demonstration, Email, Event, Fax, Lunch, Meeting, Personal,
Presentation, Other, Referral Call, Review Call, or To Do.

On the Activities List page, this refers to the type of activity, either Task or
Appointment.
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Oracle CRM On Demand provides the following record types for marketing information:

Campaigns. Use these pages to manage marketing campaigns and to generate qualified leads and
opportunities.

Leads. Use these pages to track leads for new sales opportunities and to automate the lead conversion
process.

Managing Marketing

To manage marketing, perform the following processes.
Process of Handling Campaigns (on page 147).

Process of Handling Leads (on page 148).

Process of Handling Campaigns

To handle campaigns, perform the following tasks:
Create a campaign record, see Creating Records (on page 38) and Campaign Fields (on page 154).
Assign campaign recipients, see Targeting Contacts for Campaigns (on page 152).

If this is an email campaign, prepare the email content. For more information, see Oracle Email Marketing
On Demand Online Help.

Execute the campaign.
Track campaign responses, see Recording Responses to Campaigns (on page 152).

Measure campaign effectiveness, see Measuring Campaign Effectiveness (on page 154).
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Associate leads with the campaign. If the campaign generates leads, you must associate the new leads
with the campaign from which they came, see Creating Records (on page 38) and Leads Fields (on page
170).

Process of Handling Leads
To handle leads, perform the following tasks:

Set up lead assignment rules, see About Assignment Rules (on page 1253) and Setting Up Assignment
Rules (on page 1257).

Set up lead conversion rules, see Leads (on page 156) and Mapping Additional Fields During Lead
Conversion (on page 1264).

Set up lead conversion layouts, see Creating Lead Conversion Layouts (on page 1264).
Create lead qualification scripts, see Using Lead Qualification Scripts (on page 164).
Qualify the lead, see Qualifying Leads (on page 164).

Convert or reject the lead.

You can convert leads to account, contact, deal registration, or opportunity records, see Converting
Leads to Accounts, Contacts, Deal Registrations, or Opportunities (on page 166). If you decide that a
lead is not valuable, you can remove it from the lead management process, see Rejecting Leads (on
page 169).

Campaigns

Use the Campaign pages to create, update, and track campaigns. A campaign is the vehicle or project in which
you convey a marketing message to one or more groups of people, including existing and potential customers.
Typically, campaigns deliver a promotional offer to different channels of communication to retain current
customers or to acquire new customers. The goal is to generate additional interest in company products and
services.

Using campaigns enables you to do the following:

Store campaign information such as budgeted costs compared with actual costs, targeted leads, and
marketing material (for example, brochures and artwork) in one place.

Share views of campaigns with the marketing team and share consistent campaign information with your
sales team from the same location in real time.

See your campaign results by viewing leads and opportunities, which are generated for each campaign.

Use prebuilt reports to measure the results and determine the return on investment of your campaign
activities in real time.

Make historical comparisons between current and past campaigns to identify trends.

Sales and marketing managers can import leads and link them to an existing campaign. Lead information
must first be formatted in a comma-separated value (.csv) file.
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Campaigns, Leads, Opportunities, and Contacts

During a campaign, you can generate multiple leads that are linked to the campaign. If you convert some of
those leads to new opportunities, contacts, or accounts, the link to the campaign is carried over from the
originating leads to the converted opportunities, contacts, and accounts. For example, Campaign A creates
100 leads, L1 through L100. You link each of these leads to Campaign A. Leads L1 through L90 never show
potential for producing revenue. Leads L91 through L100 do show revenue potential, so you convert them to
opportunities O1 through 010. Each of these opportunities is automatically linked to Campaign A by way of its
originating lead. Several months later, you want to review the effectiveness of Campaign A. You view the
Campaign A record and see that there are 100 leads and 10 opportunities linked to it. You can compare these
results to past campaigns or to your expectations for this campaign, and make adjustments accordingly.

NOTE: If your company administrator adds custom fields for leads, those fields are not carried over to the
opportunity records when the lead is converted to an opportunity or contact. An exception occurs if your
company administrator sets up additional mapping through the Lead Conversion Mapping feature. For more
information about mapping lead fields, see Mapping Additional Fields During Lead Conversion (on page 1264).

Working with the Campaign Homepage
The Campaign Homepage is the starting point for managing campaigns.

NOTE: Your company administrator can customize the layout of your Campaign Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating a Campaign

You can create a campaign by clicking the New button in the My Recently Viewed Campaigns section. For
more information, see Creating Records (on page 38) and Campaign Fields (on page 154).

Working with Campaign Lists

The Campaign Lists section shows a number of filtered lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for campaigns.

All Active Campaigns Campaigns where the Status field is set to Active

All Completed Campaigns where the Status field is set to Completed

Campaigns

All Planned Campaigns where the Status field is set to Planned

Campaigns

Recently Created All campaigns, sorted by the created date, with the most recently created
Campaigns campaign at the top of the list
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Recently Modified All campaigns, sorted by the modified date, with the most recently
Campaigns modified campaign at the top of the list

All Campaigns None. The list shows all campaigns for your company, sorted by Campaign
Name, in ascending order.

My Recently All campaigns owned by you. The list is sorted by the modified date, with
Modified Campaigns the most recently modified campaign at the top of the list.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Viewed Campaigns
The My Recently Viewed Campaigns section shows the campaigns that you viewed most recently.

To expand the list, click the Show Full List link.

Working with Campaign Tasks

The Campaign Tasks section shows the tasks assigned to you, sorted by the due date and then by priority.
You or your manager set the due date and priority. The task priority, such as 1-High, 2-Medium, or 3-Low, is
indicated by arrows: an up arrow for high priority, no arrow for medium priority, a down arrow for low priority.

NOTE: If your company administrator has changed the default values for the Priority field, arrows might not
be displayed in the Priority field in the task lists.

To review a task, click the Subject link.
To review the campaign with which the task is associated, click the campaign name.

To expand the list of tasks, click Show Full List.

Viewing Active Campaigns
The Active Campaigns section shows a list of campaigns that is currently running.

To view an active campaign, click the Campaign Name field.

To expand the list, click Show Full List.
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Report Sections

One or more report sections might be shown on your Campaign Homepage. Your company administrator can
specify which report sections are shown on the page. In the standard edition of Oracle CRM On Demand, the
Active Campaign Status section is shown.

Using Reports to Measure Campaign Effectiveness

One or more report sections might be shown on your Campaign Homepage (your company administrator can
specify which report sections are shown on the page). In the standard application, the Active Campaign Status
section is shown, which displays an analysis of all active campaigns. For more information about using the
Active Campaign Status section, see Measuring Campaign Effectiveness (on page 154).

Adding Sections to Your Campaighn Homepage

If your user role includes the Personalize Homepages privilege, you can add additional sections to your
Campaign Homepage, depending on which sections your company administrator has made available for
display on your Campaign Homepage.

To add sections to your Campaign Homepage

On the Campaign Homepage, click Edit Layout.

On the Campaign Homepage Layout page, click the arrows to add or remove sections, and to organize the
sections on the page.

Click Save.

Managing Campaigns

To manage campaigns, do the following tasks:
Targeting Contacts for Campaigns (on page 152)
Recording Responses to Campaigns (on page 152)
Closing Campaigns (on page 153)
Measuring Campaign Effectiveness (on page 154)

For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.
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Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Related Topics
See the following topics for related information:

B Campaign Fields (on page 154)

B working with the Campaign Homepage (on page 149)
B Reports (on page 675)

B Importing Your Data (on page 1448)

Targeting Contacts for Campaigns

You can select contacts that you want to target for a campaign.

NOTE: If your company uses Segmentation Wizard, a downloadable application that works between Oracle
CRM On Demand and Excel, you can build target segments that filter records according to criteria from a
number of record types. For information about how to download and use Segmentation Wizard, see Using
Segmentation Wizard (on page 669).

To target contacts for a campaign

1 Select the campaign.

For instructions on selecting campaigns, see Finding Records (on page 41).

2 On the Campaign Detail page, scroll down to the Recipients section and do the following:

NOTE: If the Recipients section is not visible on the Campaign Detail page, click the Edit Layout link in
the upper-right corner of the page, and add the Recipients section to your page layout. If the section
is not available to add to your page layout, contact your company administrator.

B To target contacts one by one, click Add.
B To remove the contact, click the Remove link in the record row. This disassociates the records without
deleting any records.
3 Save the record.

To import contacts from a file, see Importing Your Data (on page 1448).

Recording Responses to Campaigns

When you want to record the response to a campaign, such as the fact that a recipient attended an event, you
can track that in the campaign recipient section.
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To record a response to a campaign

Select the campaign.
For instructions on selecting campaigns, see Finding Records (on page 41).
Note: If the Recipients section does not appear in the Campaign Detail page, click Page Layout to add

it.

On the Campaign Detail page, scroll down to the Recipients section, and click Edit for the contact whose
response you want to record.

On the Campaign Response Edit page, fill in the information.

Delivery Status The standard values are Pending, Sent, Soft Bounce, Hard
Bounce, Unknown Bounce, Received, and Opened. However, your
company administrator can rename the options in this drop-down
list.

If your company uses Oracle Email Marketing On Demand, the
recipient delivery status is automatically updated (for the Soft
Bounce, Hard Bounce, or Message Opened values only).

Response Status The standard values are Click-thru, RSVP - Will Attend, RSVP -
Will Not Attend, Attended, Converted to Lead, Requested More
Info, Opt-in to List, Opt-out from List, Global Opt-in, Global
Opt-out, and Message Opened. However, your company
administrator can customize the options in this drop-down list.

If your company uses Oracle Email Marketing On Demand, the
response status is automatically updated (for the Click-thru,
Opt-in to List, Opt-out from List, Global Opt-in, Global Opt-out, or
Message Opened values only).

Save the record.

Closing Campaigns

You can change the campaign status to indicate it is completed.

To close a campaign

On the Campaign List page, click in the Status field.
Select the Completed status from the drop-down list.

Click the green check mark icon in the Status field to save the record.
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Measuring Campaign Effectiveness

The Active Campaign Status section of the Campaign Homepage shows an analysis of all active campaigns.
You can use this information to determine the effectiveness of your campaigns.

To view information about the effectiveness of your campaigns

In this section of the Campaign Homepage, do the following:
Place your pointer on the chart to see specific information.
Click a segment to review a detailed report.
Change the categories in the lists to view the same data from a different perspective.

For example, you can view the analysis of campaigns by the ROI (return on investment),
lead-conversion rate, or the cost for each lead.

Campaign Fields

Use the Campaign Edit page to add a campaign or update details for an existing campaign. The Campaign Edit
page shows the complete set of fields for a campaign.

TIP: You can also edit campaigns on the Campaign List page and the Campaign Detail page. For more
information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

The following table provides additional information regarding some fields.

Key Campaign Information

Source Code Campaign identifier code. Make sure the code you enter is unique. This
field has a maximum of 30 characters.

Campaign Name Descriptive name of the campaign. This field has a maximum of 100
characters.
Campaign Type Type of campaign, such as Advertisement, Direct Mail, Email, Event -

Other, Event - Seminar, Event - Trade Show, List - Purchased, List -
Rented, Other, Referral - Employee, Referral - External, or Web Site.

Objective Description of the campaign’s objective, such as “To increase sales by
10%."

Audience Target audience of the campaign.

Offer Description of the product or service the campaign is offering.
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Status Campaign status, such as:
Active. Start date is in the past and end date is in the future
Completed. Start and end dates are in the past.
Planned. Start and end dates are in the future.

Scheduled. You can manually set this status to indicate that the
campaign is ready and is now set to execute at a particular date and
time.

Contact Support. In Oracle Email Marketing On Demand, this status
is automatically set if there is a problem with the campaign.

You must set the status. The system does not automatically update it when
the campaign is launched, unless your company uses Oracle Email
Marketing On Demand. If your company uses Oracle Email Marketing On
Demand, Active, Completed, and Contact Support statuses are
automatically assigned.

Start Date Date and time the campaign starts. Defaults to the current date and time.
You can use the calendar controls to change this date.

End Date Date and time the campaign is scheduled to be completed. Defaults to the
current date and time. You can use the calendar controls to change this
date.

Campaign Currency Enter the code (such as USD) for the currency used for all revenue fields.

Campaign Plan Information

Revenue Target Revenue expected to be generated by the campaign.
Leads Targeted (#) Number of prospects the campaign targets.
Budgeted Cost Amount your company budgets for this campaign.
Actual Cost Amount your company is spending on this campaign.

Additional Information

Owner Alias of the record owner. Defaults to the campaign’s creator. Generally,
owners can update the record, transfer the record to another owner, or
delete the record. However, access levels can be adjusted to restrict or
expand a user’s access.

This value affects which records are included in reports you or your
managers run (from Reports and Dashboard pages).

Description Description of the campaign. This field has a limit of 16,350 characters.
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Leads

Use the Leads pages to create, update, and evaluate leads. A /lead is a person who has indicated an interest in
your products or services.

You can enter leads manually, or they can be assigned to you. You can follow up assigned leads to determine
if they will eventually generate revenue for the company. Creating a lead record is a quick way to gather new
customer information. In one record you can enter details about the company, the person, and the business
interest, instead of creating four different records for an account, a contact, a deal registration, and an
opportunity.

A lead moves through the lead management process in the following sequence of stages: evaluating,
qualifying, and converting to an opportunity or deal registration. Instead of qualifying a lead, you might
remove it by archiving it. Instead of converting a qualified lead to an opportunity or deal registration, you
might reject it. The rest of this topic explains the stages in more detail.

Evaluating Leads
During evaluation, the person evaluating the lead performs a humber of ongoing activities:

Calls, emails, or visits the contact to exchange information.

Updates specific information about the lead with more accurate and newly discovered information.
Creates, tracks, and completes activities regarding the lead.

Logs notes regarding the interaction.

(Optional but recommended) Links the lead to an account and a contact, which has these advantages:

The user assigned to the account or contact (who may or may not also be the user assigned to the
lead) can view the lead during the evaluation process, because it will appear in the Account and
Contact pages.

The lead owner can access additional information about the account or contact by clicking a link.

The lead owner can enter more details than can typically be stored with a lead, such as additional
contacts at the account, ship to address, and so on.

If the lead is converted to an opportunity or deal registration, the existing account and contact links
can speed up that process.

Qualifying Leads

The qualification process helps the evaluator to gather enough information to determine which leads to pursue
further. When the evaluator determines that a lead has some potential for generating revenue, the evaluator
qualifies the lead. The system then checks to make sure that certain critical fields contain data. If the criteria
have been met, the lead is marked as qualified, and becomes visible to the sales person as a newly qualified
lead.

Qualifying leads accurately helps your company to spend more time working on high-potential business deals.
Company administrators can set up Lead Qualification scripts to help evaluators to qualify leads accurately
and consistently. (For information on setting up assessment scripts, see Setting Up Assessment Scripts (on
page 1476)).
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Archiving Leads

Alternatively, if the lead is considered to have no value to the company, then the evaluator can archive the
lead. The system then removes the lead from the lead management process.

TIP: To sort archived leads, create a new list called Archived Leads. For more information on creating lists,
see Creating and Refining Lists (on page 73).

Converting Leads to Opportunities or Deal Registrations

Leads can be converted to contacts, and optionally to accounts, opportunities, and deal registrations using the
Convert Lead page. The Convert Lead page contains lead conversion options as specified in the Lead
Conversion layout that is applicable to the user role. If a lead has enough potential value, the evaluator can
convert it to an opportunity or a deal registration, so long as a lead conversion layout has all lead conversion
options enabled. The system prompts the evaluator for an account to link to the lead, a contact at that
account to link to the lead, and an opportunity or deal registration to link to the lead.

The system then creates a new opportunity or deal registration with some values carried over from the lead,
such as potential revenue and estimated close date. The system then removes the lead from active evaluation
(although it can still be viewed if desired).

What Happens During Conversion

Some information from the lead record is carried over to the relevant areas in the Account, Contact,
Opportunity, and Deal Registration records that are created during the conversion process. The following table
shows an example of how the fields are mapped among the records using the Lead Conversion Mapping page.

Address Billing Address Not applicable Contact Address Deal Address
Annual Revenues Annual Revenues Not applicable Not applicable Not applicable
Approximate Income Not applicable Not applicable Total Income Not applicable
Associated Company Not applicable Not applicable Not applicable Associated Company
Associated Contact Not applicable Not applicable Not applicable Associated Contact
Campaign Source Campaign Source Campaign Source Campaign Not applicable

NOTE: If the account is NOTE: If the NOTE: If the contact

created through the opportunity is is created through

lead conversion created through the the lead conversion

process, this field is lead conversion process, this field is

automatically populated process, this field is automatically

from the Campaign field automatically populated from the

on the lead record. If populated from the Campaign field on

the account is created = Campaign field on  the lead record. If

by a user, the user can the lead record. If  the contact is

enter the information in the opportunity is created by a user,

this field. created by a user,  the user can enter
the user can enter the information in
the information in
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Cellular Phone #

City

Company

Country

Date of Birth
Description

Email

Estimated Close Date
First Name

Industry

Job Title

Last Name

Lead Currency

Lead Owner

Lead Type

Mr./Ms.

Never Email

Next Step

Number of Employees
Originating Partner
Potential Revenue
Primary Phone #

Principal Partner

Product Interest

Not applicable

Billing City
Shipping City

Account Name

Billing Country
Shipping Country

Not applicable
Not applicable

Not applicable

Not applicable
Not applicable
Industry

Not applicable
Not applicable
Not applicable
Not applicable
Account Type
Not applicable
Not applicable
Not applicable
Number of Employees
Not applicable
Not applicable
Not applicable

Not applicable

Not applicable

this field.
Not applicable

Not applicable

Account

Not applicable

Not applicable
Description

Not applicable

Close Date
Not applicable
Not applicable
Not applicable
Not applicable
Not applicable
Not applicable
Not applicable
Not applicable
Not applicable
Next Step

Not applicable
Not applicable
Revenue

Not applicable

Not applicable

Opportunity Name

becomes:
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this field.
Cellular Phone #

Primary City

Account

Primary Country

Date of Birth
Not applicable

Email

Not applicable
First Name
Not applicable
Job Title

Last Name
Not applicable
Not applicable
Contact Type
Mr./Ms

Never Email
Not applicable
Not applicable
Not applicable
Not applicable
Work Phone #

Not applicable

Not applicable

Cell Phone

City (of Deal
Address)

Company Name

Country

Not applicable
Justification

Email

Close Date
Not applicable
Not applicable
Not applicable
Not applicable
Deal Currency
Not applicable
Not applicable
Not applicable
Not applicable
Next Step

Not applicable
Originating Partner
Deal Size
Telephone #

Principal Partner

Product Interest



Profession
Qualified Date
Rating
Referred by
Source

State/Province

Website

Work Fax #

Zip/Postal Code

Not applicable
Not applicable
Not applicable
Not applicable

Not applicable

Billing State/Province
Shipping State/Province

Web Site

Not applicable

Billing Zip Code

Shipping Zip Code

Product Interest
(Contact Full Name)

Not applicable
Not applicable
Not applicable
Not applicable
Lead Source

Not applicable

Not applicable

Not applicable

Not applicable

Profession
Qualified Date
Not applicable
Referred by
Lead Source

Primary
State/Province

Not applicable

Work Fax #

Primary Zip/Postal

Code

Leads

Not applicable
Not applicable
Not applicable
Not applicable
Not applicable

State (of Deal
Address)

Not applicable
Not applicable

Zip (of Deal
Address)

Additionally, some fields show different values as a result of the lead conversion process. The following table

lists the new values.

Lead record
Status
Account record

Owner

Opportunity record
Status
Sales Stage
Probability

Owner

Contact record

Owner

Converted

User converting the lead. See the following section, Ownership of Related
Lead Records After Conversion.

Pending
Building Vision

50%

User converting the lead. See the following section, Ownership of Related
Lead Records After Conversion.

User converting the lead. See the following section, Ownership of Related
Lead Records After Conversion.

Deal Registration Record
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Name Product Interest on the lead. You can override this field.
Type Standard

Submission Not Submitted.

Status

Ownership of Related Lead Records After Conversion

If you have populated the Sales Person field, when the lead is converted that person becomes the owner of all
related records. If this field is not populated, the user converting the lead becomes the owner of all related
records by default. However, the company administrator can change this behavior using the Lead Conversion
Mapping feature. For more information, see Mapping Additional Fields During Lead Conversion (on page
1264).

Rejecting Qualified Leads

Qualified leads can also be rejected. This is typically done in organizations where the person or group
evaluating leads is different from the sales people who take qualified leads and convert them into revenue. In
those organizations, the sales person assigned to a qualified lead may determine that the lead is not as
valuable as the evaluator had indicated.

When rejecting a lead, the sales person must specify a Reject Code for the rejection and can optionally specify
the Reject Reason as well. If the Reject Code selected is Other, the Reject Reason becomes a required field.
The system records that a rejection occurred, who rejected it, and why it was rejected.

The sales person may also choose to have the lead reassigned as part of the rejection. Depending on the
company'’s policies, the lead may be reassigned to a manager for follow-up, or it may go back to the original
evaluator for further assessment.

Working with the Leads Homepage
The Leads Homepage is the starting point for managing leads.

NOTE: Your company administrator can customize the layout of your Leads Homepage. In addition, if your
user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating a Lead

You can create a lead by clicking the New button in the My Recently Viewed Leads section. For more
information, see Creating Records (on page 38) and Leads Fields (on page 170).
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Working with Leads Lists

The Lead Lists section shows a number of filtered lists. Oracle CRM On Demand comes with a set of standard
lists. All standard lists are public and visible to everyone. You and your managers can create additional lists,
based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for leads.

All Leads None

All Converted Leads Displays leads where the Status field is set to Converted
All Leads Being Displays leads where the Status field is set to Qualifying
Qualified

All Qualified Leads Displays leads where the Status field is set to Qualified

Recently Created Leads Displays all leads, sorted by the created date

Recently Modified Leads Displays all leads, sorted by the modified date
All Rejected Leads Displays leads where the Status field is set to Rejected

My Leads Displays leads, sorted by the created date, that meet one of the
following conditions:

The Sales Person field is set to your user name, and the Status
field is set to Qualifying.

The Lead Owner field is set to your user name, the Sales
Person field is empty, and the Status field is set to Qualifying.

My New Leads Displays leads, sorted by the created date, that meet one of the
following conditions:

The Sales Person field is set to your user name, and the Status
field is set to Qualified.

The Lead Owner field is set to your user name, the Sales
Person field is set to a user name other than your user name,
and the Status field is set to Qualifying.

My Recently Created Displays all leads that you own. The list is sorted by the created
Leads date, with the most recently created lead at the top of the list.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.
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Viewing Recently Viewed Leads
The My Recently Viewed Leads section shows the leads that you viewed most recently.

To expand the list, click Show Full List.

Working with Lead Tasks

The My Open Lead Related Tasks section shows the tasks assigned to you, sorted by due date and then by
priority. You or your manager set the due date and priority. The task priority, such as 1-High, 2-Medium, or
3-Low, is indicated by arrows: an up arrow for high priority, no arrow for medium priority, a down arrow for
low priority.

NOTE: If your company administrator has changed the default values for the Priority field, arrows might not
be displayed in the Priority field in the task lists.

To review a task, click the Subject link.
To review the lead with which the task is associated, click the lead name.

To expand the list of tasks, click Show Full List.

Viewing Qualified Leads

The Qualified Leads section shows a list of qualified leads. The Full Name field is a link that opens the lead
record.

To open the lead record, click the Full Name field.

To expand the list, click Show Full List.

Using Reports to Analyze Lead Followup

One or more report sections might be shown on your Leads Homepage. Your company administrator can
specify which report sections are shown on the page. In the standard edition of Oracle CRM On Demand, the
Lead Followup Analysis section is shown, which displays the progress made towards qualifying leads in the last
90 days. For information about using the Lead Followup Analysis section, see Analyzing Lead Followup (on
page 170).

Adding Sections to Your Leads Homepage

If your user role includes the Personalize Homepages privilege, you can add additional sections to your Leads
Homepage, depending on which sections your company administrator has made available for display on your
Leads Homepage.

To add sections to your Leads Homepage

On the Leads Homepage, click Edit Layout.

On the Lead Homepage Layout page, click the arrows to add or remove sections, and to organize the
sections on the page.
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3 Click Save.

Managing Leads

To manage leads, do the following tasks:
Reassigning Leads (on page 163)

Qualifying Leads (on page 164)

Using Lead Qualification Scripts (on page 164)
Archiving Leads (on page 165)

Converting Leads to Accounts, Contacts, Deal Registrations, or Opportunities (on page 166)

Rejecting Leads (on page 169)
B Analyzing Lead Followup (on page 170)

NOTE: If you are using Oracle CRM On Demand Financial Services Edition and taking advantage of the
Referrals feature, new leads are created when you link new referrals to contacts.

For step-by-step procedures that are common to many record types, see:
B Creating Records (on page 38)

B Updating Record Details (on page 60)

B Linking Records to Your Selected Record (on page 61)

B Working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Reassigning Leads

When you create a lead, you automatically become the owner of that lead. If your access level permits editing
this record, you can reassign the lead to another person. Your company administrator can also set up the
system to assign leads by specifying assignment rules.

To reassign a lead

1 Select the lead you want to reassign.

For instructions on selecting leads, see Finding Records (on page 41).

2 On the Lead Detail page, click Edit.
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On the Lead Edit page, in the Additional Information section, do one of the following:

In the Owner Full Name field, click the Lookup icon and then select another user in the Lookup
window.

Select the Reassign Owner check box to have the system reassign the lead.

Save the record.

NOTE: The processing time for reassigning records can vary depending on the complexity of your company's
assignment rules, the number of records to be reassigned, and current system load.

Qualifying Leads
If you determine that a lead has some potential for becoming an opportunity, you can qualify the lead.
Normally, you select a rating for the lead according to a scale set up by your company administrator.

NOTE: Your company administrator might have set up assessment scripts to help you to evaluate leads for
qualification. For more information on using Lead Qualification scripts, see Using Lead Qualification Scripts (on
page 164).

Before you begin. To perform this procedure, your user role must include the Qualify Leads privilege.

To qualify a lead

Select the lead.

For instructions on selecting leads, see Finding Records (on page 41).

On the Lead Detail page, make sure that the lead record’s First Name, Last Name, Rating, Owner Full
Name, and Sales Person fields are filled. These fields are required in order to qualify the lead.

NOTE: This information helps to ensure that leads are not lost after they are qualified, and that
valuable sales resources are used to full advantage to follow up leads that will evolve into a sales
opportunity. In particular, if the Rating and Sales Person fields are not filled, you will not be able to set
the status of the lead to Qualified.

Click Mark as Qualified.

The system verifies that the critical fields contain data. If the criteria are met, the lead Status field
value changes to Qualified.

NOTE: If you receive an error message after clicking Mark as Qualified, verify that the Qualified Date
field has not been customized with a read-only value.

Using Lead Qualification Scripts

Your company administrator might have set up assessment scripts to help you to evaluate leads for
qualification. A Lead Qualification script consists of a series of questions that you use to collect customer data.
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Your responses are scored, assigned a weighting, and compared with a specified threshold to determine the
appropriate outcome or course of action.

CAUTION: If a Lead Qualification script attempts to set the Status field on a lead to Qualified, it cannot do so
unless the Rating and Sales Person fields on the lead are filled in. If these fields are not filled in, an error
message is displayed, and the script assumes the lead has failed to meet the threshold. The script then sets
the Status field according to the results defined on the script for failing to meet the threshold.

Before you begin. To use assessment scripts, your user role must be set up to allow access to the
assessment records. For more information about the required settings, see About Assessment Scripts (on
page 1477).

To use a lead qualification script

Select the lead.

For more information on selecting leads, see Finding Records (on page 41).

On the Lead Detail page, scroll down to the Lead Qualification Scripts section, and click Add.

NOTE: If the Lead Qualification Scripts section is not shown, click the Edit Layout link in the
upper-right corner of the page, and add the Lead Qualification Scripts section to your page layout.
This section is only available if the company administrator has set up a Lead Qualification script.

In the Lookup window, search for the appropriate script, and click Select. You can use the filter fields at
the top of the Lookup window to filter the list of scripts.

In the Lead Qualification Scripts window, select the answer for each script question, and click Save.

The Lead Detail page appears again. Depending on the outcome of the script, some of the fields on
the record might have been updated automatically.

Archiving Leads

Instead of qualifying a lead, you can specify that it is not worth pursuing and remove it from the assessment
process. Archiving a lead does not delete it, but retains the lead in the database with a status of Archived.

Before you begin. To perform this procedure, your user role must include the Archive Leads privilege.

To archive a lead

Select the lead you want to archive.

For instructions on selecting leads, see Finding Records (on page 41).

On the Lead Detail page, click Archive.
The lead Status field changes to Archived.
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Converting Leads to Accounts, Contacts, Deal Registrations, or
Opportunities

If your user role has the appropriate setup, you can create account, contact, deal registration, and opportunity
records, or copy lead information to existing records by converting the lead record. Depending on your
company'’s settings, the new opportunity record can include information that affects revenue calculations.

NOTE: Normally, you convert leads to opportunities that have previously been qualified. See Qualifying Leads
(on page 164).

The procedure in this section describes the steps for these two scenarios:

Scenario 1. You have new leads resulting from a campaign your company conducted. As part of each lead
record, you have a person’s name along with their company name. You now want to create a new contact, a
new account, and, potentially, a new opportunity record using information from the lead.

Scenario 2. You run a campaign targeted at existing accounts and contacts. Some leads are generated that
you now want to convert to opportunities.

Before you begin. To perform this procedure, your user role and access profile settings must be set up as
described in Access Profile and Role Settings for Converting Leads (on page 168). The Convert Lead page
shows only the conversion options that are available to your user role, according to the lead conversion layout
that has been selected for the role. If a lead conversion layout has not been selected for the role, the default
lead conversion layout applies.

To convert a lead to an account, contact, deal registration, or opportunity

Select the lead you want to convert.

For instructions on selecting leads, see Finding Records (on page 41).
On the Lead Detail page, click Convert.

On the Convert Lead page, do one of the following:

To create new account and contact records for this lead (Scenario 1), select the Auto-create New
Account and Auto-create New Contact options.

In the Account section, the Company field for the lead appears in the Account Name field by
default. In the Contact section, the First Name and Last Name for the lead appear by default.

To create a new opportunity and link the opportunity to an existing account and contact, select the
Use Existing Account and Use Existing Contact options.

If the lead record has an associated account, this account appears in the Associated Account
field. If the lead record has an associated contact, this contact appears in the Associated
Contact field.

To link the lead to a different account or contact, click the Lookup icon next to the Associated Account
or Associated Contact fields and select another account and contact. Make sure the proper names
appear in the Associated Account and Associated Contact fields and that the Use Existing Account and
Use Existing Contact option buttons are selected.
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(Optional) To convert the lead to an opportunity, select the Auto-Create New Opportunity option and
complete the fields.

NOTE: The first name and last name from the lead record appear in the Opportunity Name field in the
Convert Lead page by default. The values in the Revenue, Close Date, Next Step, and Description
fields in the Convert Lead page are also carried into the opportunity record. You can edit these fields
in the Convert Lead page.

(Optional) To convert the lead to a deal registration, select the Auto-Create Deal Registration option and
complete the fields.

NOTE: By default, the values of the Product Interest field and Partner field from the lead record
appear in the Deal Registration Name field and Principal Partner Account field respectively. The values
in the Revenue, Close Date, Next Step, and Description fields in the Convert Lead page are also
carried into the deal registration record. You can edit these fields in the Convert Lead page.

To convert the lead, click Save.

When the conversion is completed:

The Lead Detail page appears again with these values, most based on the selections you made on the
Convert Lead page:

The Status field for the lead is Converted.

The Associated Account and Associated Contact field values are the same as the ones that were on the
Convert Lead page.

If you converted the lead to an opportunity, the Associated Opportunity field value is the same as the
new opportunity name that was on the Convert Lead page.

If you converted the lead to an opportunity, the new opportunity record created from the conversion
process has the converted lead linked to the opportunity record.

If you converted the lead to a deal registration, the Associated Deal Registration field value is the
same as the new deal registration name that you specified on the Convert Lead page.

If you converted the lead to a deal registration, the new deal registration record created from the
conversion process is also linked to the converted lead.

If you converted the lead to an opportunity (Step 4) or deal registration (Step 5), the new opportunity or
deal registration record inherits some field values from the lead.

You can still view the lead record, but the business processes shift to the appropriate opportunity or deal
registration record.

NOTE: For further information about the conversion process and its impact on fields and values, see What
Happens During Conversion in Leads (on page 156). For further information on deleting records, see Deleting
and Restoring Records (on page 100).

NOTE: You can convert the same lead to an account or contact multiple times, but you can only convert a
lead to a deal registration or opportunity once. If you have converted a lead to a deal registration or
opportunity, you cannot later convert it to a different deal registration or opportunity. However, a lead that
has been converted to a deal registration can be re-converted to a different account or contact.
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Access Profile and Role Settings for Converting Leads

To convert leads to accounts, contacts, deal registrations, or opportunities, you must have the appropriate
settings in your access profiles and in your user role. This topic describes the required settings.

Access Profile Settings for Converting Leads

The access levels that allow you to convert leads are shown in the following tables. These settings are
required on both your default access profile and your owner access profile.

The following table shows the access level settings for record types that allow you to convert leads.

Account Read/Edit
Activity Read/Edit
Contact Read/Edit
Lead Read/Edit
Opportunity Read/Edit

Deal Registration Read/Edit

The following table shows the access level settings for related information record types that allow you to
convert leads.

Account Addresses Read/Create/Edit
Contact Accounts Read/Create
Addresses Read/Create/Edit
Lead Completed Activities View
Open Activities View
Opportunity Revenue Read/Create
Contact Read/Create

User Role Settings for Converting Leads
The role settings that allow you to convert leads are as follows:

The role must have the CRM Marketing: Convert Leads privilege.

The record-type access for the role must have the following settings:
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For converting to opportunities, the Has Access and Can Create check boxes must be selected for the
Opportunity record type.

For converting to deal registrations, the Has Access and Can Create check boxes must be selected for
the Deal Registration record type.

The Has Access check box must be selected for the Lead record type in all cases of lead conversion.

The Has Access and Can Create check boxes must be selected for the Activity record type in all cases
of lead conversion.

To convert leads to existing accounts, the Has Access check box must be selected for the Account
record type.

To convert leads to new accounts, the Has Access and Can Create check boxes must be selected for
the Account record type.

To convert leads to existing contacts, the Has Access check box must be selected for the Contact
record type.

To convert leads to new contacts, the Has Access and Can Create check boxes must be selected for
the Contact record type.

Rejecting Leads

Instead of converting a qualified lead to an opportunity, you might decide that the lead is not as valuable as
the evaluator indicated and remove it from the lead management process. Rejecting a lead does not delete it,
but retains the lead in your company’s records with a status of Rejected.

Before you begin. To perform this procedure, your user role must include the Reject Leads privilege.

To reject a qualified lead

Select the lead you want to reject.

For instructions on selecting leads, see Finding Records (on page 41).
On the Lead Detail page, click Reject.

On the Reject a Lead page, enter this information:
In the Reject Code field, select a value from the drop-down list.
(Optional) In the Reject Reason field, enter the reason for the rejection.
Note: If the Reject Code is set to Other, the Reject Reason field is required.
To reassign the lead to a new owner, select the Reassign Owner check box.

The system reassigns the lead based on lead assignment rules set by your company’s
administrator. Depending on your company’s policies, the rejected lead may be reassigned to
the original owner or to the original owner's manager.

Click Confirm Reject.
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The Lead Detail page reappears with information about the rejection, including your name, Reject
Code, and, if specified, the reason for the rejection. The lead Status field value is changed to Rejected.

Analyzing Lead Followup

In the standard edition of Oracle CRM On Demand, the Lead Followup Analysis section of the Leads Homepage
provides information to help you to analyze the progress made towards qualifying leads in the last 90 days.

In this section of the Leads Homepage, you can do the following:
Evaluate the performance of the sales team from different perspectives.
View the lead status for each sales team member by selecting Lead Owner or Sales Person.
View data by month or week to see the status of leads for those periods.
Identify what actions are required to move the leads through the sales process.
Click a segment on the chart to view a lead list.

Download or print these analyses.

Leads Fields

Use the Lead Edit page to add a lead or update details for an existing lead. The Lead Edit page shows the
complete set of fields for a lead.

TIP: You can also edit leads on the Leads List page and the Lead Detail page. For more information on
updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

The following table provides additional information regarding some fields.

Key Lead Information

Company For a company, corresponds to the account name.
Never Email Indication of the lead’s preference to receive emails or not.
Opportunity Related Information

Status Status of the lead, such as Qualifying, Qualified, Converted, Rejected, and
Archived. Can only be changed on the Lead Edit page, not on the New Lead

page.

For more information about this field’s values and their meanings, see
Status Field Values below.

Rating Scale rating as set up by your company, such as A = Hot, B = Warm,
C = Cool, and D = Cold.
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Potential Revenue

Estimated Close Date
Next Step

Source

Campaign
Industry

Annual Revenues

Additional Information

Associated Account

Associated Contact

Associated Deal
Registration

Associated Opportunity

Owner Full Name

Reassign Owner

Sales Person
Description

Web Site
Ownership Status
Profession

Approximate Income

Leads

Product or service in which the lead expresses interest.

Potential revenue, in the currency selected by you or your company
administrator.

Date and time the lead is expected to close.
Description of the next step to take.

Source categories as set up by your company, such as Advertising, Direct
Mail, Event, Promotion, Referral, Trade Show, Web, Partner, Purchased,
Rented, and Other.

Campaign that generates this lead or is linked to this lead.
Industry category for the lead as set up by your company.

Annual revenue for the lead’s company.

Account linked to this lead. Required for converting leads to opportunities.

Contact linked to this lead. Required for converting leads to opportunities.

Deal Registration linked to this lead. This field is automatically set when a
lead is converted to a deal registration.

Opportunity linked to this lead. Required for converting leads to
opportunities.

Owner of the lead record. Default value is the record’s creator.

Indicates that the lead should be reassigned. If your company
administrator has set up lead assignment rules, selecting this field triggers
assignment manager to process the lead again and assign it according to
the rules.

NOTE: The processing time for reassigning records can vary depending on
the complexity of your company's assignment rules, the number of records
to be reassigned, and current system load. The name of the lead owner
changes when the record is reassigned.

Sales person your company assigns to this lead.

Additional information describing the lead. Limit of 16,350 characters.
The web site linked to the lead.

The current status of ownership for the lead.

This field is specific to Oracle CRM On Demand Financial Services Edition.

This is a currency field. This field is specific to Oracle CRM On Demand
Financial Services Edition.
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Date of Birth

Age

Qualified Date

This field is specific to Oracle CRM On Demand Financial Services Edition.

This field is calculated from the Date of Birth field. This field is specific to
Oracle CRM On Demand Financial Services Edition.

Automatically populated with the current date when the Status field is set
to Qualified.

Status Field Values

As a lead moves through the lead management process, the lead Status field indicates where it is in the
process. Status values are a main way of filtering leads. For more information about the lead management
process, see Leads (on page 156).

The following table lists the status field’s possible values.

Archived

Converted

Qualified

Qualifying

Rejected

Results from completion of the Archiving steps (Archiving Leads (on page 165)).
Lead is determined to have no value to your company and is removed from the
assessment process.

Results from completion of the Converting steps (Converting Leads to Accounts,
Contacts, Deal Registrations, or Opportunities (on page 166)). Lead is determined
to have enough value to become an opportunity.

Results from completion of the Qualifying steps (Qualifying Leads (on page 164)).
Lead has passed the Qualify process. New owner becomes the salesperson
assigned to the lead.

Results from completion of the Creating steps (Qualifying Leads (on page 164)).
Lead has been created and is undergoing or about to start the Qualifying process.
Owner defaults to the person who created the lead.

Results from completion of the Rejecting steps (Rejecting Leads (on page 169)).
Qualified lead is determined not to have as much value as the evaluator originally
thought.
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Oracle CRM On Demand provides the following record types for sales information:
Accounts. Use these pages to manage information about the companies with whom you do business.
Contacts. Use these pages to track people associated with your accounts and opportunities.
Opportunities. Use these pages to manage potential revenue-generating opportunities.

Forecasts. Use these pages to generate forecasts to project quarterly revenue based on the existing
opportunities.

The Leads record type is also related to the sales area, because leads might be converted to opportunities.
Oracle CRM On Demand also provides the following record types for sales and business planning information:

Business Plan. Use these pages to establish strategic goals and actions for accounts, contacts, or
products.

Objective. Use these pages to manage higher-level goals that you want to achieve.
Plan Account. Use these pages to track how accounts are mapped to business plans.
Plan Contact. Use these pages to associate contacts with business plans.

Plan Opportunity. Use these pages to associate opportunities with business plans

Managing Sales

To manage sales, perform the following processes:
Process of Managing Opportunities (on page 174)
Process of Managing Accounts (on page 174)
Process of Managing Contacts (on page 175)
Process of Managing Forecasts for Sales Users (on page 175)
Process of Managing Forecasts for Forecast Administrators (on page 176)

Process of Managing Calendar and Activities (on page 176)
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Process of Managing Opportunities

To manage opportunities, perform the following tasks:
Review opportunity fields and related information, see Opportunity Fields (on page 226).
Create a new opportunity record, see Creating Records (on page 38).
Add product revenue records to the opportunity, see Linking Products to Opportunities (on page 216).
Define the key contacts and contact roles, see Contacts (on page 194) and Adding Roles (on page 1173).

Track activities and notes that are related to opportunities, see Activity Fields (on page 143) and Adding
Notes (on page 87).

Assign opportunity ownership and visibility, see Access Profile Management (on page 1133) and Sharing
Records (Teams) (on page 84).

Update the opportunity sales stage, see About Opportunities and Forecasts (on page 210).

Link partners and competitors related to the opportunity, see Tracking Partners and Competitors of
Opportunities (on page 214).

Assess and forecast the opportunity, see About Opportunities and Forecasts (on page 210).

Process of Managing Accounts

To manage accounts, perform the following tasks:
Review the account fields and related information, see Account Fields (on page 192).
Create a new account record, see Creating Records (on page 38).
Define the key contacts and contact roles, see Contacts (on page 194) and Adding Roles (on page 1173).

Track the account-related activities and notes, see Activity Fields (on page 143) and Adding Notes (on
page 87).

Assign the account ownership and visibility, see Access Profile Management (on page 1133) and Sharing
Records (Teams) (on page 84).

Associate partners and competitors with the account, see Tracking Partners and Competitors of Accounts
(on page 185).

Define the account relationships, see Tracking Relationships Between Accounts (on page 187).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.

Add the revenue records to the account, see Tracking Revenue Based on Accounts (on page 189).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.
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Forecast the account revenue, see Tracking Revenue Based on Accounts (on page 189).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.

Track the account assets, see Tracking Assets (on page 188).

Process of Managing Contacts

To manage contacts, perform the following tasks:
Review the contact fields and related information, see Contact Fields (on page 206).
Create a new contact record, see Creating Records (on page 38).

Track the contact-related activities and notes, see Activity Fields (on page 143) and Adding Notes (on
page 87).

Assign contact ownership and visibility, see Access Profile Management (on page 1133) and Sharing
Records (Teams) (on page 84).

Synchronize the contacts with your PIM, see Synchronizing with PIMs (on page 637).
Complete a customer satisfaction survey, see Using Service Request Scripts (on page 274).

Define the contact relationships, see Tracking Relationships Between Contacts (on page 202).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.

Add the revenue records to the contact, see Tracking Revenue Based on Contacts (on page 203).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.

Forecast the contact revenue, see Tracking Revenue Based on Contacts (on page 203).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.

Track the contact assets, see Tracking Assets (on page 188).

Note: This step is specific to Oracle CRM On Demand Financial Services Edition.

Process of Managing Forecasts for Sales Users

To manage forecasts, perform the following tasks:
Set the quotas, see Managing Quotas (on page 235).
Forecast the opportunities, accounts, and contacts, see Forecasts (on page 228).

Review the forecasts, see Reviewing Forecasts (on page 230).
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Update the forecasts, see Refreshing Forecasts (on page 232).

Submit the forecasts, see Submitting Forecasts (on page 234).

Process of Managing Forecasts for Forecast
Administrators

To manage forecasts, perform the following tasks:

Set up the company's fiscal calendar, see Setting Up Your Company Profile and Global Defaults (on page
996).

Determine the forecast hierarchy, see Setting Up the Forecast Definition (on page 1267).
Set the user quotas, see Setting Up Users' Sales Quotas (on page 1121).

Create the forecast definition, including Date, Type, Duration, and Participants, see Setting Up the
Forecast Definition (on page 1267).

Process of Managing Calendar and Activities

To manage calendar and activities, perform the following tasks:
Review the current calendar appointments, see Calendar and Activities (on page 117).
Create the new appointments and tasks, see Creating Activities (on page 120).
Share your calendar with other users, see Viewing Others’ Calendars (on page 139).
Track and manage the key tasks, see Calendar and Activities (on page 117).

Synchronize appointments and tasks with your PIM, see Synchronizing with PIMs (on page 637).

Leads (Sales Aspects)

Leads play an important role in the sales process. The sales process might originate with lead generation.
Leads move progressively through qualification to conversion. For more information about the sales process,
see Managing Marketing (on page 147). You can convert leads to contacts, accounts, deal registrations, and
opportunities. After a lead has been converted to an opportunity or deal registration, it enters the sales
process. Certain fields in the opportunity or deal registration record obtain their values from the lead record.
These values are based on mapping the leads that have been converted during the sales process.
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Accounts

Use the Account pages to create, update, and track accounts. Accounts are generally companies that you do
business with, but you can also track partners, competitors, affiliates, and so on as accounts.

If account records are central to how your company manages its business, as is the case in many companies,
enter as much information about accounts as you can. Some of that information, such as the Region or
Industry field, can be used in reports as a way to categorize information. Similarly, if you link a record, such
as an opportunity, to an account record with the Region or Industry field filled in, those opportunities can be
categorized by those values.

Related Topics
See the following topic for related information:

Managing Accounts (on page 179)

Working with the Account Homepage
The Account Homepage is the starting point for managing accounts.

NOTE: Your company administrator can customize the layout of your Account Homepage. In addition, if your
user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating an Account

You can create an account by clicking the New button in the My Recently Viewed Accounts section. For more
information, see Creating Records (on page 38) and Account Fields (on page 192).

Working with Account Lists

The Account Lists section shows a number of filtered lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for accounts.

All Accounts All accounts, sorted alphabetically by Account
Name

All Customer Accounts Accounts where the account type is set to
customer

All Account Competitor Accounts Accounts where the account type is set to
competitor

All Account Partner Accounts Accounts where the account type is set to
partner
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All Prospect Accounts Accounts where the account type is set to
prospect

Recently Created Accounts All accounts, sorted by the created date

Recently Modified Accounts All accounts, sorted by the modified date

All Referenceable Accounts Accounts with the Reference check box selected

All Top Accounts Accounts where the priority is set to high

My Accounts Accounts where your name is in the Owner field

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Viewed Accounts
The My Recently Viewed Accounts section shows the accounts that you viewed most recently.

To expand the list, click Show Full List.

Working with Account Tasks

The My Open Account Related Tasks section shows the tasks assigned to you, sorted by the due date and then
by priority. You or your manager set the due date and priority. The task priority, such as 1-High, 2-Medium,
or 3-Low, is indicated by arrows: an up arrow for high priority, no arrow for medium priority, a down arrow for
low priority.

NOTE: If your company administrator has changed the default values for the Priority field, arrows might not
be displayed in the Priority field in the task lists.

To review a task, click the Subject link.
To review the account with which the task is associated, click the account name.

To expand the list of tasks, click Show Full List.

Using Reports to Analyze Account Performance

One or more report sections might be shown on your Account Homepage (your company administrator can
specify which report sections are shown on the page). In the standard edition of Oracle CRM On Demand, the
Account Analysis section is shown, which displays a comprehensive analysis of how accounts are distributed
and of the closed revenue. For information about using the Account Analysis section, see Analyzing Account
Performance (on page 192).
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Adding Sections to Your Account Homepage

If your user role includes the Personalize Homepages privilege, you can add additional sections to your
Account Homepage, depending on which sections your company administrator has made available for display
on your Account Homepage.

To add sections to your Account Homepage

1 On the Account Homepage, click Edit Layout.

2 On the Account Homepage Layout page, click the arrows to add or remove sections, and to organize the
sections on the page.

3 Click Save.

Managing Accounts

To manage accounts, perform the following tasks:
Tracking Contact Roles at an Account (on page 180)
Changing an Account Primary Contact (on page 181)
Linking Records to Accounts (on page 181)

Linking Portfolio Accounts (on page 183)

Specifying Parent Accounts (on page 184)

Limiting Account Records Displayed (on page 184)

Tracking Partners and Competitors of Accounts (on page 185)

Tracking Relationships Between Accounts (on page 187)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

Tracking Assets (on page 188)
B Tracking Revenue Based on Accounts (on page 189)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

B Tracking Visits (Sales Calls) to Customers (on page 126)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

M Analyzing Account Performance (on page 192)

For step-by-step procedures that are common to many record types, see:
B Creating Records (on page 38)

B Updating Record Details (on page 60)
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Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Sharing Records (Teams) (on page 84)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Related Topics
See the following topics for related information:

Account Fields (on page 192)

Working with the Account Homepage (on page 177)
Reports (on page 675)

Using the Offline Client (on page 628)

Importing Your Data (on page 1448)

Tracking Contact Roles at an Account

Tracking a contact's role or roles at a company is critical to understanding the influence that the contact has
on any buying decisions at the account. In addition to specifying a contact's role from the Account Details
page, you can define a contact's role for each related account from the contact detail page.

To specify one or more roles for an account contact
Select the account.

For information on selecting accounts, see Finding Records (on page 41).

In the Contacts section of the Account Detail page, click the Edit Roles link for the contact.

The Account Roles Edit page shows the available and selected roles for the account contact.

In the Available section, choose roles (for example, User, Evaluator, Approver) for the contact, and use
the directional arrow to move the roles to the Selected section.

Use the up and down arrow to change the order of the roles. The top role in the list is the primary
role.

Click Save.
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Changing an Account Primary Contact

An account can have multiple contacts, but one of the contacts must be specified as the primary contact for
the account. By default, the first contact added for the account is the primary contact, but you can change this
setting.

To change an account primary contact

Select the account.

For instructions on selecting accounts, see Finding Records (on page 41).

On the Account Detail page, click Edit.

NOTE: If the Primary Contact field is not displayed on the Account Detail and Account Edit page,
contact your company administrator to have the field added to your page layout.

TIP: If the inline edit feature is enabled for your company, you can change the primary contact inline on
the Account Detail page. For more information on inline editing, see Updating Record Details (on page 60).
On the Account Edit page, click the Lookup icon on the Primary Contact field.

In the Lookup window, select the new primary contact.

On the Account Edit page, click Save.

Linking Records to Accounts

You can link the new records you create from the Detail page, such as contacts and activities, to the account
record. Linking associates records to each other so that you and others who have access rights to the record
get a full view of the information.

New records are added to the database at the same time they are linked to the selected account. For
example, a contact you create from the Account Detail page is linked to the account and then appears on the
Contacts pages.

An account record contains information that, after linking to another record, is inherited. For example, some
opportunity reports display the records by Region or Industry. Since Region and Industry are not part of the
opportunity records, the system looks to linked account records to determine which group the opportunity
belongs to. Therefore, whenever possible, you want to link records to the account record.

You can also link other users to an account record to allow them to view the record. For example, you might
need to share an account record with a team of colleagues you are working with to close a deal. Based on
each role, a team member might have different access requirements for the account record, and the contact
and opportunity records that are linked to the account.

To link information to an account

Select the account.

For instructions on selecting accounts, see Finding Records (on page 41).
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On the Account Detail page, scroll to the appropriate section, and link records to the account, as

necessary.

NOTE: Your company administrator determines the type of related information that can be displayed
on your Account Detail page. You can change the order of the related information sections that are
available to you or hide any related information that you are not using. To edit your page layout, click
Edit Layout, and click the arrows on the Personal Layout page to add or remove sections, and to
organize the sections on the page. Changing these settings affects only your view of Oracle CRM On

Demand.

The following table lists some of the record types that you might be able to link to an account.

Opportunities

Service Requests

Notes

Open Activities

Contacts

To link a new opportunity, click New, enter the required information in
the Edit form, and save the record. For field descriptions, see
Opportunity Fields (on page 226).

To link a new service request, click New, enter the required
information in the Edit form, and save the record. For field
descriptions, see Service Request Fields (on page 276).

To link a new note, click New, enter the required information, and
save the record.

NOTE: You can also add notes by clicking the note icon at the
top-right of the page, if this feature is enabled for your company.

For more information about notes, see Adding Notes (on page 87).

To link a new task or appointment, click New Task or New Appt. Then
enter the required information in the Edit form, and save the record.
For field descriptions, see Activity Fields (on page 143).

You can link several activities to an account. If an activity has a time
associated with it, the activity appears in the Activities list and
Calendar.

Users that have visibility to an account can also see the activities
linked to the account, including those activities owned by or assigned
to others.

To link a new contact, click New, enter the required information in the
Edit form, and save the record. For field descriptions, see Contact
Fields (on page 206).

TIP: To avoid duplicating contact records, you can also click Add,
and then click the Lookup icon next to the New Contact column.
In the Lookup window, enter the First Name, Last Name, or email
address, and click Go. If the application doesn't find the contact,
click New to create the contact record.

If you know the contact record exists, click Add to link it to this
record.

To open the Contact Detail page to update information about the
contact, click the Name link.
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Account Team To allow this record to be visible to other employees, click Add Users.
In the Account Team Add User window, select the employee's name
and specify the access level. For more information on sharing records,
see Sharing Records (Teams) (on page 84).

Account Partners To link an account and track it as your partner with this account, click
Add. Then enter the required information in the Edit form, and save
the record. For field descriptions, see Tracking Partners and
Competitors of Accounts (on page 185).

To link an account and track it as your competitor for this account,

Account Competitors click Add. Then enter the required information in the Edit form, and
save the record. For field descriptions, see Tracking Partners and
Competitors of Accounts (on page 185).

To remove or delete a linked record

Select the account.

For instructions on selecting accounts, see Finding Records (on page 41).
On the Account Detail page, scroll down to the appropriate section.

In the row whose link you want to remove or delete, choose Remove or Delete from the record-level
menu.
Remove. This disassociates the records without deleting either record.

Delete. This deletes the linked record. A deleted record is moved to the Deleted Items page and is
permanently removed from the database after 30 days.

Related Topics
See the following topics for related information:

Attaching Files and URLs to Records (on page 94)
Deleting and Restoring Records (on page 100)
Tracking Assets (on page 188)

Linking Portfolio Accounts

This feature is specific to Oracle CRM On Demand Financial Services Edition.

You can link portfolio accounts to an account with a many-to-one relationship. In other words, you can link
many portfolio accounts to one account, but each portfolio account can be linked to only one account.

Before you begin. The Portfolio related information is not shown on the Account Details page by default. To
allow you to see this information, your company administrator must grant access to the Portfolio related
information to your role. You or your company administrator must then add the Portfolio related information
to your Account Details page layout. For more information on customizing your Detail page layouts, see
Changing Your Detail Page Layout (on page 619).
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To link a portfolio subaccount
Select the parent account.
For information on selecting accounts, see Finding Records (on page 41).

On the Account Detail page, scroll to the Portfolio related information, and click New.

Complete the fields in the Portfolio Account Edit page that is launched.

For more information about portfolio accounts, see Portfolio Account Fields (on page 522).

Save the record.

Specifying Parent Accounts

You can indicate account hierarchies, such as a company that is a subsidiary of another company, by
specifying a parent-child relationship. First create the parent account and then select that account as the
parent for the child or subaccount.

To specify the parent account

Select the child account.

For instructions on selecting accounts, see Finding Records (on page 41).

On the Account Detail page, click Edit.

NOTE: If the inline edit feature is enabled for your company, you can specify the parent account inline
on the Account Detail page. For more information on inline editing, see Updating Record Details (on
page 60).

On the Account Edit page, click the Lookup icon next to the Parent Account field.
In the Lookup window, select the parent account.

Save the record.

Related Topics
See the following topics for related information:

Finding Records (on page 41)
Account Fields (on page 192)

Limiting Account Records Displayed

You can limit the accounts you see by selecting a filtered list. A list shows a subset of the accounts that meet
the criteria saved with the list.
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Before you begin:

When you create a list, you need to enter the fields and values for the criteria you set up. You might want
to go to the Account Edit page and write down the exact field names and values as they are used in your
application. Otherwise, your filtered list may not pick up the correct records. Alternatively, you can print
the record Detail page to capture the exact field names; however, the printout does not capture the field
values for drop-down lists.

If you are using Oracle Offline On Demand (the Offline client), the number of records that you can
download at a time is restricted. By default, the Offline client restricts you to downloading 250 accounts at
a time. Your company administrator can request an increase in this number. However, increasing the
number could increase the amount of time it takes to complete the download process. If your account
records exceed the maximum that you are allowed to download, create filtered lists that divide your
accounts into smaller amounts, such as accounts based on different Priority values, or on location. Then,
during the download process, select the filtered lists that you have created to make sure all your account
records are copied to your laptop or desktop.

To open a filtered list for accounts

Click the Accounts tab.

From the Account Lists section on the Account Homepage, select the list you want to work with.

For a description of default account filtered lists, see Working with the Account Homepage (on page
177).

To create a filtered list for accounts

Click the Accounts tab.
From the Account Lists section on the Account Homepage, click the Manage Lists link.
On the Manage Lists page, click the New List button.

Complete the steps described in Creating and Refining Lists (on page 73).

Related Topics
See the following topics for related information:

Account Fields (on page 192)
Working with Activity Lists (on page 121)

Working with the Account Homepage (on page 177)

Tracking Partners and Competitors of Accounts

Oracle CRM On Demand provides areas in the application where you can track information on either partners
or competitors for your accounts. For example, you might want to track which companies (accounts) you do
business with for Account XYZ or which companies (accounts) you compete with for Account XYZ.
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To do so, first link the account acting as your partner or competitor to the account record. You can link as
many partner or competitor accounts as you want. Then add information, such as the strengths and
weaknesses, about the partner or competitor to the Account Partner Edit or Account Competitor Edit page.

NOTE: When you add an account partner or account competitor, a reciprocal record is created under the
selected account. For example, if you add Account 123 as an account partner of Account XYZ, you
automatically see Account 123 listed in the Account Partner list for Account XYZ.

For information on converting existing accounts to partner accounts, see Converting Accounts to Partner
Accounts (on page 317).

Before you begin. Create an account record for each partner or competitor you want to link to the account.
For instructions on adding records, see Creating Records (on page 38).

To track partner and competitor information for accounts

Select the account.
For instructions on selecting accounts, see Finding Records (on page 41).
On the Account Detail page, scroll down to the Account Partners or Account Competitors section, and do
one of the following:
To link an account, click Add.

To update information, click the Edit link next to the existing partner or competitor.

On the Account Partner Edit or Account Competitor Edit page, enter the required information.

The following table describes some field information for tracking partner or competitor information.

Account Partner Click the Lookup icon, and select the account whose relationship
and information you want to track as your partner when dealing
with this account. This is a required field.

Account Competitor Click the Lookup icon, and select the account whose relationship
and information you want to track as your competitor for this
account. This is a required field.

Role Select an option that defines the relationship between the
accounts. This is a required field.

Reverse Role Select an option that defines the reverse relationship between
the accounts. This is a required field.

Start Date You can use this field to record the start date of a partnership.
The default is today's date. This is a required field.

End Date You can use this field to record the expiration date of a
partnership.

Primary Contact The most important contact for the partner or competitor
relationship.
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Tracking Relationships Between Accounts
This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be available to your

company.

When you want to track relationships between accounts, store the information in the Account Relationship

pages. For example, you might want to track investor or affiliate relationships for this account.

To do so, first link the account whose relationship you want to track to this account record. (You can link as
many accounts as you want.) Then define the relationship and add any other pertinent information.

Before you begin. Create an account record for each organization you want to link to the account. This

feature might not be available in your version of the application.

To track relationships between accounts

Select the account.

For instructions on selecting accounts, see Finding Records (on page 41).

On the Account Detail page, scroll down to the Account Relationships section and do one of the following:

To link an account, click Add.

To update information, click the Edit link in the row for the existing account relationship.

On the Account Relationship Edit page, enter the required information.

The following table describes some field information for tracking relationships between accounts.

Related Account

Role

Reverse Role

Start Date

End Date

Save the record.

Click the Lookup icon, and select the account whose relationship
and information you want to track. This is a required field.

Select an option that defines the relationship between the
accounts. This is a required field.

Select an option that defines the reverse relationship between
the accounts. This is a required field.

You can use this field to record the start date of the relationship
between the accounts. The default is today's date.

Use this field to record the expiration date of the relationship
between the accounts.
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Tracking Assets

When you want to track a product you've sold to a customer or company, link the product record to the
account as an asset.

To link a product record to an account as an asset

Select the account.

For instructions on selecting accounts, see Finding Records (on page 41).

On the Account Detail page, scroll to the Assets section, and do one of the following:
To create an asset, click New.
By default, the creator of the asset is the owner of the asset.

To update asset information, click the Edit link next to the existing asset.

On the Asset Edit page, enter the required information.

NOTE: If you are using an industry-specific version of Oracle CRM On Demand, assets might be listed
under different headings. For example, in Oracle CRM On Demand Automotive Edition, assets are
listed as vehicles.

The following table describes some fields for tracking asset information. If you are using an
industry-specific version of Oracle CRM On Demand, you might see additional fields.

Key Asset Information

Product Name Product supplied to the customer. When you link the product record,
these fields are copied from the product definition: Product Category, Part
#, Type, and Status.

Purchase Price Price paid for the product.
Quantity Number of units the customer purchased.
Ship Date Defaults to today's date.

Product Category Read-only. Copied from the product definition.
Part # Read-only. Copied from the product definition.
Type Read-only. Copied from the product definition.

Operating Status Default values are Inactive, Active, Idle, Up, Limited Use, Maintenance,
Down, Critical Down.

Warranty Time period of the warranty.

Contract Type of contract, such as Bronze, Gold, Platinum, or Silver.
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Currency Currency corresponding to the Purchase Price. You can select another
currency to convert the price to another currency, if your company
administrator set that feature up.

Notify Date Date that appears in the task record.

If you enter a Notify Date on the asset record, a task is created when you
save this asset record. The task appears as “Asset Name requires
follow-up” on My Homepage, Account Homepage, and Calendar.

TIP: Set the date to give you time for follow-up tasks regarding this
asset, such as notification that a contract or warranty is about to expire.

NOTE: The automatic creation of a task feature is only activated when
you enter a notify date on an asset record, not on a contact record.

Additional Information

Description Additional information about the asset. Limit of 250 characters.

Tracking Revenue Based on Accounts
Before you begin. This feature is specific to Oracle CRM On Demand Financial Services Edition.

You can track revenue information for each of your accounts, which allows your company to base its forecasts
on account revenue. To do so, you add revenue records to accounts.

Adding revenue records to accounts allows you to:
Track products, product categories, or revenues forecasted for each account
Base your company's forecasts on account revenue

If your company bases its forecasts on accounts, only records meeting these criteria are included in the
forecast:

Revenue record for the account must have a Status of Open, Pending, or Closed.
Revenue record for the account must have the Forecast field checked.
Revenue record cannot be linked to an opportunity.

Before you begin. Your company needs to inform you of the forecasting method that it wants to use.
Companies can forecast revenue for any of the following: opportunity revenue, opportunity product quantity
and revenue, account revenue, or contact revenue. The company forecasting method determines which fields
you need to fill in when adding revenue records to accounts.

To add revenue to accounts

Select the account.

For instructions on selecting accounts, see Finding Records (on page 41).

Oracle CRM On Demand Online Help Release 19 189



Sales

On the Account Detail page, scroll down to the Revenues section and do one of the following:
To add a revenue record, click Add.

To update revenue information, click the Edit link next to the existing revenue record.

On the Revenue Edit page, complete the Revenue Fields.

NOTE: If your company does not use account revenue for its forecasts, it is best to leave the Forecast
check box blank on the Revenue page.

Save the record.

Revenue Fields

The following table describes field information for revenue. Your company administrator can add, relabel, or
delete fields, so the fields you see might differ from those in this table.

NOTE: Account and Contact Revenue forecasting require that Revenues be enabled for both Accounts and
Contacts. This functionality must be set up for your company. For more information, contact your company
administrator.

CAUTION: If your company bases its forecasts on account or contact revenue, the information that you enter
for revenue can affect its calculations.

Key Product Information

Start/Close Date For an account or contact, the expected revenue close date. For recurring
revenue, the start date. For recurring revenue with a close date that ends on the
last day of the month and a start date of mid-month, add one record for the full
recurring price and another record for the prorated order.

For example: You start supplying disposables to a company or client on May
15th. After that, you will be sending $500 worth of disposables at the end of each
month through the end of the year.

For the mid-month order, add a record with these values:
Revenue = $250
Quantity = 1

For the recurring order, add a second record with these values:
Revenue = $500

Quantity = 1

Frequency = Monthly

#of Periods = 7 (June through December).

Product Name Only products marked Orderable by your company administrator can be selected.

Product Category Category of the product.
Part # Number carried over with the product definition. Read-only.

Forecast Indicator to include this product in forecasting totals.
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Type

Status

Quantity

Revenue

Description

Accounts

Default values are Actual, Shipped, Billed, Booked, Projected, and Quota.

NOTE: The Type you set applies to the revenue record. Another Type field
(read-only field), which is populated with the product information, might also
appear on this page.

If your company calculates forecasts on accounts or contacts, you must set the
Status to Open, Pending, or Closed for this record to be included in the forecasts.

NOTE: The Status you set applies to the revenue record. Another Status field
(read-only field), which is populated with the product information, might also
appear on this page.

Number of units the customer orders. For a recurring product, enter the quantity
of the product per recurring period. For example, if you send 10 printer
cartridges each month, enter 10 here.

Quantity multiplied by Price. The revenue cannot be overwritten. If the Forecast
check box is selected, this revenue amount contributes to your company's
forecast totals.

TIP: To forecast a specific revenue value, independent of the product or product
category, set the quantity to 1 and the price equal to the revenue value.

Additional information about the product. Limit of 16,350 characters.

Recurring Revenue Information

Frequency

# of Periods

Indicates the frequency for a recurring product.
The term bi-weekly means once every two weeks.

When you populate this field, you must also populate the # of Periods field.

The number of periods for a recurring product. Recurring revenue can support a
maximum of 260 periods. The length of time that is covered by the total number
of periods varies based on the frequency selected (in the Frequency field). For
example, if you have weekly recurring revenue, you can track revenue for up to
five years.

NOTE: When you populate this field, you must also populate the Frequency field.

Additional Information

Owner

Person assigned to this revenue record. Generally, the owner can update record
details or delete the record. However, access levels can be adjusted to restrict or
expand a user's access.

This value affects which records are included in reports you or your managers run
(from Reports and Dashboard pages).

Each record has only one owner. However, account, contact, and opportunity
records can be shared with other employees. For instructions, see Sharing
Records (Teams) (on page 84).
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Analyzing Account Performance

The Account Analysis section of the Account Homepage displays an analysis of how accounts are distributed
and the closed revenue. You can identify the top-performing customers and underperforming customers, as
well as the new market segments.

In this section of the Account Homepage, you can place your pointer on the chart to see specific information,
click a segment to review a detailed report, or change the categories in the drop-down lists to view the same
data from another perspective.

Account Fields

Use the Account Edit page to add an account or update details for an existing account. The Account Edit page
shows the complete set of fields for an account.

TIP: You can also edit accounts on the Account List page and the Account Detail page. For more information
on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

Account records are central to how you manage and view your data. As a result, you should enter as much
information about accounts as you can. Some of that information, such as Region or Industry, can be used in
reports as a way to categorize information. Similarly, if you link a record, such as an opportunity, to an
account record with Region or Industry filled in, those opportunities can be categorized by those values.

The following table provides additional information regarding some fields.

Key Account Information

Account Name  Name of the account. To avoid duplicate records, make sure you follow the naming
conventions your company has set up for abbreviations, capitalization, and so on.

Location Type of facility operated by the account at this site, such as Headquarters.
Parent Account Company that the account is a subsidiary of.

Web Site URL address for the account.

Account Sales Information

Account Type Relationship of the account to your company, such as Prospect, Customer, Partner,
or Competitor.

Note: Accounts designated as a Partner or Competitor appear under the All
Competitor and All Partner Accounts lists available from the Account Homepage.

They are also included in the list of accounts you can link to other accounts or
opportunities from the Account or Opportunity Detail page. At that point, you can
define the exact role that the account plays, such as Reseller, Vendor, or Partner,
and track the partner and competitor information for every account and
opportunity.
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Priority

Industry

Public Company

Region

Status
Last Call Date

HIN

Influence Type
Call Frequency

Source
Campaign

Annual
Revenues

Market Segment
Market Potential
YTD Revenue
Market Share

Reference

Reference as of
Account Partner

Number of
Physicians

Route

Accounts

Priority for the account, such as High, Medium, or Low.

Type of business engaged in by the account, such as Manufacturing, High
Technology, Financial Services, Retail, Automotive, Pharmaceuticals,
Telecommunications, Energy, Services, or Other.

If you want to view report information, such as opportunities, by Industry, select
an Industry for the account and then link the opportunity record to the account.

Indication that the account is a publicly-owned company.

Region the account falls under at your company. If you want to view report
information, such as opportunities, by Regions, select a Region for the account and
then link the opportunity record to the account.

This field is specific to Oracle CRM On Demand Life Sciences Edition.
This field is specific to Oracle CRM On Demand Life Sciences Edition.

Health Industry Number. This field is specific to Oracle CRM On Demand Life
Sciences Edition.

This field is specific to Oracle CRM On Demand Life Sciences Edition.
This field is specific to Oracle CRM On Demand Life Sciences Edition.

The campaign that generated the account. If the account is created through the
lead conversion process, this field is automatically populated from the Campaign
field on the lead record. If the account is created by a user, the user can enter the
information in this field.

Amount of the company's annual revenue.

This field is specific to Oracle CRM On Demand Life Sciences Edition.
This field is specific to Oracle CRM On Demand Life Sciences Edition.
This field is specific to Oracle CRM On Demand Life Sciences Edition.
This field is specific to Oracle CRM On Demand Life Sciences Edition.

Indication that the account can be used as a reference for potential customers or
sales representatives to contact.

Date the account becomes a reference.
Indication that this account is a partner.

Number of physicians working at a health care site, such as a hospital or clinic. This
field is specific to Oracle CRM On Demand Life Sciences Edition.

This field is specific to Oracle CRM On Demand Life Sciences Edition.

Additional Information
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Billing and Selecting a country determines the labels for the remaining address fields,
Shipping according to that country's address convention. You might see the screen refresh to
Addresses adjust the field names.

If you add a contact and link it to this account, the Billing address for the account is
carried over to the Account address section for that contact.

Owner Alias of the record owner. Generally, the owner can update the record, transfer the
record to another owner, or delete the record. However, access levels can be
adjusted to restrict or expand a user's access. In order to reassign ownership of an
account, you must have Read/Edit/Delete access to the account.

NOTE: If group ownership is enabled for your company, the group team members
will automatically change if the new owner is a member of a different group.

The value in the Owner field affects which records are included in the reports that
you or your managers run.

Each record has only one owner. However, account records can be shared with
other employees through the Account Team page. For more information, see
Sharing Records (Teams) (on page 84).

Reassign Indicates that the account should be reassigned. If your company administrator has
Account set up account assignment rules, selecting this field triggers assignment manager
to process the account again and assign it according to the rules.

NOTE: The processing time for reassigning records can vary depending on the
complexity of your company's assignment rules, the number of records to be
reassigned, and the current system load. In the case of accounts, the processing
time is also affected by the number of team members and the number of contacts
and opportunities associated with the record. The owner name changes when the
record is reassigned.

Territory Territory that this account belongs to.
Description Additional information about the account. This field has a limit of 16,350
characters.

Related Topics
See the following topic for related information:

Managing Accounts (on page 179)

Contacts

Use the Contact pages to create, update, and track contacts. Contacts are individuals that your company
currently conducts business with or expects to conduct business with in the future. These individuals can be
employees of other companies, independent consultants, vendors, or personal acquaintances. A contact is
generally associated with an account, and often, an account record includes links to information about several
different contacts at that company.
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Within Oracle CRM On Demand Financial Services Edition, a contact is often designated as a client to support
functionality that is specific to Oracle CRM On Demand Financial Services Edition. Designating a contact as a
client indicates that this is a contact with whom your company maintains a long-term relationship so that you
can monitor changes in the client's situation and identify opportunities to cross-sell additional products to the
client.

Related Topics
See the following topic for related information:

Managing Contacts (on page 197)

Working with the Contacts Homepage
The Contacts Homepage is the starting point for managing contacts.

NOTE: Your company administrator can customize the layout of your Contacts Homepage. In addition, if your
user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating a Contact

You can create a contact by clicking the New button in the My Recently Viewed Contacts section. For more
information, see Creating Records (on page 38) and Contact Fields (on page 206).

Working with Contact Lists

The Contact Lists section shows a number of filtered lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for contacts.

All Contacts No filter is available. This list displays all records to
which you have visibility, regardless of the owner.

All Customer Contacts Contacts where the Type field is set to Customer
My Contacts Contacts with your user name in the Owner field
My Recently Created Contacts Contacts with your user name in the Owner field,

sorted by the created date

My Recently Modified Contacts Contacts with your user name in the Owner field,
sorted by the modified date

Recently Created Contacts All contacts, sorted by the created date

Recently Modified Contacts All contacts, sorted by the modified date
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To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Viewed Contacts
The My Recently Viewed Contacts section shows the contacts that you viewed most recently.

To expand the list, click Show Full List.

Working with Contact Tasks

The My Open Contact Related Tasks section shows the tasks assigned to you, sorted by the due date and then
by priority. You or your manager set the due date and priority. The task priority, such as 1-High, 2-Medium,
or 3-Low, is indicated by arrows: an up arrow for high priority, no arrow for medium priority, a down arrow for
low priority.

NOTE: If your company administrator has changed the default values for the Priority field, arrows might not
be displayed in the Priority field in the task lists.

To review a task, click the Subject link.
To review the contact with which the task is associated, click the contact name.

To expand the list of tasks, click Show Full List.

Using Reports to Analyze Contacts

One or more report sections might be shown on your Contacts Homepage (your company administrator can
specify which report sections are shown on the page). In the standard edition of Oracle CRM On Demand, the
Contact Analysis by Account section is shown, which displays contacts by account criteria, such as Region,
State/Province, or Industry. For information about using the Contact Analysis by Account section, see
Analyzing Contacts (on page 205).

Adding Sections to Your Contacts Homepage

If your user role includes the Personalize Homepages privilege, you can add additional sections to your
Contacts Homepage, depending on which sections your company administrator has made available for display
on your Contacts Homepage.

To add sections to your Contacts Homepage

On the Contacts Homepage, click Edit Layout.

On the Contacts Homepage Layout page, click the arrows to add or remove sections, and to organize the
sections on the page.
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3 Click Save.

Managing Contacts

To manage contacts, perform the following tasks:

B Importing Your Contacts (on page 198)

B Linking Contacts to Multiple Accounts (on page 201)

B Tracking Relationships Between Contacts (on page 202)
B Tracking Revenue Based on Contacts (on page 203)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

B Adding Referrals (on page 204)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

B Tracking Contact Interests (on page 204)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

B Analyzing Contacts (on page 205)
B Tracking the Best Calling Times (on page 205)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

B Adding Contact State Licenses (on page 205)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

B Tracking Visits (Sales Calls) to Customers (on page 126)

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be
available to your company.

For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)

Updating Record Details (on page 60)

Linking Records to Your Selected Record (on page 61)

Working with Lists (on page 69)

Sharing Records (Teams) (on page 84)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Oracle CRM On Demand Online Help Release 19 197



Sales

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Importing Your Contacts

As a nonadministrator, you can import up to 2000 contacts at a time from a comma-separated value (.csv) file
to use with Oracle CRM On Demand.

When you import contacts, you specify how you want Oracle CRM On Demand to handle duplicate records.

Several utilities are available from the Import and Export Tools page, which augment the import and export
facilities in Oracle CRM On Demand:

B Import Assistant. For more information, see Import Assistant (on page 1447).

B Oracle Data Loader On Demand. For more information, see Oracle Data Loader On Demand Client
Utility (on page 1457).

B oOracle Migration Tool On Demand. For more information, see Oracle Migration Tool On Demand Client
Utility (on page 1462).

B Oracle Web Services. For more information, see Web Services Integration (on page 1457).

For more information about choosing an appropriate import method, see 1089184.1 (Article ID) on My Oracle
Support. For more information on importing and exporting in Oracle CRM On Demand, see Import and Export
Tools (on page 1282).

NOTE: Company administrators can import up to 30,000 contact records at one time, with a maximum file
size of 20 MB.

Before you begin. If several employees at your company are importing contacts, coordinate the importing
effort to minimize record duplication. Also, prepare your file for importing to make sure you capture all the
data in the file.

CAUTION: You cannot undo the importing of records or perform a mass deletion of records. Therefore,
practice the importing procedure with a file of 5-10 records to avoid cleaning up data afterwards. If your
company is importing a large number of records, attend a training session on importing data. For information
on those resources, click the Training and Support link at the top of each page within Oracle CRM On Demand.

To import your contacts

1 Click the Contacts tab.

2 In the Recently Modified Contacts title bar, click Import.

NOTE: If the Recently Modified Contacts section is not visible on your Contacts Homepage, click the
Edit Layout link in the upper right corner of the page, and add the Recently Modified Contacts section
to your page layout.

3 On the Data and Integration Tools page, in the Personal Import and Export Tools section, click Import
Your Contacts.

This starts the import assistant.

4  In Step 1 of the import assistant:
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Select how you want the import assistant to identify matching records.

The import assistant uses an external unique ID, which is a unique external ID field that is
imported from another system. The import assistant also uses Oracle CRM On Demand
predefined fields.

For information on how duplicate records are defined, see About Record Duplicates and
External IDs (on page 1302).

Select what you want the import assistant to do if it finds a duplicate unique record identifier in Oracle
CRM On Demand. Your choices are: not to import duplicate records, to overwrite existing records, or
to create additional records.

Select the action you want the import assistant to follow if the imported record's unique record
identifier does not match an existing record in Oracle CRM On Demand.
NOTE: If you select Overwrite Records and Don't Create New Record in the previous option,

this results in the record being updated.

Decide if the import assistant should create a new record for missing associations (related records) in
your data file.
Select the date/time format used in the CSV file.

For more information, see Field Type Guidelines for Importing Data (on page 1319).

Verify that the file encoding selection is Western European.

NOTE: You should not change this unless you are certain another encoding method is used.
The default, Western European, applies to most encoding systems in Europe and North
America.

Select the type of CSV delimiter used in your file: comma or semi-colon.

Select what you want Oracle CRM On Demand to log from the Error Logging menu: all messages,
errors and warnings, or errors only.

Select the CSV file whose data you want to import.
In Step 2 of the import assistant:
Follow the instructions for validating your file, if necessary.

Select a field mapping file, if available.

Field mapping files (.map) contain the pairing of fields in your CSV file with existing Oracle
CRM On Demand fields. After you perform an import, the system sends you an email
containing the .map file with the recent mapping scheme. Save it to your computer to re-use
it during later imports.

In Step 3 of the import assistant, map the fields in your file to Oracle CRM On Demand fields. At a
minimum, you must map all required fields to the column headings in the CSV file.

The import assistant lists the column headings from your import CSV file next to a list showing all the
fields in that area in Oracle CRM On Demand, including the custom fields that you added.
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If the address field you need does not appear in the drop-down list, select the corresponding one
shown in this table.

Street Number Number/Street
Address 1
Chome

Ku Address 2

Floor Address 3
District

Shi/Gun City

Colonia/Section PO Box/Sorting Code
CEDEX Code

Address 4

URB

Township

MEX State Province
BRA State

Parish

Part of Territory

Island

Prefecture

Region

Emirate

Oblast

Island Code Zip/Post Code
Boite Postale
Codigo Postal

If you selected a .map file, verify that the fields map correctly. Custom fields created since you ran the
previous import might need to be mapped.

For information about external IDs, see About Record Duplicates and External IDs (on page 1302).

CAUTION: If you have selected the wrong file to import, click Cancel to change selections. At this point,
using the Back button does not clear the cache, so the import file you originally selected appears in the
field mapping step.

CAUTION: External Unique ID and Manager External ID are key fields that are used to associate Contacts
with their Manager Records. If these fields are not mapped, the Manager Record will be associated with
Contacts using the Contact Name and Manager fields. When using the Contact Name and Manager fields to
do this association, the data file records will be subject to more stringent dependency ordering.

7 In Step 4 of the import assistant, follow the onscreen instructions, if necessary.

8 In Step 5 of the import assistant, click Finish.
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To view the queue for your import requests

Click the Contacts tab.
In the Recently Modified Contacts title bar, click the Import button.

On the Data and Integration Tools page, click the Import Request Queue link.

The Import Request Queue page appears with information about your requests, including the
estimated time of completion.

The following table describes the import status.

Completed The import completed with no errors during
import.
Completed with Errors The import completed but there were some errors

with some of the records.

Failed The import completed but none of the records
were imported.

Error The import did not complete because an error
occurred.

The following table describes the import record information.

# Submitted The number of records contained in the CSV file.

# Processed The number of records the import engine has
currently processed. This field is processed every
20 seconds, or as set by a system process.

# Successfully Imported The number of records that were imported without
any problems.

# Partially Imported The number of records that were imported. Not all
records were imported.

# Not imported The number of records that were not imported at
all.

Linking Contacts to Multiple Accounts

You can link a contact to more than one account. To do this, your role and your setup must be configured as
follows:

Oracle CRM On Demand Online Help Release 19 201



Sales

Your company administrator must include the Manage Extended Contact and Account Relationship Access
privilege in your user role.

Your Contact Detail Page layout must include the Accounts related information. For information about
changing your page layout, see Changing Your Detail Page Layout (on page 619).

For more information about linking records, see Linking Records to Your Selected Record (on page 61).

Tracking Relationships Between Contacts

This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be available to your
company.

When you want to track relationships between contacts, store the information in the Contact Relationship
pages. For example, you might want to track influential relationships, such as personal relationships, business
relationships, and industry peers for this contact.

To do so, first link the contact whose relationship you want to track to this contact record. (You can link as
many contacts as you want.) Then define the relationship and add any other pertinent information.

Before you begin. Create a contact record for each person you want to link to the contact.

To track relationships between contacts

Select the contact.

For instructions on selecting contacts, see Finding Records (on page 41).

On the Contact Detail page, scroll down to the Contact Relationships section and do one of the following:

To link a contact, click Add.

To update information, click the Edit link in the row for the existing contact relationship.

On the Contact Relationship Edit page, enter the required information.

The following table describes some fields for tracking relationships between contacts.
Comments

Related Contact Click the Lookup icon, and select the contact whose relationship
and information you want to track. This is a required field.

Role Select an option that defines the relationship between the
contacts. This is a required field.

The default values are: None Specified, Child, Lawyer, Spouse,
Accountant, Assistant, Investor, Banker, Lived with, Subordinate,
Superior, Known Associate, Competitor, Relative, or Agent. Your
company administrator can change or add values to the
drop-down list.
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Comments

Reverse Role Select an option that defines the reverse relationship between
the contacts. This is a required field.

The default values are: None Specified, Child, Lawyer, Spouse,
Accountant, Assistant, Investor, Banker, Lived with, Subordinate,
Superior, Known Associate, Competitor, Relative, or Agent. Your
company administrator can change or add values to the
drop-down list.

Start Date The default is today's date. You can use this field to record the
start date of the relationship between the contacts.

End Date Use this field to record the expiration date of the relationship
between the contacts.

Tracking Revenue Based on Contacts

NOTE: This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be available
to your company.

You can track revenue information for each of your contacts, which allows your company to base its forecasts
on contact revenue. To do so, you add revenue records to contacts.

Adding revenue records to contacts allows you to:
Track products, product categories, or revenues forecasted for each contact
Base your company’s forecasts on contact revenue

If your company bases its forecasts on contacts, only records meeting these criteria are included in the
forecast:

Revenue record for the contact must have a Status of Open, Pending, or Closed.
Revenue record for the contact must have the Forecast field checked.
Revenue record cannot be linked to an opportunity.

Before you begin. Your company needs to inform you of the forecasting method that it wants to use.
Companies can forecast revenue on opportunity, opportunity product, account, contact revenue, or product
quantity, but only on one of those. The company forecasting method determines which fields you need to fill in
when adding revenue records to contacts.

To add revenue to contacts
Select the contact.
For instructions on selecting contacts, see Finding Records (on page 41).
On the Contact Detail page, scroll down to the Revenues section and do one of the following:
To link a revenue record, click Add.
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To update revenue information, click the Edit link next to the existing revenue record.

On the Revenue Edit page, complete the Revenue Fields, see Tracking Revenue Based on Accounts (on
page 189).

NOTE: If your company does not use contact revenue for its forecasts, it is best to leave the Forecast
check box blank on the Revenue page.

Save the record.

Adding Referrals

This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be available to your
company.

You can add referrals to your contact record. When you create a new referral, the record is saved as a new
lead record.

To add a referral

Select the contact.

For instructions on selecting contacts, see Finding Records (on page 41).
On the Contact Detail page, scroll down to the Referral section and click New.
On the Referral Edit page, enter the required information.

Save the record.

The new referral shows a status of Qualifying by default.

Tracking Contact Interests

This feature is not part of the standard edition of Oracle CRM On Demand, so it might not be available to your
company.

You can track products, services, or hobbies a contact is interested in, such as mutual funds or golf.

To track contact interests

Select the contact.

For instructions on selecting contacts, see Finding Records (on page 41).
On the Contact Detail page, scroll down to the Contact Interests section and click Add.
On the Contact Interests page, fill in the required information.

Save the record.
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Analyzing Contacts

The Contact Analysis by Account section of the Contacts Homepage shows a chart that allows users to analyze
their total number of contacts by account criteria, such as Region, State/Province, or Industry. With this
information, users can see their contact distribution and identify areas of opportunity or weakness.

In this section of the Contacts Homepage, you can place your pointer on the chart to see specific information,
click a segment to review a detailed report, or change the categories in the drop-down list to view the same
data from another perspective.

Tracking the Best Calling Times

To record and track the best time to call on a contact (typically, a physician or another health care provider),
complete the following procedure to add the best calling time. Creating this record allows you to track when a
contact is available at a given location.

NOTE: If you do not see the Best Times section in your Contact Detail page, add this section as described in
Changing Your Detail Page Layout (on page 619), or contact your company administrator. This feature is
available in Oracle CRM On Demand Life Sciences Edition only.

To track the best calling time

From the Contact Detail page, scroll to the Best Times section, and click New.

Complete the fields described in the following table.

Day The planned day of the call, for example, Monday. Use the picklist to select
a day. (Required)

Start Time The planned start time for the call, for example, 11:00 a.m. (Required)

End Time The planned end time for the call, for example, 1:00 p.m. or 13:00.
(Required)

Comments A description of the call.

Street Address The street address of the contact. Use the Lookup selector to choose the
address. (Required)

Save the record.

Adding Contact State Licenses

A license to practice medicine is used to validate signatures for samples that are dropped off by a sales
representative (for example, a pharmaceutical sales representative) to a contact (for example, a physician). A
physician must have a valid medical license for the state in which the physician practices medicine. A contact
state license record captures the license information for the contact, typically a physician.
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To add a state license record for a contact, complete the following procedure.

NOTE: If you do not see the Contact State License related item section in your Contact Detail page, add that
related item section as described in Customizing Related Item Layouts (on page 1056), or contact your
company administrator. This feature is available in Oracle CRM On Demand Life Sciences Edition only.

To add a contact state license

From the Contact Detail page, scroll to the Contact State License section, and click New.

Complete the fields in the following table and save the record.

Contact The contact for this state license record, typically a physician or
pharmaceutical representative. Use the Book selector to choose a contact.

License Number The license number for the contact, for example, PS4231732. (Required.)

State The U.S. state or jurisdiction associated with the license humber. Use the
picklist list to select the state, for example, NJ for New Jersey.

NOTE: If your jurisdiction is non-U.S., this field is not required.

Expiration Date The date when the license expires (MM/DD/YYYY), for example,
10/31/2009. Click the calendar icon to select the expiration date.

Status The status of the license (Active or Inactive). Choose the status using the
picklist.

Contact Fields

Use the Contact Edit page to add a contact or update details for an existing contact. The Contact Edit page
shows the complete set of fields for a contact.

TIP: You can also edit contact information on the Contact List page and the Contact Detail page. For more
information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

The following table provides additional information regarding some fields.

Key Contact Information
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Opt In

Opt Out

Contacts

Account the contact is linked to.

NOTE: It is possible to link a contact to more than one account; see Linking
Contacts to Multiple Accounts (on page 201) for more information.

Used in the U.S. and Europe to indicate that a customer has explicitly
chosen to participate in either their information sharing or marketing
communications.

Used in the U.S. and Europe to indicate that a customer has explicitly
chosen not to allow their information to be shared or has chosen not to
receive marketing communications.

Contact Detail Information

Contact Type

Department
Manager

Lead Source

Source Campaign

Assistant Name
Assistant Phone #
Private

Never Email

Degree

Market Potential

Call Frequency

YTD Sales

The type of contact, such as Prospect, Qualified Lead, Customer, Partner,
Client, and Competitor.

The Client value is specific to Oracle CRM On Demand Financial Services
Edition.

NOTE: If you select the Client value in this field, then the Client Since Date
field is automatically populated with the current date.

Name of the department of the contact.
Name of the manager of the contact.

Lead source of the contact, such as Advertisement, Direct Mail, Email, Web
Site, and Other.

The campaign that generated the contact. If the contact is created through
the lead conversion process, this field is automatically populated from the
Campaign field on the lead record. If the contact is created by a user, the
user can enter the information in this field.

Name of the contact’s assistant.

Phone number of the contact’s assistant.

Indicates that the contact is private and cannot be viewed by other users.
Indicates that the contact does not want to receive email.

Default values are PHD, M.D., D.O., MBA, RN, R.T., Reg. Pharmacist, Master
of Science, Dentist, LPN, and Master of Public Health. This field is specific to
Oracle CRM On Demand Life Sciences Edition.

Default values are High, Medium, and Low. This field is specific to Oracle
CRM On Demand Life Sciences Edition.

Default values are No See, 1-2 Times/Year, 3-4 Times/Year, and >5
Time/Year. This field is specific to Oracle CRM On Demand Life Sciences
Edition.

This field is specific to Oracle CRM On Demand Life Sciences Edition.
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Route Default values are Route 1, Route 2, Route 3, and Route 4. This field is
specific to Oracle CRM On Demand Life Sciences Edition.

Last Call Date This field is specific to Oracle CRM On Demand Life Sciences Edition.

Best Time to Call Indicates the best time of day to reach a contact. Default values are Early
afternoon, Early morning, Evening, Late afternoon, Mid-morning, and
Saturday. This field is specific to Oracle CRM On Demand Life Sciences
Edition.

Additional Information

Account address fields Primary address. Inherited from the account linked to the contact. Read
only.

Contact address fields Alternate address of the contact.

Owner Alias of the record owner. Generally, the owner can update record details,
transfer a record to another owner, or delete the record. However, access
levels can be adjusted to restrict or expand a user’s access.

This value affects which records are included in reports you or your
managers run (from Reports and Dashboard pages).

Each record has only one owner. However, contact records can be shared
with other users through Contact Team or Account Team pages. For
instructions, see Sharing Records (Teams) (on page 84).

Description Additional information about the contact. This field has a limit of 16,350
characters.

Available Section

Current Investment Default values are Aggressive, Moderate, and Conservative. This field is
Mix specific to Oracle CRM On Demand Financial Services Edition.
Objective Default values are Capital Preservation, Income, Income/Growth, Balanced,

Growth, Aggressive Growth, and International Diversification. This field is
specific to Oracle CRM On Demand Financial Services Edition.

Segment Default values are White Collar, Blue Collar, Rural/Farming, Mass Retail,
Mass Affluent, High Net Worth, Penta-Millionaires, and Ultra High Net Worth.
This field is specific to Oracle CRM On Demand Financial Services Edition.

Experience Level Default values are None, Limited, Good, and Extensive. This field is specific
to Oracle CRM On Demand Financial Services Edition.

Risk Profile Default values are Conservative, Moderate, and Aggressive. This field is
specific to Oracle CRM On Demand Financial Services Edition.

Primary Goal Default values are Saving for child’s education, Saving for College, New
Home, Accumulating wealth, Estate planning, Preserving my assets, and
Retirement. This field is specific to Oracle CRM On Demand Financial
Services Edition.
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Investment Horizon

Tier

Total Liabilities
Total Net Worth
Total Income
Total Assets
Total Expenses
Credit Score

Marital Status

Own or Rent

Home Value
Date of Birth
Tax Bracket
Customer ID

Gender

Self-Employed

Client Since Date

Referred By

Qualified Date

Status

Profession

Contacts

Default values are Marriage, Birth of Child, Retirement, Divorce, and Other.
This field is specific to Oracle CRM On Demand Financial Services Edition.

Default values are Short term, Medium term, and Long term. This field is
specific to Oracle CRM On Demand Financial Services Edition.

Default values are Gold, Silver, Bronze, Top 100, Top, Medium, and Low.
This field is specific to Oracle CRM On Demand Financial Services Edition.

This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific Oracle CRM On Demand Financial Services Edition.

Default values are Single, Divorced, Married, Partner, Separated, Widowed,
and Widower. This field is specific to Oracle CRM On Demand Financial
Services Edition.

Default values are Own or Rent. This field is specific to Oracle CRM On
Demand Financial Services Edition.

This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.
This field is specific to Oracle CRM On Demand Financial Services Edition.

Default values are F and M. This field is specific to Oracle CRM On Demand
Financial Services Edition.

This field is specific to Oracle CRM On Demand Financial Services Edition.

Automatically populated with the current date when the Contact Type is set
to Client. This field is specific to Oracle CRM On Demand Financial Services
Edition.

The person who referred the contact. This field is specific to Oracle CRM On
Demand Financial Services Edition.

Automatically populated with the current date when the client is qualified.
This field is specific to Oracle CRM On Demand Financial Services Edition.

Status of the Contact. Default values are Active, Quiet Filed, or Dead Filed.
This field is specific to Oracle CRM On Demand Financial Services Edition.

The client's profession. This field is specific to Oracle CRM On Demand
Financial Services Edition.
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Opportunities

Use the Opportunity pages to create, update, and track opportunities. Opportunities are potential sales deals
that, at some point, might be included in revenue forecasting.

You can create an opportunity by converting a qualified lead to an opportunity, or you can create a new
opportunity for an existing account or contact.

Opportunity records help you to manage your sales pipeline as you work to close deals. All of your opportunity
information is visible in one place and is linked to related lead, contact, and account information. This
information gives you a complete picture of your opportunity and your customer.

About Opportunities and Forecasts

An opportunity is a potential revenue-generating transaction that can be included in your sales forecast when
it reaches a specific point in your sales process. For an opportunity or product revenue record to be considered
for inclusion in a forecast, the record must have a close date within the forecast period and be owned by a
forecast participant. The forecast periods and participants are determined as part of the forecast definition.
For more information about forecasts, see Forecasts (on page 228).

Tips for Managing Your Opportunity Records

Updating your opportunity information as you work to close a deal facilitates clear team communication and
ensures accurate forecasts and reports. It is particularly important to keep certain fields on the Opportunity
Detail page up to date:

The Revenue, Close Date, and Sales Stage fields are critical for tracking pipeline history and are used for
trend analyses and forecasting.

If your company bases its forecasts on opportunities, select the Forecast check box on an opportunity
record to add the opportunity to your forecasted revenue at the appropriate time in the sales process. If
your company bases its forecasts on products, select the Forecast check box on your linked products
instead.

Sales Stages

Every sales process is defined by specific stages. Each sales stage has certain activities and deliverables, or
tasks that must be completed before the opportunity is advanced to the next sales stage. As you work on an
opportunity, you evaluate it against clearly defined criteria for each stage in your company's sales cycle.

As criteria are met, update the Sales Stage field in your opportunity record.

The Probability percentage field on the opportunity record defaults to a value related to the selected sales
stage for the opportunity. You can change this value, if needed, to better reflect your particular
opportunity while it is in that sales stage. However, when the sales stage changes, the value in the
Probability percentage field is automatically updated to the default probability value for the new sales
stage, unless the Mass Update feature is used to change the sales stage. If you use the Mass Update
feature to change the value in the Sales Stage field on one or more records, then the value in the
Probability percentage field on the records is not updated to the default probability percentage for the new
sales stage.
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The Expected Revenue field displays a currency value that is calculated based on the Revenue field
multiplied by the value in the Probability percentage field. This figure is used for forecasting.

Update the Next Step field to reflect the criteria for the next stage in the sales cycle.

Forecasting

When Oracle CRM On Demand generates forecasts, it determines which records, fields, and data to include
according to your forecasting method. If certain conditions are met, it includes those records in the forecasts:

Close Date. Oracle CRM On Demand verifies that the close date for the opportunity or product revenue
record falls within the forecast period:

If your company's forecasts are based on opportunity revenue, the opportunity record (either alone or
linked to products) must show a close date that falls within the forecast period.

If your company's forecasts are based on product revenue, the product revenue record must show a
close date that falls within the forecast period.

Expected Revenue. Oracle CRM On Demand calculates the expected revenue forecast data, as follows:

Calculates the total for the Expected Revenue fields in either the opportunity or product revenue
records and displays the sum in the Expected Revenue field in the Forecast record.

NOTE: For the opportunity expected revenue to accurately reflect expected revenue based on
opportunity products, the user must click the Update Opportunity Totals button. This functionality is
only available if the Product Probability Averaging Enabled option is enabled on the company profile.
The functionality ensures that the probability percentage (as recorded in the Probability % field) for
each product revenue record is included as part of the calculation.

Pipeline. Oracle CRM On Demand calculates the pipeline forecast data, as follows: it calculates the total
for the Revenue fields in either the opportunity or product revenue records for all prospective deals within
the forecast period, regardless of the status, and displays the sum in the Pipeline field in the forecast
record.

NOTE: For recurring product revenues, only the revenue amount that pertains to the forecast period is
included, not the total product revenue.

Forecast. Oracle CRM On Demand retrieves the Revenue field data from records with the Forecast check
box selected and displays the sum in the Forecast field in the forecast record:

If your company bases its forecasts on opportunities, opportunity records with the Forecast check box
selected are included.

If your company bases its forecasts on products, product revenue records with the Forecast check box
selected are included.

NOTE: The Forecast flag indicates that there is a high probability that the opportunity will
close. So, when this flag is selected, the corresponding revenue is included in your forecasted
revenue totals.

The Forecast flag does not determine whether an opportunity or product revenue record is
part of your overall forecast record.

Closed Revenue. Oracle CRM On Demand retrieves Revenue field data from records with a sales stage of
Closed-Won and displays the total in the Closed Revenue field of the Forecast record:

If your company bases its forecasts on opportunities, opportunity records with a close date within the
forecast period are included.
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If your company bases its forecasts on products, product revenue records with a start/close date
within the forecast period are included.

NOTE: For recurring product revenues, only the revenue amount that pertains to the forecast
period is included, not the total product revenue.

Working with the Opportunity Homepage
The Opportunity Homepage is the starting point for managing opportunities.

NOTE: Your company administrator can customize the layout of your Opportunity Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating an Opportunity

You can create an opportunity by clicking the New button in the Recently Viewed Opportunities section. For
more information, see Creating Records (on page 38) and Opportunity Fields (on page 226).

Working with Opportunity Lists

The Opportunity Lists section shows a number of filtered lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for opportunities.

All Opportunities All opportunities to which you have visibility

All Closed Opportunities The opportunities where the Sales Stage field is
set to Closed/Won

All Large Opportunities The opportunities where the revenue is greater
than 100,000

Recently Created Opportunities All opportunities to which you have visibility,
sorted by the created date

Recently Modified Opportunities All opportunities to which you have visibility,
sorted by the modified date

My Forecast Opportunities The opportunities where the Forecast check box
is selected

My Opportunities The opportunities where your name is in the
Owner field

My Top Opportunities The opportunities that you own where the

Priority field is set to High
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My Recently Created Opportunities All opportunities that you created, sorted by the
created date

My Recently Modified Opportunities All opportunities that you modified, sorted by the
created date

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Viewed Opportunities
The My Recently Viewed Opportunities section shows the opportunities that you viewed most recently.

To expand the list, click Show Full List.

Working with Opportunity Tasks

The My Open Opportunity Related Tasks section shows the tasks assigned to you, sorted by the due date and
then by priority. You or your manager set the due date or priority. The task priority, such as 1-High,
2-Medium, or 3-Low, is indicated by arrows: an up arrow for high priority, no arrow for medium priority, a
down arrow for low priority.

NOTE: If your company administrator has changed the default values for the Priority field, arrows might not
be displayed in the Priority field in the task lists.

To review a task, click the Subject link.
To review the opportunity with which the task is associated, click the opportunity name.

To expand the list of tasks, click Show Full List.

Using Reports to Analyze the Pipeline

One or more report sections might be shown on your Opportunity Homepage. Your company administrator can
specify which report sections are shown on the page. In the standard edition of Oracle CRM On Demand, the
Pipeline Analysis for Current Quarter section is shown, which displays a quarterly analysis of the pipeline in
chart format. For information about using the Pipeline Analysis for Current Quarter section, see Analyzing the
Pipeline (on page 221).

Adding Sections to Your Opportunity Homepage

If your user role includes the Personalize Homepages privilege, you can add more sections to your Opportunity
Homepage, depending on which sections your company administrator has made available for display on your
Opportunity Homepage.
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To add sections to your Opportunity Homepage

On the Opportunity Homepage, click Edit Layout.

On the Opportunity Homepage Layout page, click the arrows to add or remove sections, and to organize
the sections on the page. Then click Save.

Managing Opportunities
To manage opportunities, do the following tasks:
Tracking Partners and Competitors of Opportunities (on page 214)
Accessing the Sales Process Coach (on page 215)
Linking Products to Opportunities (on page 216) (allows tracking of product revenue)
Analyzing the Pipeline (on page 221)
Creating a Special Pricing Request from an Opportunity (on page 221)
Specifying Parent and Child Opportunities (on page 222)
Creating a Deal Registration from an Opportunity (on page 223)
Splitting Opportunity Revenue Among Team Members (on page 224)
For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Viewing Audit Trails for Records (on page 105)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Tracking Partners and Competitors of Opportunities

Oracle CRM On Demand provides areas where you can track information about partners or competitors of your
opportunities. For example, you might want to track which companies (accounts) you do business with for
Opportunity XYZ or which companies (accounts) you compete with for Opportunity XYZ.

To do so, first link the account acting as your partner or competitor to the opportunity record. (You can link as
many partner or competitor accounts as you want.) Then add information to the Opportunity Partner or
Competitor Edit page about the partner or competitor, such as its strengths and weaknesses.
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Before you begin. Create an account record for each partner or competitor you want to link to your
opportunity. For information on adding records, see Creating Records (on page 38).

To track partner and competitor information of opportunities

Select the opportunity.
For instructions on selecting opportunities, see Finding Records (on page 41).
On the Opportunity Detail page, scroll to the Opportunity Partners or Opportunity Competitors section and
do one of the following:
To link an account, click Add.

To update information, click the Edit link next to the existing partner or competitor.

On the Opportunity Partner or Opportunity Competitor Edit page, enter the required information.

The following table describes some field information for tracking partner or competitor information.

Opportunity Click the Lookup icon, and select the account whose relationship and
Partner information you want to track as your partner with this opportunity. This
is a required field.

Opportunity Click the Lookup icon, and select the account whose relationship and
Competitor information you want to track as your competitor for this opportunity.
This is a required field.

Role Select an option that defines the relationship between your opportunity
and this account. This is a required field.

Reverse Role Select the option that defines the reverse relationship or role. This is a
required field.

Start Date Use this field to record the start date of a partnership. The default is
today’s date. This is a required field.

End Date Use this field to record the expiration date of a partnership.

Primary Contact Key partner or competitor contact for this opportunity.

Save the record.

Accessing the Sales Process Coach

At each sales stage of an opportunity, your company might need to collect specific information, according to
their business practices. To guide you in completing the information, your company administrator can set up
follow-up tasks, require that you fill in specific information, and add information for you to review at each
phase of the sales process.
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Note: Your company can set up different sales processes (stages, probabilities, and coaching information) for
different roles and different opportunity types. For example, if some sales representatives sell products while
others sell services, they might be linked to different roles and, as a result, see different options for sales
stages and different guidelines in the sales process coach.

To access the coach information relating to the sales stages

Select the opportunity.

For instructions on selecting opportunities, see Finding Records (on page 41).
On the Opportunity Detail page, click the Coach button.

Review the Process Coach page for information that your company administrator set up, and update the
opportunity record accordingly.

TIP: You can print the information by right-clicking on the Process Coach page.

NOTE: In the Useful Resources section, click View in the row of any attachment for further
information.

To update the opportunity, click Edit and revise the record information to meet the coach instructions.

Save the opportunity record.

When you update the Sales Stage field, the application prompts you to fill in required fields. Also, some
fields might default to certain values, but you can update those.

Click Close in the Process Coach window.

If your company administrator has set it up, some tasks are added to this opportunity and this opportunity’s
linked account when you save the record.

Related Topics
See the following topic for related information:

Setting Up Sales Processes, Categories, and Coaches (on page 1274)

Linking Products to Opportunities

You can link products to opportunities to:
Track which products belong to the opportunity
Calculate opportunity revenue based on product revenue
Base your company’s forecasts on product revenue or product quantities

You can also link a product to an opportunity when you create the opportunity. If your company administrator
has enabled the Save and Add Product button on the Opportunity Edit page, you can click the Save and Add
Product button to save the new opportunity record and navigate directly to the Product Revenue Edit page. If
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you cancel adding the product revenue record, then Oracle CRM On Demand displays the Opportunity Detail
page for the previously saved opportunity record.

Before you begin. Your company needs to inform you of the forecasting method it wants to use. The
company forecasting method determines which fields you must select when linking products to your
opportunities.

NOTE: You click the Update Opportunity Totals button to calculate the opportunity revenue based on product
revenue. The calculation behind this functionality differs depending on whether the Product Probability
Averaging Enabled option is enabled on the company profile.

The following conditions apply to the calculation:

If the Product Probability Averaging Enabled option is enabled, the Update Opportunity Totals button will
update the Opportunity Revenue and the Opportunity Probability based upon each linked product.
Therefore, the Expected Revenue will be calculated based upon the average probability for all linked
products.

If the Product Probability Averaging Enabled option is not enabled, the Update Opportunity Totals button
will update the Opportunity Revenue based upon the total product revenue for each linked product. The
Opportunity Probability value is not updated; therefore, the Expected Revenue will be calculated based
upon the existing percentage.

For the Update Opportunity Totals button to work correctly, the Quantity and Revenue fields on the Product
Revenue Edit page must be displayed and populated. Your company administrator can customize your page
layout to make these fields available.

To link products to opportunities

Select the opportunity.

For instructions on selecting opportunities, see Finding Records (on page 41).

On the Opportunity Detail page, scroll down to the Opportunity Product Revenues section and do one of
the following:

To link a product, click Add.

To update product information, click the Edit link next to the existing product.
On the Opportunity Product Revenue Edit page, fill in the Quantity, Purchase Price, and Close Date fields.

If the product represents recurring revenue, fill in the Frequency and # of Periods fields in the Recurring
Revenue Information section.

If your company forecasts revenue based on product revenue, and you want to include this product
revenue record as part of your forecasted revenue totals, or your forecasted quantities, or both, select the
Forecast check box.

NOTE: If your company forecasts revenue, based on opportunities, rather than products, it is best not
to select the Forecast check box on the Opportunity Product Revenue record.

Save the record.
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To calculate opportunity revenue based on linked product revenue

Select the opportunity.

For instructions on selecting opportunities, see Finding Records (on page 41).

On the Opportunity Detail page, scroll to the Product Revenues section and do one of the following:

To link a product, click Add.

To update product information, click the Edit link next to the existing product. (If inline editing is

enabled, you can edit the Product Revenues fields inline on the Opportunity Detail page; for more
information about editing fields in related information sections, see Updating Linked Records from
Main Records (on page 67).)

On the Opportunity Product Revenue Edit page, fill in the Quantity, Purchase Price, and Start/Close Date
fields.

If the product represents recurring revenue, fill in the Frequency and # of Periods fields in the Recurring
Revenue Information section.

Save the record.

On the Opportunity Detail page, click Update Opportunity Totals in the Opportunity Product Revenue
section.

This totals the product revenue for each linked product and displays it in the Revenue and Expected
Revenue fields for the Opportunity.

To base your company'’s forecasts on product revenue records
Select the opportunity.

For information on selecting opportunities, see Finding Records (on page 41).

On the Opportunity Detail page, scroll to the Opportunity Product Revenues section, and do one of the
following:

To link a product, click Add.

To update product information, click Edit. (If inline editing is enabled, you can edit the Opportunity

Product Revenues fields inline on the Opportunity Detail page. For more information about editing

fields in related information sections, see Updating Linked Records from Main Records (on page 67).)
On the Opportunity Product Revenue Edit page:

Fill in the Quantity, Purchase Price, and Start/Close Date fields.

Make sure that the date in the Start/Close Date field falls within the forecast period, and that the
record is owned by a forecast participant.

Select the Forecast check box to indicate that you want this record information to contribute to your
forecast revenue totals.
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If the product represents recurring revenue, fill in the Frequency and # of Periods fields in the
Recurring Revenue Information section.

Save the record.

NOTE: If a product is not sold, you can update the associated Start/Close date and clear the Forecast
check box on the Product Revenue page for that product to prevent the revenue for the product from

being added to your company's forecasts. Alternatively, if one of several products linked to the
opportunity is on hold, you can remove the product from the opportunity, and create another
opportunity for that product to prevent its revenue from being included in the forecast.

Opportunity Product Revenue Fields

The following table describes field information for product revenue. Your administrator can add, relabel, or
delete fields, so the fields you see might differ from those in this table.

CAUTION: If your company bases its forecasts on products, the information that you enter for product
revenue can affect its calculations.

Key Product Information

Product Name

Quantity

Purchase Price

Revenue

Product Category

Part #
Type
Status

Description

Only products marked Orderable by your company administrator can be
selected. When you link a product to this opportunity, these fields are copied
from the product definition: Product Category, Part #, Type, Status, and
Description.

Number of units the customer orders. For a recurring product, enter the quantity
of the product per recurring period. For example, if you send 10 printer
cartridges each month, enter 10 here.

Product price.

The quantity multiplied by the purchase price. The revenue cannot be
overwritten. This field affects the forecasts for opportunity products.

Category carried over with the product definition. Read-only.

Number carried over with the product definition. Read-only.
Type carried over with the product definition. Read-only.
Status carried over with the product definition. Read-only.

Additional information about the product. Limit of 250 characters.

Recurring Revenue Information
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Start/Close Date

Frequency

# of Periods

This date is carried over from the close date on the opportunity. For the product
revenue item, this date is the expected close date. For a recurring product, this
date is the start date. For a recurring product with a close date that ends on the

last day of the month and a start date of mid-month, add one record for the full

recurring price and another record for the prorated order.

For example: You start supplying paper to a company on May 15th. After that,
you will be sending $500 worth of paper at the end of each month through the
end of the year.

For the mid-month order, add a product record with these values:
Revenue = $250
Quantity = 1

For the recurring order, add a second product record with these values:
Revenue = $500

Quantity = 1

Frequency = Monthly

#of Periods = 7 (June through December).

Frequency for a recurring product.
The term bi-weekly means once every two weeks.

When you populate this field, you must also populate the # of Periods field.

Number of periods for the recurring product revenue. Recurring revenue can
support a maximum of 260 periods. The length of time that is covered by the
total number of periods varies based on the frequency selected (in the
Frequency field). For example, if you have weekly recurring revenue you can
track revenue for up to five years.

NOTE: When you populate this field, you must also populate the Frequency field.

Sales Information

Sales Stage

Probability

Expected
Revenue

Account

Read-only. Sales Stage carried over from the opportunity.

Probability of a successful outcome for the product sale. The initial value in this
field is carried over from the sales stage of the opportunity. You can change the
value, if needed, to better reflect your particular product.

When the sales stage changes, the value in the Probability field on the
opportunity record again defaults to the value related to the new sales stage, but
the value in the Probability field on the product is not overwritten.

NOTE: If the Mass Update feature is used to change the sales stage on one or
more opportunities, then the value in the Probability percentage field on the
opportunities is not updated to the default probability percentage for the new
sales stage.

A currency value that is calculated based on the Revenue field multiplied by the
value in the Probability percentage field.

Account linked to this opportunity. Read-only.
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Owner Person assigned to this opportunity. This value defaults to the opportunity
owner. Subsequent changes to the opportunity owner are not reflected in this
field.

Generally, the owner can update record details, transfer the record to another
owner, or delete the record. However, access levels can be adjusted to restrict
or expand a user’s access.

This value affects which records are included in forecasts, as well as in the
reports that you or your managers run (from Reports and Dashboard pages).

Each record has only one owner. However, opportunity records can be shared
with other users through Opportunity Team or Account Team pages. For
instructions, see Sharing Records (Teams) (on page 84).

Forecast Indicator to include this product in forecasting totals.

Analyzing the Pipeline

In the standard edition of Oracle CRM On Demand, the Pipeline Analysis for Current Quarter section of the
Opportunity Homepage shows a quarterly analysis of the pipeline in chart format. You can use this analysis to
help you to identify opportunities and challenges. In this section of the Opportunity Homepage, you can place
your pointer on the chart to see specific information, click a segment to review a detailed report, or change
the categories in the drop-down lists to view different opportunity and revenue analysis reports. For example,
you can generate an analysis that shows the number of opportunities by region.

You can also do any of the following:
Use this analysis to see where your deals are in the sales cycle, so you can take action when it is required.
Filter by Average (Avg) Number (#) of Days in Stage to see if and where your deals are stalled.
Filter by Number (#) of Opportunities to see how many opportunities are in each stage of your sales cycle.
Display a list of the deals in each stage to help you focus on the areas that require your attention.

Go to the Pipeline Dashboard to see historical and comparative perspectives about your overall
performance.

Creating a Special Pricing Request from an Opportunity

You can create a special pricing request from an opportunity.
Note: This feature is available only in Oracle CRM On Demand Partner Relationship Management Edition.

Before you begin. In the standard application, the opportunity special pricing request is not displayed. To
add it to the Opportunity Detail page, your company administrator must grant read-only access to the related
information for opportunities for your role. Then you must click the Edit Layout link on the Opportunity Detail
page and add the special pricing request as a Related Information section (see Changing Your Detail Page
Layout (on page 619)).
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To create the special pricing request for an opportunity
Select the opportunity.
For information on selecting opportunities, see Finding Records (on page 41).

On the Opportunity Detail page, scroll down to the Special Pricing Request related information, and click
New.

In the Special Pricing Product Detail page, enter the required information, and save the record.

For information on the fields, see Special Pricing Product Fields (on page 372).

Specifying Parent and Child Opportunities

You can indicate opportunity hierarchies, such as a sales opportunity that has multiple components, by
specifying a parent-child relationship. You can create the parent opportunity from the child opportunity or
create the child opportunity from the parent opportunity.

If you delete a parent opportunity that has related subopportunities, the association between the parent and
child records is deleted, but the child opportunities remain as active records. The Parent Opportunity External
Unique ID field remains populated for the child opportunity record in case the parent opportunity is later
restored from the Deleted Items page.

If you associate a child opportunity with a new parent opportunity record, the Parent Opportunity ID, Parent
Opportunity, and Parent Opportunity External Unique ID fields are populated with the values for the new
parent. If the original parent record is restored, it is not reassociated with the child record.

If a single child opportunity is deleted, the parent opportunity and any additional child opportunities remain as
active records, and the deleted child opportunity moves to the Deleted Items page. The deleted child
opportunity is no longer displayed in the Sub-Opportunities related information list for the parent opportunity,
but the Parent Opportunity Id, Parent Opportunity, and Parent Opportunity External Unique ID field values
remain populated on the deleted child opportunity record.

The following procedures describe how to specify parent and child opportunities:

To specify a parent opportunity

Select an opportunity to be the child opportunity.

For instructions on selecting opportunities, see Finding Records (on page 41).

On the Opportunity Detail page, click Edit.

On the Opportunity Edit page, click the Lookup icon next to the Parent Opportunity field.
In the Lookup window, select or create the parent opportunity.

Save the record.
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To specify a child opportunity
Select an opportunity to be the parent opportunity.
For instructions on selecting opportunities, see Finding Records (on page 41).
On the Opportunity Detail page, click Edit.
On the Opportunity Edit page, click the New button next to the Sub-Opportunities Related Items list.
In the Lookup window, select or create the child opportunity.

Save the record.

To remove or delete an opportunity hierarchy

Select the child opportunity.

For instructions on selecting opportunities, see Finding Records (on page 41).
On the Opportunity Detail page, click Edit.

In the Parent Opportunity field, delete the current value, type a new value, or use the Lookup icon to
choose a new value.

Save the record.

Related Topics
See the following topics for related information:

Finding Records (on page 41)
Opportunity Fields (on page 226)

Creating a Deal Registration from an Opportunity

You can create a deal registration from an opportunity.
Note: This feature is available only in Oracle CRM On Demand Partner Relationship Management Edition.

Before you begin. In the standard edition of Oracle CRM On Demand, the Deal Registrations section is not
displayed on the Opportunity Detail page. To add it to the Opportunity Detail page, your company
administrator must grant read-only access to the related information for opportunities for your role. Then you
must click the Edit Layout link on the Opportunity Detail page, and add the deal registration as a Related
Information section (see Changing Your Detail Page Layout (on page 619)).
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To create a deal registration from an opportunity

Select the opportunity.

For information on selecting opportunities, see Finding Records (on page 41).
On the Opportunity Detail page, scroll down to the Deal Registrations related information, and click New.

In the Deal Registration Edit page, enter the required information.

For information on the fields, see Deal Registration Fields (on page 348). For information on
associating existing deal registrations with existing opportunities and to change existing associations
between the two, see Associating Deal Registrations with Opportunities (on page 345).

Splitting Opportunity Revenue Among Team Members

You can split revenue from an opportunity among opportunity team members. The Opportunity Revenue
forecast type uses these revenue splits to calculate the revenue noted in the opportunity record. For more
information on forecasting, see Forecasts (on page 228) and About Opportunities and Forecasts (on page
210). For more information on opportunity teams, see About Opportunity Teams (on page 225).

To split opportunity revenue among team members
Select the opportunity.

For information on selecting opportunities, see Finding Records (on page 41).

On the Opportunity Detail page, scroll down to the Opportunity Team section, and do one of the following:
To add a team member, click Add Users.

To update team member information, click Edit Users.
On the Opportunity Team Edit Users page:

For each team member, enter information in the required fields, including the Split Percentage (%)
field.

(Optional) Click the Spread Split button to distribute the split percentage evenly among team
members.

(Optional) Click the Refresh Totals button to recalculate the Split Revenue and Totals.

NOTE: The Refresh Totals and Spread Split buttons are not visible unless Enable Opportunity Revenue
Split is selected in your company profile, see Setting Up Your Company Profile and Global Defaults
(on page 996).

Save the record.
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Opportunity Team Fields

The following table describes some of the fields for opportunity teams.

Split % This field shows each team member's percentage of revenue. The
default value is 100% for the opportunity owner and 0% for other team
members.

Split Revenue This is a calculated, read-only field. The split revenue is calculated by

multiplying the opportunity revenue by the split percentage (%).

User Role Select an option that defines the relationship between the team member
and the opportunity team. This is a required field.

Opportunity Designates a team member's access to the opportunity record. This is a
Access required field.

About Opportunity Teams

For some record types, such as accounts, contacts, and opportunities, you can allow a team of users to share
a record. To allow a user to share a record, you first add the user to the team for the selected record. Then
you specify the access level the user has to the record, and to specified linked records.

Note the following points regarding opportunity teams, account teams, and access to opportunity records:

If you check the Enable Parent Team Inheritance check box on the Company Profile page, account team
members are added to an opportunity team automatically when the opportunity is linked to the account.
(Similarly, account team members can automatically become members of a contact team when the
contact is linked to an account.)

If you do not want a user to be added to the opportunity team automatically when the opportunity record
is linked to an account, make sure that the Enable Parent Team Inheritance check box on the Company
Profile page is not selected. This option prevents the account team member from being added to the
opportunity team automatically.

You can add users to opportunity teams in the following ways:
By clicking the Add Users button on the Record Detail page.
By using Assignment Manager. For more information, see About Assignment Rules (on page 1253).
By using groups. For more information, see Group Management (on page 1204).

To ensure that a user does not have access to opportunities linked to an account, you must ensure that the
user is not given access through one or more of the following methods:

The user is not on the opportunity team.
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The user does not have a subordinate who is on the opportunity team.

The user has not been delegated by another user who has access to opportunities.

The opportunity is not in a book where the user is a member, or in any of its subbooks.
The user does not have access to the opportunity records from the role settings.

The access level of the record type for the account related opportunity is set to any option except the
following: No Access or Inherit Primary.

Opportunity Fields

Use the Opportunity Edit page to add an opportunity or update details for an existing opportunity. The
Opportunity Edit page shows the complete set of fields for an opportunity.

TIP: You can also edit opportunity information on the Opportunity List page and the Opportunity Detail page.
For more information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

CAUTION: Information you enter for opportunities can affect the revenue forecasts for your company.

The following table provides additional information regarding some fields.

Key Opportunity Information

Opportunity Name for this opportunity.

Name

Account Account linked to this opportunity.

Parent The parent opportunity that is linked to this opportunity.

Opportunity

Sales Stage Stages in the sales process, such as Qualified Lead, Building Vision, Short
List, Selected, Negotiation, Closed/Won, or Closed/Lost.

NOTE: When the sales stage changes, the value in the Probability
percentage field is automatically updated to the default probability value for
the new sales stage, unless you use the Mass Update feature to change the
sales stage. If you use the Mass Update feature to change the value in the
Sales Stage field on one or more records, then the value in the Probability
percentage field on the records is not updated to the default probability
percentage for the new sales stage.

Next Step Next action that needs to be accomplished for this opportunity.

Revenue The amount of revenue for the opportunity. The default value is zero. This
value affects the forecasts for opportunity revenue.

NOTE: Any default or post default values that are specified for this field are
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ignored.

Close Date The expected date for the opportunity to close. By default, the close date is
set to the same date as the Created Date field. If the opportunity closes on
a different date, you must modify the Close Date field, because the close
date is used in generating forecasts.

Forecast If this check box is selected, it indicates that the opportunity is to be
included in the forecast revenue calculation.

Sales Detail Information

Status Status of this opportunity, such as Pending, Lost, or Won.
Priority Priority level for this opportunity, such as High, Medium, and Low.
Lead Source Category of the primary source, such as Advertisement, Direct Mail, Email,

Event - Seminar, Event - Trade Show, Event - Other, List - Purchased, List -
Rented, Partner, Referral - Employee, Referral - External, Web Site, or
Other.

Source Campaign The campaign that generated the opportunity. If the opportunity is created
through the lead conversion process, this field is automatically populated
from the Campaign field on the lead record. If the opportunity is created by
a user, the user can enter the information in this field.

Probability % A percentage that reflects the confidence you have that the deal will close
with the specified revenue on the specified close date. The Probability
percentage field is based on the default probability value for the selected
sales stage.

You can change the value in the Probability percentage field, if needed, to
better reflect your particular opportunity while it is in that sales stage.
However, when you select a new sales stage on the opportunity, the value
in the Probability percentage field is automatically updated to the default
probability value for the new sales stage.

NOTE: If you use the Mass Update feature to change the value in the Sales
Stage field on one or more opportunity records, then the value in the
Probability percentage field on the records is not updated to the default
probability percentage for the new sales stage. If you want the probability
percentage on the opportunities to change when the sales stage is updated,
you must update the sales stage on each record individually, or through
Web services.

Expected A currency value that is calculated based on the Revenue field multiplied by

Revenue the value in the Probability percentage field. A lower percentage in the
Probability field reduces the expected value that is included in your revenue
forecast.

Reason Won/Lost Reason for opportunity being won or lost, such as Installed Base, Price,
Relationship, Track Record, No Current Project, No Budget, Not Qualified,
Lost to Competition, Lost to No Decision, or Other.
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Additional Information

Owner Person assigned to this opportunity. Generally, the owner can update record
details, transfer the record to another owner, or delete the record. However,
access levels can be adjusted to restrict or expand a user’s access.

This value affects which records are included in reports you or your
managers run (from Reports and Dashboard pages).

Each record has only one owner. However, opportunity records can be
shared with other users through Opportunity Team or Account Team pages.
For instructions, see Sharing Records (Teams) (on page 84).

Reassign Indicates that the opportunity should be reassigned. If your company

Opportunity administrator has set up opportunity assignment rules, selecting this field
triggers assignment manager to process the opportunity again and assign it
according to the rules.

NOTE: The processing time for reassigning records can vary depending on
the complexity of your company's assignment rules, the number of records
to be reassigned, and the current system load. In the case of opportunities,
the processing time is also affected by the number of opportunity team
members, and the number of accounts and contacts associated with the
record. The owner name changes when the record is reassigned.

Description Additional information about the opportunity. For example, include the
product interest (500 parts) and the account (Acme Corp.) in the
opportunity description. This field has a limit of 16,350 characters.

Forecasts

Use the Forecast pages to review, adjust, and submit forecasts. A forecast is a saved snapshot of expected
revenues over time. Oracle CRM On Demand calculates forecasts for each quarter and breaks down that
information by fiscal month.

Forecasts in Oracle CRM On Demand automate a process that is often manual and sometimes inaccurate.
Forecasts help companies to develop sales strategies. They also help companies to identify future business
needs by giving managers accurate and up-to-date information about expected sales and quarterly progress
toward sales targets. Individual sales representatives do not have to compile statistics. Instead, they decide
when to include a record in their forecasts. The remainder of the process is automatic.

Your company can base its forecasts on any of the following:
Opportunity revenue
Opportunity product revenue and quantities linked to opportunities
Account revenue

Contact revenue
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The forecast snapshots save the forecasted opportunity, product, or revenue information and the adjusted
forecast totals, so that you and your managers can review and evaluate forecast trends. In addition, you can
view saved forecasts to examine the history of opportunities on which the team is currently working.

Your company can set up forecasts to run on a weekly or monthly basis. At the start of the specified day (that
is, at 1 minute past midnight in the time zone of the hosting facility), Oracle CRM On Demand automatically
generates the forecast and displays an alert on My Homepage. After receiving this alert, you can review the
forecast to analyze the newly calculated pipeline, forecast, and closed revenue against quota information.

An hour before the next scheduled forecast generation, the current forecast is automatically archived,
preventing anyone from editing it.

Working with the Forecast Homepage

The Forecast Homepage is the starting point for managing forecasts. This page lists forecast summary
information relevant to you.

You can limit the records listed on the Forecast Homepage using two different methods:

Locate specific forecasts by clicking a column heading to sort the records based on that column, and then
clicking a letter in the Alpha bar to show only the records that begin with that letter. You can also type
characters in the text field, and click Go to find the records beginning with those characters. Click the All
link to show the entire list of forecasts.

Number of records displayed. Adjust the value in this field to show a greater or lesser number of records
in the summary list.

The Forecast Homepage lists your forecasts according to the date on which they were created, with the most
recent forecasts listed first. It also gives a summary of important information:

Status is the current state of the forecast. Successfully completed forecasts will have a status of Active. A
forecast with a status of Submitted indicates the forecast is ready for management review.

Pipeline revenue is the combined revenue from all your records, regardless of the setting of the Forecast
check box or sales stage on the individual records. Pipeline revenue is not applicable to account or contact
revenue forecasts.

Forecast revenue equals the total revenue for all records that have the Forecast check box selected.

Closed revenue equals the total revenue for all opportunities or product revenue with a sales stage value
of Closed-Won. For account and contact revenues, the status field value of Closed includes the record in
the calculation of the closed revenue. Closed revenue is recognized for the revenue amount that pertains
to the forecast period, which is based on the starting closing dates for the record.

Managing Forecasts

To manage forecasts, do the following tasks:
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Reviewing Forecasts (on page 230)

Refreshing Forecasts (on page 232)

Viewing and Editing a Forecast Using a Different Currency (on page 233)
Viewing Forecast History (on page 234)

Submitting Forecasts (on page 234)

Unsubmitting Forecasts (on page 235)

Managing Quotas (on page 235)

Managing Your Team'’s Forecasts (on page 237)

NOTE: Forecasting relies on user roles and reporting hierarchies. To create forecasts successfully, all users
who have a user role that is designated as a forecast role must have a status of Active on their user record,
unless designated by your company administrator, and must have a manager specified in their user record.
The manager is specified in either the Reports To field or the Reports To (Alias) field, whichever is present on
the user page layout.

For step-by-step procedures that are common to many record types, see:
B Creating Records (on page 38)

B Updating Record Details (on page 60)

B Linking Records to Your Selected Record (on page 61)

B working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Related Topics
See the following topics for related information:

B Forecast Fields (on page 239)

Working with the Forecast Homepage (on page 229)
Setting Up Users (on page 1109)

Setting Up Users' Sales Quotas (on page 1121)

Reports (on page 675)

Reviewing Forecasts

Forecasts are generated automatically either weekly or monthly, according to your company’s business
process. Each time a new forecast is generated you receive an alert on My Homepage. After you receive the
notification, review your forecast. When reviewing your forecast, the forecast summary months align with
your company'’s fiscal calendar definition. If you are using a fiscal calendar such as 4-4-5, 5-4-4, or custom
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fiscal calendars, your company’s forecast periods may not necessarily correspond to a Gregorian calendar.
Therefore, if an Opportunity falls in the calendar month of June, it does not mean that it will be forecasted as
part of the fiscal month of June. For more information about custom fiscal calendars, see About Fiscal
Calendars (on page 1012).

NOTE: When using custom fiscal calendars, the forecast periods are based on the fiscal years and months
defined by your company administrator.

To review forecasts

Click the Forecasts tab.

The Forecast Homepage shows forecast summary information that includes Status, Pipeline, and
Closed Revenue. You can sort the forecast summary by status, forecast date, or owner (managers
only). Pipeline is not applicable to account or contact revenue forecasts.

In the Forecast Homepage section, click the Forecast Date link for the forecast you want to review.

On the Forecast Detail page, review the information in the following sections:

Forecast Summary. This section summarizes forecasts by fiscal quarter and month. The Forecast
Summary list provides information on Quota, Closed Revenue, Quota %, Forecast amount, Best Case,
Pipeline, and Expected Revenue. You can sort the summary list by month.

Team’s Summary by Month. This section shows a list of forecasts for each team member. If
you are a manager, you will see the forecast Month, Quota %, Forecast amount, Closed
Revenue, Best Case, Pipeline and Last Updated date by Owner Alias (team member). If you
drill down on a specific team member's row within the Team's Summary, the corresponding
forecast detail page for the selected user appears. On this page you see the team member's
individual forecast summary and forecasted revenue in the My Opportunities, My Revenues, or
My Products section.

NOTE: For Account and Contact Revenue forecast types the summary sections do not include
Pipeline, Best Case, or Expected Revenue.

Team's Product Summary. (Opportunity Product forecast type only) This section shows a list of
forecasted products for each team member. If you are a manager, you will see the Closed Quantity,
Forecasted Quantity, Pipeline Quantity, Closed Revenue and Expected Revenue by Owner Alias (team
member) and product. If you drill into a specific team member's row within the Team's Product
Summary, the corresponding forecast detail page for the selected user appears. Here you will see their
individual Forecast Summary and forecasted quantities by Product in the My Products section.

NOTE: The Forecast Detail page shows only five of your team's records. To view the entire list
of records, click Show Full List under the Team's Summary by Month section.

My Opportunities. If you are using the Opportunity Revenue forecast type, this section appears as
part of your forecast detail. This section lists current opportunities, and indicates whether the
opportunity is forecasted. It also shows the Close Date, Account Name, Revenue amount, current
Sales Stage, and Next Step, if specified, for each opportunity.

My Revenues. If you are using the Opportunity Product, Account or Contact Revenue forecast type,
this section appears as part of your forecast detail. This section lists current revenues, and indicates
whether the revenue record has been forecasted by the owner (forecast flag selected). It also shows
the Start and Close date, Product name, Revenue amount, and Account Name for each revenue record
that you enter.
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Additional columns might be displayed in the My Revenues section, depending on the revenue
type being forecasted.

For opportunity product revenue forecasts, the following columns are displayed:
Opportunity Name
Sales Stage

For account and contact revenue forecasts, the following columns are displayed:
Product Category
Status
Contact Name

My Products. If you are using the Opportunity Product forecast type, this section appears as part of
your forecast detail. A row for each product forecasted is listed along with the corresponding product
category, closed quantity, forecasted quantity, pipeline quantity, closed revenue, and expected
revenue. These values are the sum of all forecasted opportunities for the selected user forecast. To
see the forecasted opportunities associated with a specific product, click the product name.

NOTE: If you are using the Opportunity Product forecast type, you can also view all forecasted
opportunities within a specific product category by clicking the Product Category field.

You can verify the forecast type that was used in a forecast and that was based on the Type
field in the Forecast information section.

Viewing and Editing Forecasts Using a Different Currency

The View In currency conversion feature allows you to specify in which currency you want to display your
forecast. For more information on viewing and editing forecasts in different currencies, see Viewing and
Editing a Forecast Using a Different Currency (on page 233).

Refreshing Forecasts

Forecasts are snapshots of revenue data for specific periods. If an opportunity or revenue record is updated,
you can refresh some values for your current, unsubmitted forecast to ensure that the forecast reflects the
most up-to-date information. You can then adjust those records in the Forecast Summary section to more
accurately reflect the revenue that will be generated.

Updating the record values that contribute to the forecast amounts, and then recalculating the forecast totals,
allows for more consistent forecasting. Updates to the Revenue, Close Date, Sales Stage, Probability,
Forecast, Quantity, or Status fields can affect your forecast.

To update record values and refresh forecast amounts

Click the Forecasts tab.

The Forecast Homepage lists your forecasts according to the date on which they were created, with
the most-recent forecasts listed first.

In the Forecast Homepage Section, click the Forecast Date link for the forecast that you want to update.
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In the My Opportunities, My Revenues, or My Products section on the Forecast Detail page, click the
Opportunity Name, Start/Close Date, or Product link for the record that you want to modify.

On the Detail page, click Edit.
On the Edit page, update the appropriate values for the opportunity or revenue record, and click Save.
Navigate back to the Forecast Detail page, and then click the Refresh link in the record row.

On the Forecast Detail page, click Rollup.

The forecast summary totals are updated based on the opportunity or revenue records that you
modified.

NOTE: To capture any updates made to the opportunity or revenue records in the forecast summary, click
Rollup.

When you click Rollup, any prior adjustments to the forecast summary totals are overwritten with the new
values brought in from the opportunity or revenue records; therefore after updating your records, you might
still want to adjust your forecast summary to reflect your sales expectations more accurately.

Adjusting Forecast Totals

Sales representatives and managers can make high-level adjustments by month to their current, forecasted
revenue to make sure that the automatically generated forecast reflects values based on professional
judgement. You can adjust the following forecast summary fields:

Forecast
Best Case

NOTE: Only the forecast owner can adjust forecast totals.

To adjust forecast totals

Click the Forecasts tab.

In the Forecast Homepage section, click the Forecast Date link for the forecast record you want to adjust.
In the Forecast Summary section, click Edit.

On the Forecast Edit page, type your adjusted revenue values in the Forecast or Best Case fields.

Click Refresh Totals to verify your adjusted values, and then click Save.

NOTE: Best case revenue is not applicable to account or contact revenue forecasts.

Viewing and Editing a Forecast Using a Different Currency

The view-in currency conversion feature allows you to specify in which currency your forecast should be
displayed. By default, the forecast will be displayed in your native currency (the default currency selected on
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your user profile or your company's default currency). You can also edit forecasts in the selected currency if
you are managing opportunities in multiple economic zones.

If the forecast is edited while being viewed in euro (EUR), then the user can enter forecast values in euro.
When the edited forecast is saved, it is converted to and saved in your company's default currency.

To view a forecast using a different currency

Click the Forecasts tab.
From the Forecast Homepage, click the Forecast Date link for the forecast that you want to review.

On the Forecast Detail page, select the currency from the View In list in the Forecast Summary title bar.

The view-in currency value displays your user profile currency by default. If your user profile currency is not
defined, the View In selector displays your company's currency by default. All of your company's active
currencies are available for selection.

When you select a view-in currency, the forecast values are converted from the stored forecast currency
(company currency) to the selected view-in currency, using the valid exchange rates for the forecast date.

If you drill down on a forecast record, or select a view-in currency that does not have a valid exchange rate
defined for the forecast date, the forecast is displayed in your company's default currency instead, and an
advisory message is displayed.

Viewing Forecast History

You can view a history of forecasts to determine trends over time.

To view your forecast history

Click the Forecast tab.
In the Forecast Homepage section, click the column heading in which you want to sort the records.

Review the trends over time for forecast, pipeline, and closed revenue.

Submitting Forecasts

The last step in creating a forecast is to submit it to your manager for review. When the forecast reflects the
amounts that you want to include in your company’s forecasts, submit the forecast.

NOTE: Managers can submit forecasts for their direct reports. This option must be selected when you set up
your forecast definition. If this option is not selected, managers cannot submit their forecasts until all of the
managers' direct reports submit their forecasts.

Submitted forecasts cannot be edited. If you need to adjust a submitted forecast, your manager or
administrator must first unlock (unsubmit) the record. For more information, see Unsubmitting Forecasts (on
page 235).

234 Oracle CRM On Demand Online Help Release 19



Forecasts

To submit your forecast

Click the Forecasts tab.
In the Forecast Homepage section, click the Forecast Date link for the forecast record you want to submit.

On the Forecast Detail page, click Submit Forecast in the Forecast Summary title bar.

Related Topics
See the following topic for related information:

Unsubmitting Forecasts (on page 235)
Setting Up the Forecast Definition (on page 1267)

Unsubmitting Forecasts

For a forecast owner to update a submitted forecast, a manager or administrator must first unlock (unsubmit)
the record.

To unsubmit a forecast

Click the Forecasts tab.
In the Forecast Homepage section, click the Forecast Date link for the forecast record you want to unlock.

On the Forecast Detail page, click Unsubmit Forecast.

This action unlocks the forecast, allowing direct reports to update and adjust their forecasts, and then
resubmit the forecasts.

NOTE: Clicking Unsubmit Forecast sets the forecast status to Active.

Related Topics
See the following topics for related information:

Submitting Forecasts (on page 234)
Setting Up the Forecast Definition (on page 1267)

Managing Quotas

If your company administrator is not responsible for setting your quotas, you can create and update quotas
for periods throughout the year using the Edit Quota page. This allows you to compare and adjust your quotas
against forecasts. You also can review your quota target history for every period, in each year.

After a quota is created, the monthly quota values are automatically reflected in the forecast after the forecast
is generated. All active quotas are added together for the month and the totals are displayed in the forecast.

Oracle CRM On Demand Online Help Release 19 235



Sales

If you do not want a quota to be included in your forecast, set the Status field to Inactive until you are ready
to track the quota.

To manage your quota

From any page, click the My Setup link in the top right corner.
From the Personal Homepage, click the Personal Profile link in the Personal Profile section.

From the Personal Profile page, click the My Profile link in the Personal Information section.

My Profile allows you to define quotas and sharing groups, as well as change your currency, language,
and time zone.

On the Personal Detail page, scroll down to the Quotas section, and then click New Quota.

Existing quotas appear in the Quotas list, and can be sorted by year, name and status. If you want to
modify a listed quota, select Edit in the record-level menu for the quota record you want to edit. To
remove a quota from the list, select Delete in the record-level menu for the quota record you want to
delete.

On the Edit Quota page, complete the required fields for the new quota:

Select the calendar year in which the quota will begin.

NOTE: The year that you select on this page is the calendar year, not the fiscal year. The
fiscal year can be different from the calendar year. For example, your company's fiscal year
might begin on 01 April and end on 31 March (in the following calendar year).

Make sure the Status is Active.

Enter a name for the quota.

Enter quota information for each month. (The monthly quota fields start with the first month of your
company's fiscal year.)

Save the quota.

To spread a total quota amount evenly across months of the year

On the Personal Detail page, scroll down to the Quotas section, and then click New Quota.
On the Edit Quota page, enter the required information, making sure the quota Status is Active.

In one of the month fields, enter the total quota amount for the year, and then click Sum.

The amount appears in the Total Quota field.

Click Spread.

The total amount is spread equally across the 12 months of the year, and the apportioned amount
appears in the fields associated with each month.
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Save the quota.

The quota appears in the Quotas list.

Managing Your Team’s Forecasts

If you are a manager, you can:
Review and adjust forecasts for your team
View all opportunities owned by your team
Unsubmit a forecast so that a team member can adjust it

Your team consists of all employees associated to roles that report to you. This role hierarchy is set up in User
Administration. For more information, see Setting Up Users (on page 1109).

To review forecasts and opportunities for your team
Click the Forecasts tab.

In the Forecast Homepage section, click the Forecast Date link in the forecast record.

The Forecast Detail page shows a summary of your team’s totals, the totals for each team member by
month, and the date the forecast was last updated.

On the Forecast Detail page, click the Owner Alias link of the team member whose forecast you want to
view.

TIP: If you want to display the forecast summaries of all your team members, click the Show Full List link.

The team member’s Forecast Detail page appears. From this page, you can review the team member's
forecast totals and all of the individual’s forecasted opportunities, but since the details are read-only,

you cannot edit them.

Forecast Detail Page

The Forecast Detail page displays forecast information for the selected forecast participant. This page shows
the forecast summary, which lists projected revenue amounts by fiscal month, the corresponding user quota
and percent attainment, as well as a list of the individual’s forecasted opportunities, revenues or products.

Managers can also see their team’s summary by month. As a result, managers can see their own detailed
forecasted records and the summary records of their direct subordinates for the forecasted period.

Fiscal months are indicated by their standard names in the Forecast Summary and Team’s Summary sections.
However, the duration of the month is based on your company's definition of the fiscal calendar . For example,
the month of October might start on 15 October and end on 14 November.

The following table describes the tasks that you can do from the Forecast Details page.
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Change the currency for a
displayed forecast

Show all of your team's
forecast summaries

Show all of your team's
product summaries

Show the forecast detail for a
specific user

Show all forecasted
opportunity records for a
specific user

Show all forecasted revenue
records for a specific user

Show all forecasted product
records for a specific user

Show all forecasted
opportunities within a product
category for a specific user

Show all forecasted
opportunities for an individual
product for a specific user

Update a forecasted

In the Forecast Summary title bar, click View In and select the
currency.

Click Show Full List under the Team's Summary by Month section.
This section is available only if you are a manager-level user.

In this section, a line item is listed for each team member by fiscal
month.

Click the Show Full List link under the Team's Product Summary
section. This section is only available if you are a Manager level user
and you are using the Product Quantity Forecast type.

In this section, a line item is listed for each team member by product.

In the Owner Alias column of a team's summary section, click the
name of the user for whom you want to see forecast details.

Click Show Full List under the My Opportunities section. This section
is available only if you are using the Opportunity Forecast type.

This page lists a row for each revenue record forecasted along with
the corresponding close date, forecast flag, opportunity name,
account name, revenue, sales stage, and next step.

Click the Show Full List link under the My Revenues section. This
section is available only if you are using the Product Revenue,
Account Revenue or Contact Revenue Forecast type.

This page lists a row for each revenue record forecasted along with
the corresponding start and close date, forecast flag, product name,
opportunity name, account name, revenue, and sales stage.

Click Show Full List under the My Products section. This section is
available only if you are using the Product Quantity Forecast type.

This page lists a row for each product forecasted along with the
corresponding closed quantity, forecasted quantity, pipeline quantity,
closed revenue and expected revenue. These values are the sum of
all forecasted opportunities for the user.

In the Product Category column, click the category for which you
want to see the forecasted products. This page shows the specific
values for each of the related opportunities for the selected product
category, including the close date, opportunity name, individual
quantities, and revenue amounts.

In the Product Name column, click the product for which you want to
see forecasted opportunities.

This page shows the specific values for each of the related
opportunities for the selected product, including the close date,
opportunity name, individual quantities, and revenue amounts.

In the My Opportunities, My Revenues or My Product Revenues
section within the Forecast Detail, click Opportunity Name to navigate
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Rollup forecasted revenue

Update the forecast or best
case revenue amounts

Submit a forecast

Unsubmit a forecast

Forecast Fields

Forecasts

to the opportunity details.

When you save your changes, return to the forecast by clicking Back
to Forecast Detail, and then click Refresh.

Any adjustments made to the opportunity detail records are not
captured in the forecast summary section until you click Rollup.

In the Forecast Summary section, click Rollup.

Clicking Rollup updates (recalculates) the total fields based on your
opportunity updates.

Any adjustments made to the forecast revenue amounts will be
overwritten after clicking Rollup.

In the Forecast Summary title bar, click Edit.

Clicking Edit opens the Forecast Edit page. Enter revenue
adjustments, and click Save.

In the Forecast Summary section, click Submit Forecast.

The Status to Submitted field is updated, indicating to a manager that
the forecast is ready for review.

In the Forecast Summary section, click Unsubmit Forecast.

The forecast is unlocked. The status is set to Active, allowing a user
to update and adjust his or her forecast, and then resubmit it. Only
the reporting manager or company administrator can perform this
action.

The forecast revenue related fields (quota, closed revenue, quota %, forecast, pipeline, and expected
revenue) are calculated. See the following table for more information about the fields.

Best Case (Optional) This field represents a best-case estimate of the revenue that will
be produced by all opportunity or product revenue.

This field is not applicable to account or contact revenue forecasts.

Closed Revenue Read-only. This field is calculated. If your company bases its forecasts on
opportunities, then the closed revenue is the total of all eligible
opportunities with a sales stage of Closed-Won.

If your company bases its forecasts on products, then the closed revenue is
the total of all eligible product revenue records during that period, with the
sales stage of Closed-Won.
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Expected Revenue

Forecast

Owner

Last Updated

Pipeline

Quota

Quota %

Status

If your company bases its forecasts on account or contact revenues, then
the closed revenue is the total of all eligible revenue records with a status of
Closed.

Read-only. This field is a weighted average. The value is calculated based on
the Potential Revenue field multiplied by the value in the Opportunity
Probability field.

This field is not applicable to account or contact revenue forecasts.

The value in this field is calculated when the forecast is generated. However,
you can adjust the value in this field manually to make sure that the
forecast reflects values based on your professional judgment.

If the Forecast check box is selected in the Opportunity record, the forecast
is the total of all opportunities during the forecast period. If the Forecast
check box is selected in the Revenue record, the forecast is the total of all
revenue records during the forecast period.

Indicates the person who owns or is responsible for this forecast. Oracle
CRM On Demand generates this information.

The date when the team member’s forecast record was last updated. The
forecast date is displayed by default. If a user performs an edit, rollup,
submit, or unsubmit for a forecast, this field shows the date the record was
changed. Oracle CRM On Demand generates this information.

Read-only. This field is calculated. The pipeline is the total of all opportunity
or product revenue records for the forecast period, regardless of the setting
of the Forecast check box or sales stage on the individual records.

This field is not applicable to account or contact revenue forecasts.

Read-only. The sales revenue target for the forecast period. The quota can
be set up by the individual user or the administrator. Only active quotas are
used when creating forecasts.

This field is calculated. The quota percent is the closed revenue value
divided by the quota value.

Oracle CRM On Demand generates the forecast status. The forecast status
can be one of the following:

Active. Oracle CRM On Demand sets this status when forecast
generation is complete.

Submitted. Oracle CRM On Demand sets this status when you click
Submit Forecast. The record is locked unless your manager or a
company administrator unlocks (unsubmits) it.

In Progress. Oracle CRM On Demand sets this status while the forecast
is being generated.
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Incomplete. Oracle CRM On Demand sets this status if there is an error
while reading, associating, or rolling up revenue. An incomplete forecast
can sometimes occur due to a user error, such as a hierarchy issue, or
other data-related problems.

Pending. Oracle CRM On Demand sets this status if an issue occurs
while processing your company's forecast. If your company
administrator did not receive an email notification describing the
forecast issue, contact Customer Care.
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5 Business Planning

This topic introduces the Business Planning features available with Oracle CRM On Demand.

About Business Planning

Oracle CRM On Demand supports the management of accounts and contacts. This management includes
handling the profiles of the account and related contacts, the account and contact relationships, and creating
an overall plan for how to effectively allocate funding and resources associated with an account.

As sales and marketing teams move from a product-centered strategy to an account-based (or
customer-based) sales strategy, key account selling and strategic business planning become critical for
success. Sales and marketing teams define the following:

Potential opportunities for the business

Strategic goals

Lists of defined activities to meet these goals and win opportunities
Strategic goals for an entire account

Tangible goals with the appropriate definition of the potential opportunity

Oracle CRM On Demand supports selling strategies and processes to manage your key accounts that enable
your account teams to create and manage the following:

Business and engagement plans
Related objectives
Opportunities

Activities

NOTE: The Business Plan, Objective, Plan Account, Plan Contact, and Plan Opportunity functionality was
developed in the context of Oracle CRM On Demand Life Sciences Edition, however, all Oracle CRM On
Demand customers can access and use this functionality. Your company administrator can enable this
functionality for your use.

Scenarios for Business Planning

The following topics provide examples of how Oracle CRM On Demand business planning functionality might
be used. You might use this functionality differently, depending on your business model.

Scenario for Managing Plans for a Single Account (on page 244) (Account Centric)

Scenario for Managing Plans for a Group of Accounts or Territories (on page 245) (Account Centric)
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Scenario for Managing Plans for Contacts (on page 245) (Contact Centric)

Scenario for Managing Plans for Objectives and Products (on page 246) (Product Centric)

Scenario for Managing Plans for a Single Account

This scenario gives one example of how Oracle CRM On Demand business planning functionality might be
used. You might use the Oracle CRM On Demand business planning functionality differently, depending on
your business model.

In this scenario, an account manager is responsible for managing plans for single accounts. The account
manager uses sophisticated functions to manage large and complex accounts (for example, a multinational
company) compared with a simple account (such as a home-based business). Such an account has multiple
plans for different periods or even within the same period for different account managers. For example, a
general account manager or a special products account manager might have different plans.

The account manager performs the following tasks to manage the plans for an account:

Before the planning period, the account manager creates a business plan for each account. The plan
establishes the high-level quantitative and qualitative goals for the account for the associated period. An
annual plan and child quarterly plans are usually available, particularly for important accounts. The key
metric for the business plan is revenue. Typically, a plan for a large customer contains child plans for
different operating units and territories, and so on, but all plans are managed as one account. For
information on how to set up a business plan, see Business Plans (on page 247).

In the approval process for the business plan, the account manager changes the status of the plan from
Draft to Submitted. Other key personnel review and edit the plan. The account manager approves the
plan, changing the status to Final Approved. At the end of the planning period, the account manager can
change the status to Expired to reduce the number of active plans.

The account manager completes additional details of the business plan; that is, the objectives. Objectives
are goals that are at a lower level in the plan. For example, an objective might be to conduct a certain
number of sales calls. The account manager can associate specific activities and opportunities with either a
business plan or an objective. For information on how to set up an objective, see Objectives (on page
253).

As sales opportunities arise, the account manager enters the opportunities, associating them with either
the plan or objective. For information on how to set up opportunities, see Opportunities (on page 210).

While performing the planning activities, the account manager can do the following:

View plans, objectives, opportunities, and activities that are explicitly associated with an account and any
associated account contacts

View any objectives that apply to all accounts

Review existing activities continuously, and create follow-up activities and opportunities
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Scenario for Managing Plans for a Group of
Accounts or Territories

This scenario gives one example of how Oracle CRM On Demand business planning functionality might be
used. You might use Oracle CRM On Demand business planning functionality differently, depending on your
business model.

In this scenario, which is a variation of Scenario for Managing Plans for a Single Account (on page 244), an
account manager or sales manager performs the business planning for groups of accounts. Examples of these
groups of accounts include an account manager's entire territory, a brick (a collection of accounts and
contacts, normally in a common geographic area), a larger region, a market channel or segment, or a group
of small accounts that do not warrant individual plans. Typically, the users performing the Scenario for
Managing Plans for a Single Account (on page 244) also perform this scenario.

The account manager or sales manager performs the following tasks to manage plans for the group of
accounts or territory:

Before the planning period, the account manager creates a business plan for each account. The plan
establishes the high-level quantitative and qualitative goals for the account for the associated period.
Typically, an annual plan and child quarterly plans are available, particularly for important accounts. The
key metric for the business plan is revenue. Typically, there are always quarterly child plans and perhaps
monthly child plans for lower-level planning. Certain fields, such as Contacts, might be left empty. Plans
might exist at multiple levels of the hierarchy, such as territory, region, country, which can be created by
recursive relationships in the Business Plan record type. The account manager creates the highest-level
plan first, so that other personnel can create child plans below the parent in the hierarchy. For information
on how to set up a business plan, see Business Plans (on page 247).

In the approval process for the business plan, the account manager changes status of the plan from Draft
to Submitted. Other key personnel review and edit the plan. The account manager approves the plan,
changing the status to Final Approved. At the end of the planning period, the account manager can change
the status to Expired to reduce the number of active plans.

The account manager completes the details of the business plan, namely the objectives. Objectives are
goals that are at a lower level in the plan. For example, an objective might be to conduct a certain nhumber
of sales calls. The account manager can associate specific activities and opportunities with either a
business plan or an objective. For information on how to set up an objective, see Objectives (on page
253).

While performing the planning activities, the account manager can do the following:

View plans, objectives, opportunities, and activities that are explicitly associated with an account and any
associated account contacts.

View any objectives that apply to all accounts.

Review existing activities continuously, and create follow-up activities.

Scenario for Managing Plans for Contacts

This scenario gives one example of how Oracle CRM On Demand business planning functionality might be
used. You might use Oracle CRM On Demand business planning functionality differently, depending on your
business model.
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In this scenario, an account manager is responsible for managing plans for contacts, independent of the
contact's relationship to an account. For example, the contact is a key opinion leader, a consultant, or
researcher whose influence goes beyond the associated accounts.

The account manager or industry liaison performs the following tasks to manage the plan for a contact:

The account manager creates a business plan for each contact, prior to the planning period. The plan
establishes the high-level goals for the contact for the associated period. An annual plan and typically child
qguarterly plans are available, particularly for important contacts.

Goal-related fields are likely to be qualitative targets rather than revenue targets. It is unlikely that
any type of hierarchy exists, which is similar to the hierarchy of account plans that correspond to the
overall account, operating units, and so on. For information on how to set up a business plan, see
Business Plans (on page 247).

In the approval process for the business plan, the account manager changes the status of the plan from
Draft to Submitted. Other key personnel review and edit the plan. The account manager approves the
plan, changing the status to Final Approved. At the end of the planning period, the account manager can
change the status to Expired to reduce the number of active plans.

The account manager completes the objectives. Objectives are goals that are at a lower level in the plan.
For example, an objective can be to deliver a certain number of academic presentations. The account
manager can associate specific activities and opportunities with either a business plan or an objective.
For information on how to set up an objective, see Objectives (on page 253).

As opportunities arise (for example, an opportunity to deliver a lecture or fund research), the account
manager enters the opportunities, associating them with either the plan or objective. For information on
how to set up opportunities, see Opportunities (on page 210).

While performing the planning activities, the account manager can do the following:

View plans, objectives, opportunities, and activities that are explicitly associated with a contact and
associated accounts.

View any objectives that apply to all contacts.

Review existing activities continuously, and create follow-up activities and opportunities.

Scenario for Managing Plans for Objectives and
Products

This scenario gives one example of how Oracle CRM On Demand business planning functionality might be
used. You might use Oracle CRM On Demand business planning functionality differently, depending on your
business model.

In this scenario, an account manager is responsible for managing business plans that focus on plans,
objectives, and products. The plans might be applied to a broad group of accounts. For example, for a
strategic product launch, senior sales or marketing management creates business plans and objectives that
are applied to all accounts (or a relevant subset), regardless of the specific detail in the individual account
plans.
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The senior sales management or marketing management with senior sales management approval typically
perform the following tasks to manage the plan. How they manage the plan depends on how their
organization implements access controls.

At the beginning of the annual and quarterly planning periods, the marketing manager creates the
business plans for some product marketing initiatives. While the marketing organization might have a
separate system for comprehensive, product-business planning, its use in this scenario is for high-priority
initiatives that require special attention from the sales team. The business plans establish high-level
quantitative and qualitative goals during the associated period. There might be an annual plan and child
qguarterly plans. The key metrics for the business plans typically include revenue. For information on how
to set up a business plan, see Business Plans (on page 247).

The marketing manager might change the status of the business plans from Draft to Submitted. The
required managers review, edit, and approve plans by changing the status to Final Approved. At the end
of the planning period, the marketing manager changes the status of the plan to Expired to reduce the
number of inactive plans.

The marketing manager adds more details to the plan, namely the objectives. Objectives are goals that
are at a lower level in the plan, for example, activate sampling, or perform activities: make specific calls,
visits, and so on. The marketing manager can associate the activities with either the business plan or the
objectives. For information on how to set up an objective, see Objectives (on page 253).

The marketing manager applies the plan or objective to a group of accounts. The plan can apply to all
accounts or a subset of accounts that are relevant to a particular product. The marketing manager
attaches the business plan or objective to each relevant account. The account manager executes and
evaluates the business plan or objective.

As sales opportunities arise, the account or marketing manager enters the opportunities, associating them
with either the plan or objective. For information on how to set up opportunities, see Opportunities (on
page 210).

While performing the planning activities, the account or marketing manager can do the following:

View plans, objectives, opportunities, and activities that are explicitly associated with an account and any
associated account contacts.

View any objectives that apply to all accounts.

Review existing activities continuously, and create follow-up activities and opportunities.

Business Plans

Use the Business Plan pages to create, update, and track business plans for accounts, contacts, or products. A
business plan allows sales organizations to set strategic goals (for example, revenue targets) and action plans
to achieve those goals, in the form of objectives, activities, and opportunities.

You can use business plans in a number of ways to accommodate company-specific planning processes. For
example, you can create plans for individual accounts (for example, at the headquarters or territory level), or
for a number of accounts (for example, all accounts in a sales representative’s territory). You can create plans
for contacts independent of their account affiliation, which is useful for managing relationships with
key-opinion leaders, whose influence in an industry or field extends beyond their own account affiliation (for
example, an influential medical researcher). You can create plans for products, for instance, to plan the launch
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of a new product that will be sold to multiple accounts. For all these business plan types, the planning horizon
can be short or long term. The business plan type is based on company-defined planning periods, typically
months, quarters, and years.

Users can create hierarchies of business plans. A given business plan can have multiple child plans.
Furthermore, a given plan can have associated objectives (for more information on objectives, see Objectives
(on page 253)). A business plan sets high-level strategic goals, such as a revenue target. However, an
objective sets a tactical goal, such as completing a number of sales calls, or attaining a certain number of new
prescriptions at a medical practice.

Using business plans, you can integrate customer relationship management with business-planning tasks,
workflows, and deliverables during the business-planning life cycle. By supporting the creation and
management of account plans, a business plan supports selling to accounts and managing sales. A business
plan consists of some general, plan information, and includes related plan objectives, opportunities, and
activities. This plan information is also related to accounts because a business plan can be created for one
account, for example, an account group parent and applied to a number of other accounts in a group.

NOTE: Your company administrator determines which tabs are available to you. If your job responsibility does
not include tracking business plan information, the Business Plan tab might be excluded from your setup.
Business Plans can be provisioned for Custom Objects 04-40 by contacting Customer Care.

Working with the Business Plan Homepage
The Business Plan Homepage is the starting point for managing business plans.

NOTE: Your company administrator can customize the layout of your Business Plan Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating a Business Plan

You can create a new business plan by clicking the New button in the Recently Viewed Business Plans section.
For more information, see Creating Records (on page 38) and Business Plan Fields (on page 251).

Working with Business Plan Lists

The Business Plan Lists section shows a number of filtered lists. Filtered lists are subsets or groups of records
that allow you to limit the number of records to work with at a time.

The following table describes the standard lists for business plans.

All Business Plans All business plans to which you have
visibility, regardless of who owns the
business plan.

Recently Modified Business Plans All business plans with your name in the
Owner field, sorted by the modified date.

To view a list, click the list name.
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To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recent Business Plans
The Recently Modified Business Plans section shows the business plans that you viewed most recently.

Click Show Full List to expand the list.

Adding Sections to your Business Plan Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Business Plan Homepage:

Recently Created Business Plans
Recently Modified Business Plans
My Recently Created Business Plans
My Recently Modified Business Plans

Additional report sections (Your company administrator can make report sections available for display on
your Business Plan Homepage.)

To add sections to your Business Plan Homepage

On the Business Plan Homepage, click Edit Layout.

On the Business Plan Homepage Layout page, click the arrows to add or remove sections, and to organize
the sections on the page. Click Save.

Related Topics

See the following topics for related information about business plans:
Business Plans (on page 247)
Business Plan Fields (on page 251)

Managing Business Plans (on page 249)

Managing Business Plans
For step-by-step procedures for managing business plans, see:

Linking Records to Your Selected Record (on page 61)
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For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Sharing Records (Teams) (on page 84)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

User Role and Access Profile Settings
To work with the Business Plan pages, you must have the following privileges in your user role:

Manage Business Planning Access
Manage Period Administration
In addition, your access profile settings must allow you to access the following record types:
Business Plan
Objective
Plan Account
Plan Contact
Plan Opportunity

Period

Related Topics

See the following topics for related information about business plans:
Business Plans (on page 247)
Working with the Business Plan Homepage (on page 248)

Business Plan Fields (on page 251)

Linking Records to Business Plans

You can link additional records to the business plan by adding sections to the Detail Page for the business plan
record:

Plan Accounts
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Plan Contacts
Business Plans
Objectives

Plan Opportunities
Activities

NOTE: A particular business plan can relate to multiple items of all the above entities. The entities prefaced
with the term, Plan, are special entities that allow many-to-many relationships. A business plan, objective, or
activity can relate to only one parent business plan. However, a plan account, plan contact, or plan
opportunity allows multiple parent business plans. Allowing multiple parent plans accommodates the required
flexibility in relating these entities to business plans.

For more information, see Changing Your Detail Page Layout (on page 619).

To link records to a business plan

On the Business Plan Detail page, click Edit Layout.

On the Business Plan Detail Layout page, click the arrows to add the section for the record, and to
organize the sections on the page.

Click Save.

Business Plan Fields

Use the Business Plan Edit page to add a business plan, or update details for an existing business plan. The
Business Plan Edit page shows the complete set of fields for a business plan.

TIP: You can also edit business plans on the Business Plan List page and the Business Plan Detail page. For
more information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information regarding some of the Business Plan fields.

Key Plan Information
Plan Name The name of the business plan. (Required.)

Period Specifies the period during which to complete the business plan. A planning period follows
your company'’s fiscal calendar definition, as determined by your company administrator.

A period can correspond to a fiscal year, quarter, month, or week, for example, Fiscal
Quarter 1 2010. The available periods listed are based upon your company’s defined fiscal
calendar. For more information on defining fiscal calendars, see About Fiscal Calendars (on
page 1012).

Oracle CRM On Demand Online Help Release 19 251



Business Planning

Period: Start
Date

Period: End
Date

Type

Status

Owner

Description

Product Name

Plan Revenue
Currency

Exchange Date

Account

SWOT Analysis

Strengths

Weakness

Opportunities

Threats

NOTE: You require the Manage Period Administration privilege to select a period.

The starting date of a period. Click the Calendar icon to select the start date.

The ending date of a period. Click the Calendar icon to select the end date.

The business plan type. Choose the applicable type of business plan from the drop-down
list. Example plan types are: Account, Local, Regional, National, Market Segment,
Engagement, or Brand. (Required.)

The business plan status. Choose the current status of the business plan from the
drop-down list. Examples of the plan status are: Draft, Submitted, Final Approved, Current,
Expired, Future, On Hold. (Required.)

The owner of the business plan, typically the user who creates the plan. Click the Lookup
icon to choose the owner.

The description of the business plan.

The name of the product associated with this plan. Click the Lookup icon to choose a
product.

The expected revenue associated with this plan.
The currency for any monetary amounts in this plan.

The relevant date for converting any local revenue amounts to currencies used at
headquarters.

The account associated with this business plan. Click the Lookup icon to choose an
account.

This field can be used in the case of a one-to-one relationship between the business plan
and a specific account. If the business plan has more than one account associated with it,
then use the intersection entity Plan Accounts to form the relationship.

NOTE: The Account field is not available by default. To add this field to the Business Plan
Detail page, contact your company administrator.

Competitive strengths with respect to achieving this plan. (This field has a limit of 240
characters.)

Competitive weaknesses with respect to achieving this plan. (This field has a limit of 240
characters.)

Potential business opportunities associated with this plan. (This field has a limit of 240
characters.)

Potential threats that might limit business opportunities associated with this plan. (This
field has a limit of 240 characters.)
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NOTE: The following fields are available with Oracle CRM On Demand Partner Relationship Management
Edition and might not be available for your configuration. If these fields are not available, contact your
administrator.

Owner Partner  The name of the Partner Account to which the owner of the business plan belongs.
Account

Originating The name of the Partner Account that originated the business plan.
Partner Account

Principal Partner The name of the Partner Account that is leading the effort on the business plan.
Account

Related Topics

See the following topics for related information for business plans:
Business Plans (on page 247)
Working with the Business Plan Homepage (on page 248)

Managing Business Plans (on page 249)

Objectives

Use the Objective pages to create, update, and track objectives for a business plan.

An objective is a tactical goal that you want to achieve, to attain a higher-level strategic goal in a business
plan. Typically, you create an objective that is related to a business plan. While a business plan might
establish an overall annual revenue goal for an account, an objective establishes a tactical goal, such as
completing a number of sales calls, or attaining a certain number of new prescriptions at a medical practice.
Objectives provide an intermediate level of planning, between setting high-level strategic goals with business
plans, and low-level planning with activities (individual sales visits and calls) and opportunities (individual
sales deals).

An objective does not have to be subsidiary to a business plan. Organizations can choose to use objectives
differently. Like business plans, you can apply objectives to accounts, contacts, or products. A given objective
can have multiple child objectives. You can set objectives for the short-term or long-term periods. The periods
are based on company-defined planning periods, which are typically months, quarters, or years. Objectives
are not as flexible as business plans. While a business plan can relate to multiple accounts and contacts, an
objective can relate to only one account and one contact. In addition, while an opportunity can relate to
multiple business plans, an opportunity can relate to only one objective.

NOTE: Your company administrator determines which tabs are available to you. If your job responsibility does
not include tracking Objective information, the Objective tab might be excluded from your setup. Objectives
can be provisioned for Custom Objects 04-40 by contacting Customer Care.
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Working with the Objective Homepage
The Objective Homepage is the starting point for managing objective records.

NOTE: Your company administrator can customize the layout of your Objective Homepage. In addition, if your
user role includes the Personalize Homepages privilege, you can add sections to the page and remove sections
from the page.

Creating an Objective

You can create a new objective by clicking the New button in the Recently Modified Objectives section. For
more information, see Creating Records (on page 38) and Objective Fields (on page 256).

Working with Objective Lists

The Objective Lists section shows a number of filtered lists. Filtered lists are subsets or groups of records that
allow you to limit the number of records to work with at a time.

The following table describes the standard lists for objectives.

All Objectives All objectives to which you have
visibility, regardless of who owns the
objective.

Recently Modified Objectives All objectives with your name in the

Owner field, sorted by the modified date.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recent Objectives
The Recently Modified Objectives section shows the objectives that you modified most recently.

Click the Show Full List link to expand the list.

Adding Sections to Your Objective Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Objective Homepage:

Recently Created Objectives
Recently Modified Objectives

My Recently Created Objectives
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My Recently Modified Objectives

Additional report sections (Your company administrator can make report sections available for display on
your Objective Homepage.)

To add sections to your Objective Homepage

On the Objective Homepage, click Edit Layout.

On the Objective Homepage Layout page, click the directional arrows to add or remove sections, and to
organize the sections on the page. Then click Save.

Managing Objectives
For step-by-step procedures that are common to many record types, see the following:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Objectives (on page 256)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Sharing Records (Teams) (on page 84)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

User Role and Access Profile Settings
To work with the Objective pages, you must have the following privileges in your user role:

Manage Business Planning Access
Manage Period Administration
In addition, your access profile settings must allow you to access the following record types:
Business Plan
Objective
Plan Account
Plan Contact

Plan Opportunity
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Period

Related Topics

See the following topics for related information on objectives:
Objectives (on page 253)
Working with the Objective Homepage (on page 254)
Objective Fields (on page 256)

Linking Records to Objectives

You can also link the following records to an objective by adding sections to the Detail Page for the objective
record:

Objectives
Opportunities
Activities

For more information, see Changing Your Detail Page Layout (on page 619).

To link records to an objective

On the Objective Detail page, click Edit Layout.

On the Objective Detail Layout page, click the arrows to add the section for the record, and to organize
the sections on the page.

Click Save.

Objective Fields

Use the Objective Edit page to add an objective, or update details for an existing objective. The Objective Edit
page shows the complete set of fields for an objective.

TIP: You can also edit objectives on the Objective List page and the Objective Detail page. For more
information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information about some of the objective fields.

Key Objective Information
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Objective Name The name of the objective. (Required.)

Plan Name The parent business plan associated with this objective. Select the business
plan, using the Lookup icon.

Type The general purpose of the objective. Examples are: Awareness, Education,
Relationship, New account acquisition, Increase account penetration, Product
trial, Special incentive, Account retention, and Competitive response. Select the
type from the drop-down list. (Required.)

Status The current status of the objective. Examples are: Draft, Submitted, Final
Approved, Current, Expired, Future, and On Hold. Select the status from the
drop-down list. (Required.)

Account Name The account associated with this objective. Click the Lookup icon to select the
account.

Contact Name The contact associated with this objective. Click the Lookup icon to select the
contact.

Product Name The product associated with this objective. Click the Lookup icon to select the
product.

Period A period defines the time within which to complete an objective. A period

objective is determined by your company'’s fiscal calendar definition, which your
company administrator defines. (Required.)

A period can correspond to a fiscal year, quarter, month, or week, for example,
Fiscal Quarter 1, 2010. The available periods listed are based upon your
company's defined fiscal calendar. For more information on defining fiscal
calendars, see About Fiscal Calendars (on page 1012).

NOTE: You require the Manage Period Administration privilege to select a
period.

Period: Start Date The starting date of a period. Click the Calendar icon to select the start date.
Period: End Date The ending date of a period. Click the Calendar icon to select the end date.
Target Information

Objective Revenue The revenue target for this objective, for example 1,000,000.

Currency The currency for the revenue (for example, USD or EURO). Click the currency
icon to choose your required currency.

Exchange Date The relevant date for converting local revenue into currencies that headquarters
use.

Target Audience The target group or organization for this objective, for example, physician
practices specializing in cardiology.

Objective Target The goal or outcome for this objective, expressed in objective units, for
example, 1000 to represent 1000 customer calls.
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Objective Units The unit of expression for the objective target, for example, Sales Units, Number
of Calls, dollars ($), and so on. Click the drop-down list to select the objective
unit.

Additional Information
Description The description of the objective.

Owner The person who owns the objective, typically the creator of the objective. Click
the Lookup icon to select the owner.

Related Topics

See the following topics for related information about objectives:
Objectives (on page 253)
Working with the Objective Homepage (on page 254)
Managing Objectives (on page 255)

Plan Accounts

Use the Plan Account pages to create, update, and track plan accounts that are associated with business
plans. A plan account maps accounts and business plans, in other words, you use plan accounts to associate
accounts with business plans. A plan account allows an account to have multiple business plans (for example,
one for a general sales force and one for a specialty sales force). However, a business plan covers multiple
accounts (for example, all accounts in a territory).

It is possible that some users might not interact directly with the plan account record type. Instead, they
associate accounts with business plans from the Business Plan Detail Page or from the Account Detail Page.
Some users might prefer to work directly with the plan account record type.

NOTE: Your company administrator determines which tabs are available to you. If your job responsibility does
not include tracking plan account information, the Plan Account tab might be excluded from your setup.

Working with the Plan Account Homepage
The Plan Account Homepage is the starting point for managing plan accounts.

NOTE: Your company administrator can customize the layout of your Plan Account Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page and remove
sections from the page.
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Creating a Plan Account

You can create a new plan account by clicking the New button in the Recently Modified Plan Accounts section.
For more information, see Creating Records (on page 38) and Plan Account Fields (on page 261).

Working with Plan Account Lists

The Plan Accounts Lists section shows a number of filtered lists. Filtered lists are subsets or groups of records
that allow you to limit the number of records to work with at a time.

The following table describes the standard lists for plan accounts.

All Plan Accounts All plan accounts to which you have
visibility, regardless of who owns the
plan account.

Recently Modified Plan Accounts All plan accounts with your name in the
Owner field, sorted by the modified date.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recent Plan Accounts
The Recently Modified Plan Accounts section shows the plan accounts you modified most recently.

Click Show Full List to expand the list.

Adding Sections to Your Plan Account Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Objective Homepage:

Recently Created Plan Accounts
Recently Modified Plan Accounts
My Recently Created Plan Accounts
My Recently Modified Plan Accounts

Additional report sections (Your company administrator can make report sections available for display on
your Plan Account Homepage.)

To add sections to your Plan Account Homepage

On the Plan Account Homepage, click Edit Layout.
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On the Plan Account Homepage Layout page, click the directional arrows to add or remove sections, and
to organize the sections on the page. Then click Save.

Managing Plan Accounts
For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

User Role and Access Profile Settings
To work with the Plan Account pages, you must have the following privileges in your user role:

Manage Business Planning Access
Manage Period Administration
In addition, your access profile settings must allow you to access the following record types:
Business Plan
Objective
Plan Account
Plan Contact
Plan Opportunity

Period

Related Information
See the following topics for related information about plan accounts:

Plan Accounts (on page 258)
Working with the Plan Account Homepage (on page 258)
Plan Account Fields (on page 261)
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Plan Account Fields

Use the Plan Account Edit page to add a plan account or update details for an existing plan account.

TIP: You can also edit plan accounts on the Plan Account List page and the Plan Account Detail page. For

more information on updating records, see Updating Record Details.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing

the names for record types, fields, and options in lists. So, the information you see might differ from the

standard information described in the online help.

The following table provides additional information regarding some of the plan account fields.

Key Plan Account Information

Account

Primary Plan
Account

Business Plan

Account: Location

Account: Priority

Account: Account
Type

Account: Reference

Account: Owner

The Oracle CRM On Demand account that is associated with this plan account
record. Click the Lookup icon to select the associated account. (Required.)

For more information on Account fields, see Account Fields (on page 192).

Select this check box to indicate which account (if any) is the primary account
associated with a plan.

The business plan that is associated with this plan account record. Click the
Lookup icon to select the associated business plan. (Required.)

The location information from the Location field in the account record. It shows
the type of facility operated by the account at this site, such as Headquarters.
(View only.)

The priority information from the Priority field in the account record. It shows
the priority for the account, such as High, Medium, or Low. (View only.)

The account type information from the Account Type field in the account record.
It shows the relationship of the account to your company, such as Prospect,
Customer, Partner, or Competitor. (View only.)

The reference information from the Reference check box in the account record.
It indicates whether the account can be used as a reference for potential
customers or sales representatives. (View only.)

The owner information from the Owner field in the account record. It indicates
the alias of the Account record owner. (View only.)

Related Information
See the following topics for related information about plan accounts:

Plan Accounts (on page 258)

Working with the Plan Account Homepage (on page 258)

Managing Plan Accounts (on page 260)
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Plan Contacts

Use the Plan Contact pages to create, update, and track contacts that are associated with business plans. A
plan contact is a record that allows you to associate contacts with business plans, allowing each contact to
have multiple business plans. For example, you can have one plan contact for a general sales force and one
plan for a specialty sales force. At the same time, a plan contact allows a business plan to cover multiple
contacts, for example, all the contacts in a territory.

Some users might not interact directly with the plan contact record type, but rather associate contacts with
business plans from the Business Plan Detail page or from the Contact Detail page. Other users, however,
might prefer to work directly with the plan contact record type.

NOTE: Your company administrator determines which tabs are available to you. If your job responsibility does
not include tracking Plan Contact information, the Plan Contact tab might be excluded from your setup.

Working with the Plan Contact Homepage
The Plan Contact Homepage is the starting point for managing plan contacts.

NOTE: Your company administrator can customize the layout of your Plan Contact Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating a Plan Contact

You can create a new plan contact by clicking the New button in the Recently Modified Plan Contacts section.
For more information, see Creating Records (on page 38) and Plan Contact Fields (on page 264).

Working with Plan Contact Lists

The Plan Contacts Lists section shows a number of filtered lists. Filtered lists are subsets or groups of records
that allow you to limit the number of records to work with at a time.

The following table describes the standard lists for plan contacts.

All Plan Contacts All plan contacts to which you have
visibility, regardless of who owns the
plan account.

Recently Modified Plan Contacts All plan contacts with your name in the
Owner field, sorted by the modified date.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.
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Viewing Recent Plan Contacts

The Recently Modified Plan Contacts section shows the plan contacts that have been modified most recently.
To expand the list, click Show Full List.

Adding Sections to Your Plan Contact Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Plan Contact Homepage:

Recently Created Plan Contacts
Recently Modified Plan Contacts
My Recently Created Plan Contacts
My Recently Modified Plan Contacts

Additional report sections (Your company administrator can make report sections available for display on
your Plan Contact Homepage.)

To add sections to your Plan Contact Homepage

On the Plan Contact Homepage, click Edit Layout.

On the Plan Contact Homepage Layout page, click the arrows to add or remove sections, and to organize
the sections on the page. Then click Save.

Managing Plan Contacts
For step-by-step procedures for managing plan contacts that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

User Role and Access Profile Settings
To work with the Plan Contact pages, you must have the following privileges in your user role:

Manage Business Planning Access
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Manage Period Administration
In addition, your access profile settings must allow you to access the following record types:
Business Plan
Objective
Plan Account
Plan Contact
Plan Opportunity

Period

Related Information
See the following topics for related information about plan contacts:

Plan Contacts (on page 262)
Working with the Plan Contact Homepage (on page 262)
Plan Contact Fields (on page 264)

Plan Contact Fields

Use the Plan Contact Edit page to add a plan contact or update details for an existing plan contact. The Plan
Contact Edit page shows the complete set of fields for a plan contact.

TIP: You can also edit plan contacts on the Plan Contact List page and the Plan Contact Detail page. For more
information on updating records, see Updating Record Details.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information regarding some of the plan contact fields.

Key Plan Contact Information

Contact The Oracle CRM On Demand contact that is associated with this plan contact
record. Click the Lookup icon to select the associated contact. (Required.)

For more information on contact fields, see Contact Fields (on page 206).

Primary Plan Select this check box to designate whether the contact is the main contact for
Contact the business plan.

Contact: First Name The information from the First Name field in the contact record. (View-only.)
Contact: Last Name The information from the Last Name field in the contact record. (View-only.)

Contact: Account The account associated with the contact. (View-only.)
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Business Plan The business plan that is associated with this plan contact record. Click the
Lookup icon to select the associated business plan. (Required.)

Related Topics

See the following topics for related information for plan contacts:
Plan Contacts (on page 262)
Working with the Plan Contact Homepage (on page 262)
Managing Plan Contacts (on page 263)

Plan Opportunities

Use the Plan Opportunity pages to create, update, and track opportunities associated with a business plan. A
plan opportunity associates opportunities with business plans, allowing an opportunity to be associated with
multiple business plans (for example, one for a general sales force and one for a specialty sales force). A
business plan can relate to multiple opportunities at the same time.

Some users might not interact directly with the plan opportunity record type, but rather associate
opportunities with business plans from the Business Plan Detail page or from the Opportunity Detail page.
However, other users might prefer to work directly with the plan opportunity record type.

NOTE: Your company administrator determines which tabs are available to you. If your job responsibility does
not include tracking Plan Opportunity information, the Plan Opportunity tab might be excluded from your
setup.

Working with the Plan Opportunity Homepage
The Plan Opportunity Homepage is the starting point for managing plan opportunities.

NOTE: Your company administrator can customize the layout of your Plan Opportunity Homepage. In addition,
if your user role includes the Personalize Homepages privilege, you can add sections to the page, and remove
sections from the page.

Creating a Plan Opportunity

You can create a plan opportunity by clicking the New button in the Recently Modified Plan Opportunities
section. For more information, see Creating Records (on page 38) and Plan Opportunity Fields (on page 267).

Working with Plan Opportunity Lists
The Plan Opportunities Lists section shows a number of filtered lists. Filtered lists are subsets or groups of
records that allow you to limit the number of records to work with at a time.
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The following table describes the standard lists for plan opportunities.

All Plan Opportunities All plan opportunities to which you have
visibility, regardless of who owns the
plan opportunity.

Recently Modified Plan Opportunities All plan opportunities with your name in
the Owner field, sorted by the modified
date.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recent Plan Opportunities

The Recently Modified Plan Opportunities section shows the plan opportunities that have been modified most
recently. To expand the list, click Show Full List.

Adding Sections to Your Plan Opportunity Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Plan Opportunity Homepage:

Recently Created Plan Opportunities
Recently Modified Plan Opportunities
My Recently Created Plan Opportunities
My Recently Modified Plan Opportunities

Additional report sections (Your company administrator can make report sections available for display on
your Plan Opportunity Homepage.)

To add sections to your Plan Opportunity Homepage

On the Plan Opportunity Homepage, click Edit Layout.

On the Plan Opportunity Homepage Layout page, click the arrows to add or remove sections, and to
organize the sections on the page. Click Save.
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Managing Plan Opportunities

For step-by-step procedures for managing plan opportunities that are common to many record types, see:

B Creating Records (on page 38)

B Updating Record Details (on page 60)

B Linking Records to Your Selected Record (on page 61)
B working with Lists (on page 69)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing

the names for record types, fields, and options in lists. So, the information you see might differ from the

standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described

in the preceding list.

User Role and Access Profile Settings
To work with the Plan Opportunity pages, you must have the following privileges in your user role:

B  Manage Business Planning Access

B Manage Period Administration

In addition, your access profile settings must allow you to access the following record types:
B Business Plan

Objective

Plan Account

Plan Contact

Plan Opportunity

Period

Related Information
See the following topics for related, plan opportunity information:

B Plan Opportunities (on page 265)
B Working with the Plan Opportunity Homepage (on page 265)
B Plan Opportunity Fields (on page 267)

Plan Opportunity Fields

Use the Plan Opportunity Edit page to add a plan opportunity or update details for an existing plan
opportunity.
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TIP: You can also edit plan opportunities on the Plan Opportunity List page and the Plan Opportunity Detail
page. For more information on updating records, see Updating Record Details.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information regarding some of the plan opportunity fields.

Plan Opportunity Information

Business Plan The business plan that is associated with this plan opportunity record. Click the
Lookup icon to select the business plan. (Required.)

For more information on business plans see Business Plans (on page 247).

Opportunity The opportunity in Oracle CRM On Demand that is associated with this plan
opportunity record. Click the Lookup icon to select the associated opportunity.
(Required.)

For more information on opportunities, see Opportunities (on page 210).

Opportunity: The account associated with opportunity. (View-only.)
Account

Opportunity: Close The expected close date associated with the opportunity. (View-only.)
Date

Opportunity: If this check box is selected, it indicates that the opportunity is to be included in
Forecast the forecast revenue calculation. (View-only.)

Opportunity: Owner The information from the Owner field in the opportunity record. The owner is
the person who is assigned to this opportunity. (View-only.)

Opportunity: The potential revenue associated with the opportunity. (View-only.)
Revenue

Related Topics

See the following topics for related information about plan opportunities:
Plan Opportunities (on page 265)
Working with the Plan Opportunity Homepage (on page 265)
Managing Plan Opportunities (on page 267)
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Oracle CRM On Demand provides the following record types for information about customer services:
Service Requests. Use these pages to manage service requests from customers for products or services.
Solutions. Use these pages to store answers to common questions or service issues.

Communication. Use these pages to manage customer interactions through your call center (Oracle
Contact On Demand).

Managing Service and Communications

To manage service and communications, perform the following processes:
Process of Creating a Service Request (on page 269).
Process of Working on a Service Request (on page 270).
Process of Resolving a Service Request (on page 270).

Process of Closing a Service Request (on page 270).

Service requests can result from either incoming calls from the customer or customer calls received through
Oracle CRM On Demand.

Process of Creating a Service Request

To create a service request, perform the following tasks:
Verify the customer information and record the service issue.

Use service scripts to consistently apply company procedures, such as identifying problems and escalating
issues.

For more information about scripts, see Using Service Request Scripts (on page 274).
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Assign service requests to service representatives, see Assigning Service Requests (on page 273).

Process of Working on a Service Request

To work on a service request, perform the following tasks:
Log the follow-up calls.
Log the tasks.

Log notes to record the actions taken to assist the customer.

For more information on adding activities to service requests, see Creating Activities (on page 120) and
Activity Fields (on page 143).

Process of Resolving a Service Request

To resolve a service request, perform the following tasks:

Search the solutions library for information to help you to resolve the customer request, see Reviewing
Solutions (on page 282).

Link the appropriate solutions to the service request and rate their usefulness, so that the library can be
continuously monitored and improve, see Rating Solutions (on page 283).

Use prebuilt or custom reports to identify the issues, see Running Reports (on page 693).

Take immediate action to resolve them. If you cannot find a solution, add a new one to the library, see
Managing Solutions (on page 282).

Process of Closing a Service Request

To close a service request, perform the following tasks:
Record the wrap-up activities.

Close the service request when it is resolved, see Closing Resolved Service Requests (on page 276).

Service Requests

Use the Service Request pages to record, track, and address customer requests for information or assistance.
A service request holds all the relevant, detailed information about a particular service activity. You can also
use the service request to capture additional information, such as solutions or activities required to resolve the
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service request. Service representatives can access all the relevant information about service requests in one
location. To ensure that a service request record captures all service activity, the changes to records are
tracked through an audit trail. For information about dealing with service requests, see Managing Service and
Communications (on page 269).

Working with the Service Request Homepage
The Service Request Homepage is the starting point for managing service requests.

NOTE: Your company administrator can customize the layout of your Service Request Homepage. In addition,
if your user role includes the Personalize Homepages privilege, you can add sections to the page and remove
sections from the page.

Creating a Service Request

You can create a service request record by clicking the New button in the My Open Service Requests section.
For more information about service requests, see Assigning Service Requests (on page 273) and Service
Request Fields (on page 276).

Working with Service Request Lists

The Service Request Lists section shows a number of lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for service requests.

All Service Requests none

All Closed Service Requests Status = Closed

All Escalated Service Requests Status = Open - Escalated

All Open Service Requests Status=0Open, Status = Open - Escalated

All Recently Created Service Requests All service requests, sorted by the created date
All Recently Modified Service Requests All service requests, sorted by the modified date
My Open Service Requests Status = Open (displays records containing your

user name in the Owner field)

My Service Requests Service Requests with your name in the Owner
field

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).
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To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Open Service Requests

The My Open Service Requests section shows a list of your open service requests, in the order in which they
were created. To expand the list, click the Show Full List link.

Viewing Service Request Related Tasks

The Service Request-Related Tasks section shows open service request-related tasks assigned to you, sorted
by due date and then priority. It shows this information:

Due Date. Date task is due as set by you or your manager.

Priority. Priority for tasks as set by you or your manager, such as 1-High, 2-Medium, or 3-Low. The task
priority is indicated by arrows: an up arrow for high priority, no arrow for medium priority, a down arrow
for low priority.

NOTE: If your company administrator has changed the default values for the Priority field, arrows
might not be displayed in the Priority field in the task lists.

Subject. Title of task. Click the link to review the task.
Service Request. Number the system assigns to identify the service request.

Click Show Full List to expand the list of service request-related tasks.

Viewing Open Service Request Reports

The Open Service Request Analysis section shows service request reports by source, product area, user name,
or priority. You can click a chart section or table item to see the details and to determine what needs to be
done to resolve issues today. You can also change the categories in the drop-down list to view the same data
from another perspective.

For example, you can:
Use this analysis to keep informed about open and escalated service requests.
Filter by Product Area to see which areas are generating the most calls.
Filter by User Name to see how the workload is spread across the team.
Filter by Priority to see the level of service issues being reported.

To see other types of service analyses, go to the Reports Homepage.

Adding Sections to Your Service Request Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Service Request Homepage:

Service Request-Related Tasks

My Current Service Request Related Tasks (tasks that are due today)
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Additional report sections (your company administrator can make report sections available for display on
your Service Requests Homepage)

To add sections to your Service Request Homepage

On the Service Request Homepage, click the Edit Layout link.

On the Service Request Homepage Layout page, use the directional arrows to add or remove sections and
to organize the sections on the page.

Click Save.

Managing Service Requests

To manage service requests, do the following tasks:
Assigning Service Requests (on page 273)
Using Service Request Scripts (on page 274)
Adding Solutions to Service Requests (on page 275)
Escalating Service Requests (on page 275)
Closing Resolved Service Requests (on page 276)

For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Viewing Audit Trails for Records (on page 105)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Assigning Service Requests

When you create a service request, the owner field is blank. You can either assign the owner manually or, if
your company is using assignment manager, the owner is automatically assigned when you save the record.

If a service request has already been assigned, you can reassign the request in any of the following ways:

Change the owner name.
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Select the Reassign Owner check box.
Delete the owner's name.

Selecting the Reassign Owner check box or deleting the owner's name triggers assignment manager to
process the service request again and assign it according to the rules set up by your company.

NOTE: If a service request has a status of closed, it is ignored by the assignment manager and is not
reassigned.

The name in the Owner field is changed when you save the record. However, the processing time for
reassigning records can vary depending on the complexity of your company's assignment rules, the number of
records to be reassigned, and current system load.

To manually assign a service request

Find the service request.

For instructions on finding service requests, see Finding Records (on page 41).
On the Service Request List page, position your cursor in the Owner field and then click the Lookup icon.

In the Lookup window, search for the person and click select.

Using Service Request Scripts

Your company administrator might have set up the assessment scripts to help you to gather information about
the service requests (Call Scripts), or to assess the customer satisfaction levels (Customer Satisfaction
Surveys). An assessment script consists of a series of questions that you use to collect customer data. Your
responses are scored, assigned a weight, and compared with a specified threshold to determine the
appropriate outcome or course of action.

Before you begin. To use assessment scripts, your user role must be set up to allow access to the
assessment records. For more information about the required settings, see About Assessment Scripts (on
page 1477).

To use a service request script

Select the service request.

For more information on selecting service requests, see Finding Records (on page 41).

On the Service Request Detail page, scroll down to the Call Scripts section or the Customer Satisfaction
Surveys section and click Add.

NOTE: If the Call Scripts section or the Customer Satisfaction Surveys section is not shown, click the
Edit Layout link in the upper-right corner of the page, and add the appropriate section to your page
layout. These sections are only available to add to your page if your company administrator has set
them up.

In the Lookup window, search for the appropriate script, and click Select. You can use the filter fields at
the top of the Lookup window to filter the list of scripts.
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In the Call Scripts or Customer Satisfactions Survey window, select the answer for each script question,
and then click Save.

The Service Request Detail page appears again. Depending on the outcome of the script, some of the fields on
the record might have been automatically updated.

Adding Solutions to Service Requests

You can add an existing solution to your service requests. For more information on solutions, see Solutions
(on page 278).

To add a solution to a service request

Select the service request.

For more information on selecting service requests, see Finding Records (on page 41).

Scroll to the Solutions section of the Service Request Details page and click Add.

A list of solutions that are approved and published appears.

To limit the number of solutions that appear, use the filtering options to search on keywords or Solution
ID.

Click Preview to view the solution details to make sure that it addresses your customer's concerns.
Click the Select link beside each solution that you want to add to your service request, and then click OK.

Change the status of the service request to Pending until you can confirm with your customer that the
problem is resolved, as follows:

On the Service Request Details page, click in the Status field, and select the Pending status from the
drop-down list.

Click the green check mark icon in the Status field to save the change.

Escalating Service Requests

You can escalate a service request so that it stands out as an urgent matter.

To escalate a service request

On the Service Request List page, click in the Status field of the Service Request you want to escalate.
Select Open-Escalated from the drop-down list in the field.

Click the green check mark icon in the Status field to save the change.
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Your company policy determines what actions are taken when a service request is escalated. For example,
your company administrator might define a workflow rule that sends an email or generates a task when a
service request is escalated.

You can create a filtered list to show all escalated service requests to which you have access.

Closing Resolved Service Requests

After you have satisfactorily answered your customer’s request, you can close the service request.

Before you begin: View the Service Request detail page to make sure that the service request is complete by
verifying the following:

All activities on the service request have a Completed status, indicating that you have followed up with
your customer.

If your company uses solutions, the solution is linked to the service request record, indicating how the
problem was solved.

To close a resolved service request

On the Service Request List page, click in the Status field of the Service Request you want to close.
Select Closed from the drop-down list in the field.

Click the green check mark icon in the Status field to save the change.

Service Request Fields
Use the Service Request Edit page to add a service request or update details for an existing service request.

TIP: You can also edit service requests on the Service Request List page and the Service Request Detail page.
For more information on updating records, see Updating Record Details (on page 60).

The Service Request Edit page shows the complete set of fields for a service request, as shown in the
following table.

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

The following table provides additional information regarding some fields.

Contact Information
SR Number Service request ID. System-generated.

Account Account linked to the service request.
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Contact Contact linked to the service request.
Work Phone # Work phone number of the contact. Inherited from the Contact record.
Email Email address of contact. Inherited from the Contact record.

Service Detail Information

Area Category of service request, such as Product, Installation, Maintenance,
Training, Other.

Cause Reason for service request, such as Unclear Instructions, User Needs Training,
Existing Issue, New Issue, Other

Type Type of service request, such as Question, Issue, Enhancement Request,
Other.

Source Method by which service request is received, such as Phone, Web, Email, Fax.

Priority Indication of priority, such as 1-ASAP, 2-High, 3-Medium, 4-Low.

Status Status of service request, such as Open, Pending, Closed, Open-Escalated,

Cancelled. Some filtered lists and reports use the Status field to determine
which service requests to include.

Opened Time Date and time you created the service request. System-generated.
Closed Time Date and time status of service request changes to Closed. System-generated.
Owner Alias of the record owner. Generally, the owner can update the record details,

transfer the record to another owner, or delete the record. However, access
levels can be adjusted to restrict or expand a user’s access.

This value affects which records are included in reports you or your managers
run (from Reports and Dashboard pages).

Reassign Owner Indicates that the service request should be reassigned. If your company
administrator has set up service request assignment rules, selecting this field
triggers assignment manager to process the service request again and assign
it according to the rules.

NOTE: When you select this check box, the name in the Owner field changes
when you save the record. However, depending on the complexity of your
company's assignment rules, the number of records to be reassigned and the
current system load, it may take some time for the tasks that are
automatically performed to be completed, for example, sending the
notification email.

Additional Information

Subject Summary of service request.
Description Additional information about the service request. Limit of 16,350 characters.
Vehicle The Vehicle ID Number (VIN) if a vehicle is associated with the service
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request.

Solutions

Use the Solution pages to create, update, and track solutions. Solutions contain information about how to
resolve a customer problem. By maintaining a knowledge base of solutions, your service representatives
have access to a centralized knowledge base to help them resolve customer problems. In addition, the
knowledge base expands as users interact with customers and create new solutions.

Oracle CRM On Demand tracks the usage of solutions and enables users to rate solutions. This information
helps organizations to improve the solutions that they provide to customers and to identify problems in
products or services. Frequently used solutions might indicate a product defect. Poor solution ratings might
indicate the need to improve solutions.

About Managing Solutions

Consider implementing a process similar to the following to build and manage a knowledge base of solutions:
A company administrator imports your existing solutions into the application (optional).

Service agents and other experts add draft solutions to expand the breadth and depth of your knowledge
base over time.

Service managers review, approve, and publish solutions.
Agents score existing solutions to make sure the most helpful solutions rise to the top.

Service managers monitor the solutions knowledge base to ensure that only valid and current information
is represented.

Best Practice Tips for Managing Your Solutions Knowledge Base

Having a well-organized and peer-evaluated library of solutions helps you consistently serve your customers
more effectively. Here are some best practice tips for setting up and managing your solutions knowledge base.

1 - Import Your Existing Solutions

Before you import solutions, compare the information in your existing solutions with the Solution record in
Oracle CRM On Demand. You might want to add, rename, or remove fields from the record to match the
information that you want to import.

You can use the Custom Field Setup Template, available in the Tools and Templates page in the Training &
Support Center, to help you plan changes. This document will help you plan for and keep track of any custom
changes that you want to make to the application.
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2 - Add Draft Solutions

Establish guidelines for creating solution records and communicate these to anyone who might create draft
solutions, such as service agents, product or, service experts. Be sure to emphasize the importance of the
Title field in a solution record. This is a searchable field which appears on most lists and Lookup windows for
solutions. Therefore, service agents will use it to quickly identify appropriate solutions to their questions or
problems.

When a new solution record is created, it has a status of Draft. Draft solutions are not available to be added to
service request records and will not appear in the solution Lookup window until they are published. So, if an
agent creates a Service Request and enters a draft solution during the call, the agent can add the draft
solution to the Service Request, but the draft solution will not be accessible to other agents until it is
published.

3 - Review, Approve, and Publish Solutions

The approval process ensures that your identified experts get a chance to review all solutions before releasing
them for general use by your service agents. Establish review and approval guidelines to ensure that all
solutions are valid, easy to follow, and consistently useful to those who need them.

You must have a role with the Publish Solutions privilege to change a solution status to Approved and to
publish the solution. For more information, see Approving and Publishing Solutions (on page 283).

4 - Rate Solutions

Ask your service agents to rate the solutions that they use and add to their service request records. They can
easily do this from the Solution Detail page by clicking the Rate Solution button. Solutions are rated ona 1 -5
scale. If the solution was highly effective, rate it a 5. If it was not effective or valid, rate it a 1.

Every time a solution is rated, its rating score is recalculated and displayed on the record. Having your agents
rate the solutions gives you information you can use to monitor the quality of your knowledge base. For more
information, see Rating Solutions (on page 283).

5 - Monitor Solutions

Make sure that you regularly monitor your solutions knowledge base so that your service agents have the best
and most current information and instructions. Some recommendations are:

Assign an owner for certain areas or types of solutions and have each owner regularly review and update
those solutions. Make each owner responsible for the accuracy and approval of his or her area.

Over time, your solutions can become obsolete. Solutions related to products that are no longer supported
are just one example. Create a Solution list to locate these solutions, filtering by the Product field, for
example. Then, use the Mass Update feature to remove them from the searchable solutions.

Do not delete a solution, unless it is a duplicate. Instead, set the status to Obsolete. Obsolete solutions no
longer appear on the list when searching for a solution to add to a service request. However, you can still
use the lists on the Solutions Homepage to access them if you need them.

Review all solutions that are rated low. To find them, create a custom list that shows you all published
solutions rated a 1 or 2.

Use the prebuilt Solution lists on the Solutions Homepage to review your top-rated solutions and most
active solutions. By doing so, you have an indication of any areas where you can potentially add more
knowledge and expand your library.
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Routinely analyze your closed service requests for trends, and identify key problem areas where additional
information should be added to your knowledge base.

Working with the Solution Homepage
The Solution Homepage is the starting point for managing solutions.

NOTE: Your company administrator can customize the layout of your Solution Homepage. In addition, if your
user role includes the Personalize Homepages privilege, you can add sections to the page and remove sections
from the page.

Creating a Solution Record

You can create a solution record by clicking the New button in the My Recently Viewed Solutions section. For
more information, see Creating Records (on page 38) and Solution Fields (on page 284).

Working with the Solution Lists

The Solution Lists section shows a number of lists. Oracle CRM On Demand comes with a set of standard lists.
All standard lists are public and visible to everyone. You and your managers can create additional lists based
on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for Solutions.

Approved Solutions Status = Approved

Published Solutions Published =Y

Recently Created Solutions All solutions, sorted by the created date
Recently Modified Solutions All solutions, sorted by the modified date
Draft Solutions Status = Draft

(visible only to users with the Publish
Solutions privilege)

Highest Rated Solutions Highest cumulative ratings given by all individuals

Most Active Solutions Frequently linked with Service Requests

All Solutions All solutions, sorted alphabetically on Solution
Title

My Recently Modified Solutions All solutions you own, sorted by the modified date

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).
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To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Viewed Solutions
The My Recently Viewed Solutions section shows the solutions that you viewed most recently.

To expand the list, click the Show Full List link.

Viewing Most Active Solutions

The Most Active Solutions section shows the solutions that have been frequently linked with service requests.
High usage can indicate to a service organization the specific areas where customers are being challenged by
product and services. Organizations can respond by providing more information to service representatives to
help customers or by providing more information to customers directly.

Viewing Highest Rated Solutions

The Highest Rated Solutions section lists the solutions with the highest cumulative ratings given by all
individuals.

Adding Sections to Your Solution Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Solution Homepage:

Recently Created Solutions
Recently Modified Solutions
My Recently Created Solutions
My Recently Modified Solutions

One or more report sections (Your company administrator can make reports available on your Solution
Homepage.)

The following procedure describes how to add sections to your Solution Homepage.

To add sections to your Solution Homepage

On the Solution Homepage, click Edit Layout.

On the Solution Homepage Layout page, click the arrows to add or remove sections, and to organize the
sections on the page.

Click Save.
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Managing Solutions

To manage solutions, perform the following processes:

B Reviewing Solutions (on page 282)

B Approving and Publishing Solutions (on page 283)

B Rating Solutions (on page 283)

B Adding Books to a Solution (on page 284)

For step-by-step procedures that are common to many record types, see:
I Creating Records (on page 38)

B Updating Record Details (on page 60)

B Linking Records to Your Selected Record (on page 61)

M working with Lists (on page 69)

B Attaching Files and URLs to Records (on page 94)

NOTE: To update solution records, your user role must include the Publish Solutions privilege.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Related Topics
See the following topics for related information:

B Solution Fields (on page 284)
M Reports (on page 675)
B Importing Your Data (on page 1448)

Reviewing Solutions

You can review the most active solutions or the highest rated solutions. You can also review the complete
information for any solution record.

To review the most active solutions

1 From any page, click the Solutions tab.

2 In the Most Active Solutions section, click the Solution Title link for the solution you want to review.
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To review the highest rated solutions

From any page, click the Solutions tab.

In the Highest Rated Solutions section, click the Solution Title link for the solution you want to review.

To review solution information

Select the solution.

For instructions on selecting solutions, see Finding Records (on page 41).

On the Solution Detail page, you can review the solution record.

For a description of fields, see Solution Fields (on page 284).

Approving and Publishing Solutions

Before you begin. To perform this procedure, your user role must include the Publish Solutions privilege.

You can review solutions for accuracy and completeness. Then you can approve the draft and publish it
internally. Publishing a solution internally makes it available for all customer service representatives to use
and link to service requests.

To approve and publish a solution

From the Solutions Homepage, click the Draft Solutions link.

From the Solutions List page, select the solution and then click Edit.

On the Solution Edit page, change the Status to Approved to approve the solution.
To publish the solution, select the Published check box.

Save the record.

Rating Solutions

You can rate the effectiveness of a solution as many times as you want to.

To rate solution information

Select the solution.

For instructions on selecting solution, see Finding Records (on page 41).

In the Solution Details title bar, click the Rate Solution button.
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On the Solution Rating page, select a rating from 1 to 5 (5 is the best) from the drop-down list.

Save the record.

Individual user ratings are averaged to determine which solutions appear in the Highest Rated
Solutions section on the Solutions Homepage.

Adding Books to a Solution

Use the following procedure to add books to a solution. When you add a book to a solution, you can modify or
remove the book. This procedure assumes that the Books record type is displayed as a related item on the
Solution page. For more information about customizing related item information, see Customizing Related
Item Layouts (on page 1056).

To add a book to a solution

On the Solution List page, open the solution that you want.
On the Solution Detail page, click Add in the Books section of the page.

In the Book selector, choose the book that you want to add to the solution, and then click OK.

For more information about books, see Book Management (on page 1177).

Solution Fields

Use the Solution Edit page to add a solution or update details for an existing solution. The Solution Edit page
shows the complete set of fields for a solution.

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information you see onscreen might
differ from the standard information described in this table.

The following table provides additional information regarding some fields.

Solution Detail Information

Solution ID Unique ID of the solution. System-generated.
Title Solution title. This field has a limit of 100 characters and is required.
Status Solution’s status, such as Draft, Approved, or Obsolete. Defaults to Draft. Only

users with the Publish Solutions privilege can change this information.

Published Indication that the solution is available for internal use. Only users with the
Publish Solutions privilege can change this information.
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Solution Rating Rating of the solution from 1 to 5 (5 is the best).
Additional Information

NOTE: The following fields are available with Oracle CRM On Demand Life Sciences Edition and might
not be available for your configuration. If these fields are not available, contact your company
administrator.

Legal Approval Indicates that the solution has received legal approval.
Marketing Approval Indicates that the solution has received marketing approval.

Multi-file asset Indicates that the solution consists of multiple digital files. A given solution
image might consist of separate files for photos, logos, and other components of
a larger image.

Expiration Date The date after which this content must not be used in Personalized Content
Delivery (PCD). Use the calendar icon to select the expiration date.

Release Date The date after which this content can be used in PCD. Use the calendar icon to
select the release date.

Verification Status Indicates whether the solution can be displayed correctly. When users load
multimedia or graphic files, they test them to make sure that they are displayed
correctly, and they set the verification status to Successful. The values are: Not
Verified, Successful, or Failed.

PCD Attachment Indicates the type of the attached multimedia or graphic file:

Type
v Message. The content is suitable for a presentation.

Thumbnail. The content is a smaller, compressed version of a larger
message record.

Related Thumbnail The name of another solution record that provides a small thumbnail version of
Image the main message solution. Each solution of the type Message must have a
matching solution of the type Thumbnail.

Distribution Select Publish to distribute the content automatically to remote users. The
Method distribution is based on users' permissions.

NOTE: The following fields are available by default for all editions of Oracle CRM On Demand.
FAQ Frequently asked questions about the solution.

Solution Details Additional information about the solution.
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Communications

Use the Communication pages together with the Communication Tools and Voice Controls sections in the
Action bar to manage customer interactions—phone calls, voicemail messages, and emails. Supervisors can
also monitor agents, using these same areas of the application.

NOTE: Your company administrator determines which tabs are available to you. If your job responsibility does
not include using Oracle Contact On Demand, then the Communications tab and its subtabs might be excluded
from your setup.

About Oracle Contact On Demand

Oracle Contact On Demand allows you to use voice, voicemail, and email to manage customer interactions.
Because of its integration with Oracle CRM On Demand, each customer interaction is tracked and stored in the
same location that your company uses to manage its contacts, accounts, solutions, and so on. This integration
allows you to leverage the information in your company’s database to find solutions to customer issues,
update contact information, and run analytics against your data.

Oracle Contact On Demand is a Web-based call center that uses these channels:
Voice

Oracle Contact On Demand allows you to establish real-time voice communication and uses skills
based routing to forward calls to the appropriate agent. The call controls built into the interface allow
you to receive calls, place outbound (external) calls and internal (agent-to-agent) calls, place a call on
hold, hang up (close) a call, transfer a call, and conference in other parties. The feature includes these
capabilities:

Inbound calls. Receive and work with an inbound call through the Oracle Contact On Demand
interface anywhere there is a telephone, provided you are logged in to Oracle Contact On Demand.

Outbound calls. Oracle Contact On Demand supports outbound dialing to U.S. (domestic) and
international locations. Calls can be placed from the Oracle Contact On Demand toolbar.

Call Control. All calls are handled through the Communication Tools and Voice Controls sections in
the Action bar, and the Calls subtab on the Communications Homepage. Other information passed
with the call (for example caller name, telephone number, and 800 destination) is only displayed if
configured.

Internal calls. Contact another agent or supervisor logged into Oracle Contact On Demand by
selecting the desired agent or supervisor from a drop-down list of active users.

Skills-based Routing. Voice calls are routed to the most qualified agent to handle the call (that is,
defined by customer touch-tone selection through IVR).

Statistics Window. Provides real-time statistics on call progress in the Oracle Contact On Demand
application. The window displays the current state, the time in the state, the number of calls in the
queue, and the call that has been waiting in the queue the longest.

Click-to-Dial. Outbound calls are placed by clicking the phone number link in the Details or List
pages.

Supervisor Control. Supervisors can record and listen to previously recorded phone calls for quality
assurance purposes. In addition, supervisors can monitor agents real-time and invoke actions such as
whisper, coach, join, take over, and log agents out.
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Callback. Administrators can set up Oracle Contact On Demand so that if agents are busy, the caller
can continue waiting for the next available agent. Alternatively, the caller can receive a callback as
soon as an agent is available. Oracle Contact On Demand allocates the call a place in the queue. When
an agent is free to answer the call, the call center server automatically calls the caller back with his or
her contact phone number, and connects the caller to the available agent. The agent receives the
incoming call.

Web callback. A Web callback is similar to a callback, except that the customer enters his or her
phone number on a company's Web page, rather than using the phone. For example, a potential
customer visits a company's Web page, and the company Web page requests the customer to enter
his or her phone number if the customer wants to receive a callback from an agent. An Oracle Contact
On Demand administrator is responsible for administering this feature for customers. For more
information on configuring the Web callback feature, see Oracle Contact On Demand Administration
Manager Guide.

Voicemail. The voicemail channel for Oracle Contact On Demand uses skill-based routing to forward
messages to the appropriate agent. Each Oracle Contact On Demand company defines when and how
voicemail is offered to a caller. Applying the intelligent routing in Oracle Contact On Demand provides
a rapid response to callers who choose to leave a voice message. This response has the same quality

and priority as regular telephone calls. Agents can listen to the caller's message and reassign it to
another agent or workgroup, if necessary. You can access the voicemail through the activity record,
even after it is wrapped up. Voicemails can be played back on a local media player or on a phone.

Email

Emails are routed to an agent’s email, according to keywords in the email or the agent’s skills. Emails
can be responded to, discarded, and reassigned to another agent or workgroup. Agents are given
limits on the number of emails they can work on at a time. To review these limits, the agent can click
Statistics in the Action bar and review the Offline Messages line.

About IVR

Underlying the Voice and Voicemail channels is Interactive Voice Response (IVR). IVR uses underlying
touch-tone recognition and Oracle Contact On Demand skill-based routing.

Touch-tone recognition permits the IVR to answer a call, play a prerecorded message, and prompt the
customers to indicate the nature of their query and route them to an appropriate agent (for example, by
pressing 1 for Sales). If your company administrator has configured screen pops that are based on IVR
prompts, the values entered by a caller with a touch-tone phone take precedence over the search criteria
described under the heading, About Matching Records in Oracle Contact On Demand. IVR prompts support
only the following: service request humber, contact home phone number, and campaign ID.

Service request numbers in Oracle CRM On Demand contain a hyphen. However, when a caller enters a
service request number in response to an IVR prompt, you must advise the caller to use an asterisk (*) to
indicate the hyphen in the IVR prompt.

NOTE: Contact home phone number is not included in the standard Contact page layout.

About Matching Records in Oracle Contact On Demand
When an agent receives a communication from a customer, Oracle Contact On Demand does the following:

Searches existing records in the Oracle CRM On Demand database to try to find a match in Contact, Lead,

Account, Service Request, and Campaign records.
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For phone calls, the application looks for matches based on:

Originator phone number (which phone number the customer is dialing from). This information is
captured in the Origin field. In a campaign, the originator phone number is the campaign phone
number that the customer calls.

For emails, the application looks for matches based on:
Originator email address. This information is captured in the Origin field.

For campaign records to include phone numbers and email address fields, which are used to determine
matches, your company administrator must customize the Campaign Detail page layout page in order
to add the Campaign Email and Campaign Phone Number fields manually.

In Oracle Contact On Demand, service requests are associated with an activity only if an IVR prompt
has been set up for that activity. For example, Oracle Contact On Demand searches for a matching
contact home phone number only if the company administrator has configured an IVR prompt so that
a caller is prompted to enter a home phone number. To match a contact home phone number, your
company administrator must customize the standard Contact Detail page layout to include a contact
home phone number field and must enter a valid contact home phone number in this field. For
information on customizing page layouts, see Customizing Static Page Layouts (on page 1057).

When the search is complete, an activity record is created for the communication, which is linked to the
matching record.
The following are the possible results of a search:

If a unique service request is found, Oracle Contact On Demand associates the activity record with
both the service request record and the service request's primary account. Oracle Contact On
Demand also associates the activity record with the service request’s contact unless it finds a
uniqgue contact match for the phone number.

If a unique contact match is found, Oracle Contact On Demand automatically associates the
activity record with both the contact and the contact's primary account.

If a unique lead match is found, Oracle Contact On Demand automatically associates the activity
with both the lead and the lead's primary account.

If a unique record match does not have an associated account, Oracle Contact On Demand
automatically associates the unique account that matched the phone number, if a phone number
exists.

If a single match is found, the matching record appears.

If multiple matches are found for a particular record type, Oracle Contact On Demand does not
link the activity to a specific record for this record type.

NOTE: You must have access to a specific record type or else Oracle Contact On Demand cannot
associate an activity with this record type.

NOTE: If an agent transfers a call to another agent, an activity will be created for the agent to whom
the call is transferred.
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Managing the Call Center

As a supervisor, you need tools and information to help you operate your call center effectively. You need to
know how many calls, emails, and voicemails your team handles. You need to ask the following questions:
what is the average handle time for each interaction: how long are customers waiting in the queue: and so on.
Access to real-time information about your operations can help you to manage your call center and even
pinpoint improvement opportunities for individual agents.

Oracle Contact On Demand Supervisor Tools

Oracle CRM On Demand and Oracle Contact On Demand have several tools to help you manage your call
center. Every customer communication can be tracked and linked to customer records. This tracking feature
builds a database of information about your operations and your customers, which you can access using
reports and analyses. Agent-monitoring tools can also help you to coach individual agent performance.

Communications Dashboard

The Communications Dashboard shows real-time statistics about your call center queues to help you analyze
performance.

Click the Dashboard tab and select the Communications dashboard from the drop-down list. Click Show.
View the current number of customer interactions in each of your communication channels.

Review individual workgroup statistics to help you analyze your call center volumes and manage your
workforce.

Click the Additional Reports link to select a different dashboard to view other service or sales analyses.

Communications Reports and Analyses

The Reports Homepage contains links to prebuilt and custom-built analyses that can help you manage your
call center. Review custom and prebuilt analyses regularly to identify call center trends, potential risks, and
opportunities for improvement.

You can use Oracle CRM On Demand Answers to design customized reports to analyze the communications
activities generated by your call center interactions. When you create a custom analysis:

Use the Activities reporting subject area to build a communications-specific analysis.
Expand the Activity folder, and then the Communication folder.
Click the Oracle Contact On Demand data column names to add them to your custom analysis.

For further information, see Reports (on page 675).

Working with the Communication Homepage

The Communication Homepage is the starting point for managing customer interaction.
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Viewing Customer Interactions

The Inbox section lists all customer interactions currently assigned to you for the channel you have chosen in
the sub tabs (Calls, Voicemail, or Email). For a description of the fields (columns), see Wrapping Up
Communication Activities (on page 302). You can determine the period during which the Communication
Homepage Inbox displays the current and completed activities in your personal profile. For more information,
see Updating Your Personal Details (on page 604).

Working with Communications Lists

The Communications Lists section shows a number of lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for communications:

All Aging Emails

All Aging Voicemails

All Callbacks

All Emails

All Inbound Calls
All Inbound Emails
All Outbound Calls
All Outbound Emails
All Transfers

All Voice Calls

All Voicemails

All Web Callbacks

My Communications Inbox

My Calls Inbox

My Voicemails Inbox

Recently Completed Communications

Recently Completed Calls

All emails you can see that have been open
longer than 24 hours.

All voicemails you can see that have been open
longer than 24 hours.

All Web callbacks and callbacks you can see.
All emails you can see.

All inbound calls you can see.

All inbound emails you can see.

All outbound calls you can see.

All outbound emails you can see.

All transfers you can see.

All phone calls.

All voicemails.

All Web callbacks you can see.

All customer interactions currently assigned to
you. No new, incomplete emails appear in this
list.

Incomplete calls assigned to you.
Incomplete Voicemails assigned to you.

All communications you have recently
completed.

Calls you have recently completed.
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Recently Completed Emails Emails for which you have sent a reply.
Recently Completed Voicemails Voicemails you have recently completed.

To view a list, click the list name.

To create a new list, click New List. For more information about creating lists, see Creating and Refining Lists
(on page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Completed Communications

The Recently Completed Communications section lists your most recently completed interactions. For a
description of the fields (columns), see Wrapping Up Communication Activities (on page 302).

To expand the list of most recently completed communications, click Show Full List. This list displays a full
page of records, which you can scroll through page by page.

Related Topics
See the following topics for related information:

About Oracle Contact On Demand (on page 286)
Managing Oracle Contact On Demand (on page 291)

Managing Oracle Contact On Demand
To manage Oracle Contact On Demand, perform the following tasks:
Preparing for Interacting with Customers (on page 292)
Handling Phone Calls (on page 294)
Disabling the Communications Toolbar in a Browser Session (on page 297)
Placing Calls (on page 298)
Handling Callbacks (Web and Phone) (on page 299)
Handling Voicemail Messages (on page 299)
Handling Emails (on page 300)
Wrapping Up Communication Activities (on page 302)
Reviewing Your Statistics (on page 305)
Viewing Interaction Histories (on page 306)

Monitoring Agents (on page 306)
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NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Preparing for Interacting with Customers

The following topics contain step-by-step procedures used in preparing to interact with customers.

Accessing Oracle Contact On Demand

When you sign in to Oracle CRM On Demand, the Communications tab should appear along with Accounts,
Contacts, and so on. If it does not appear, do the following:

B Click the arrow to the right of the row of tabs, and select Communications from the drop-down list.

NOTE: If Communications does not appear as an option, you might have to add the tab to your layout
or contact your company administrator. For instructions on displaying tabs, see Displaying Your Tabs
(on page 619).

Updating Your Phone Number

When you want to receive phone calls at another location, be sure to update your phone nhumber. The phone
number that you enter is the one where the application directs your phone calls.

To update your phone number

1 In the Communication Tools section in the Action bar, click User Preference.

2 In the Configuration window, update the Phone Settings:

B SIP Address. Protocol standard for receiving VoIP phone calls. Update this field if your company uses
SIP-based VoIP.

B Outside Phone (Remote Extension). Phone nhumber where Oracle Contact On Demand routes your
incoming calls. You can update this phone number at any time.

® Play Announcement. Prompts you to press a digit (DTMF key) before the call is routed to you.
TIP: If you work from home, you might want to select this option. This option prevents other people, such
as children, from accidentally picking up a phone call routed from the call center.

3 Click OK to close the Configuration window.

The new settings take effect immediately.
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Setting User Preferences

To change your personal greeting, work off hook, and change other phone-handling behavior, you need to
update your user settings.

To set your user preferences

In the Communication Tools section in the Action bar, click User Preference.

In the Configuration window, select the General Phone and Voicemail Prompt settings you want:

General Phone

Incoming Call Screen Automatically opens the Service Request, Campaign, Contact, Lead,
Pop Account, or Call Detail page when you answer a phone call.

The application searches the Oracle CRM On Demand database for
existing records that match the caller’'s phone number. If one match
is found, the matching record appears (Service Request, Contact,
Lead, or Account record). The Call Detail page appears in other
cases, for example, if there is no match, or if there are multiple
matches. For more information on matching records in Oracle CRM
On Demand, see About Oracle Contact On Demand (on page 286).

Work Off Hook Keeps your line open after the first call is taken so that you do not
(Disable Dial Tone) have to pick up your phone to answer it. Instead, you can use the
Voice Controls section in the Action bar to answer the phone.

Automatic Call (Available only when working off hook) Automatically accepts the

Acceptance inbound call so callers are connected without you taking any
additional steps. A beep alerts the agent to indicate there is a caller
on the line.

Phone Settings For information on the Phone Settings options, see "Updating Your

Phone Number", above.
Voicemail Prompt

Agent Name Prompt Recording that states your name.
Wav File

Voicemail Greeting Recording that plays when a call is routed to your voicemail.
prompt Wav File

Welcome Prompt Wav Recording that plays when a customer is routed to your phone
File number.

Record a personalized Records your personal message. This prompt is used to
prompt automatically greet callers when the Play Greeting feature is
activated by your Administrator.
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Checking Your Oracle Contact On Demand Inbox

Inbox (on the Communication tab) section lists the channel-specific interactions still in progress that have
been assigned to you within the chosen sub tab (Calls, Voicemail or Email). Oracle Contact On Demand
considers these communications active until the following occurs:

Phone calls. They are wrapped up when the call is terminated. The wrap up form automatically displays
the status to Completed. To apply the Completed status to the activity, click Save in the wrap up screen.
To leave the activity in the In Progress state, click Cancel. When the call is wrapped up, it is no longer
displayed in the Inbox.

Voicemails. You must manually select Wrap Up after you listen to a voicemail.The wrap up form
automatically displays the status as Completed. When the voicemail is wrapped up, it is no longer
displayed in the Inbox.

Emails. You can reply, reassign, or discard email (junk mail, for example). When you reply to an email, a
Wrap Up window automatically is displayed. This window allows the agent to include additional information
in the Completed Email Activity.

After the email is reassigned, or after the system automatically reassigns an email because an agent
did not respond quickly enough, the email no longer appears in the agent's Inbox.

NOTE: Email activities are not saved in Oracle CRM On Demand until they are replied to and
wrapped up with a status of Completed. Your company administrator can also configure Oracle
Contact On Demand to automatically wrap up an activity without a Wrap Up window displaying in
Oracle Contact On Demand. For more information, see Wrapping Up Communication Activities (on
page 302).

Making Yourself Available

For you to receive new call and voicemail interactions, your status must be Available. You can receive email
interactions when your status is Available. Depending on how your administrator has set up your status, it
might change to Available as soon as you sign in to the application. If not, you need to manually set your
status to Available.

When your status is Available, you can:

Receive one or many types of nhew customer communications assigned to you (phone calls, emails,
voicemails). The type and number of communications depends on the settings your administrator
configured.

See data pertaining to the inbound interactions displayed in the Action bar.

To make yourself available for phone calls
In the Communication Tools section in the Action bar, click Unavailable.

The Unavailable status changes to Available.

Handling Phone Calls

When you become available for work, you can start taking phone calls from customers. Depending on your
company'’s routing, you will receive calls based on your skill set, workgroup, or other criteria.
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You can determine the period during which the Communication Homepage Inbox displays the current and
completed calls in your personal profile. For more information, see Updating Your Personal Details (on page
604).

In addition, the application searches for matching records for the phone call and displays the matching record.
If no existing records—or multiple records—match the incoming phone call, the Call Detail window appears.
For more information on this sequence, see About Oracle Contact On Demand (on page 286).

If you change your status to Unavailable, you can still be assigned emails. No other communications such as
phone calls, voicemails can be assigned to you. You can make yourself unavailable while you do other work,
such as completing or cleaning up existing messages. Making yourself unavailable prevents you from missing
calls unnecessarily, for example, while you are doing other tasks. An alternative solution that prevents you
from missing incoming calls is to run two browser sessions with the same user credentials: one with the
Communications toolbar open, and the second with the Communications toolbar closed. Use the first browser
for incoming calls, and the second browser for all other activities.

To take a phone call

When a new communication is assigned to you, answer the phone.

If Oracle Contact On Demand is configured to display screen pops, it displays the matching record
based on a search for the following data (in this specific order):

Service Request
Campaign
Contact

Lead

Account

NOTE: Additional configuration tasks for Oracle Contact On Demand must be completed if you want
the application to search for data entered by the caller in response to an Interactive Voice Response
(IVR) prompt; that is, a service request number, contact home phone number, or campaign ID.

If you are not configured for screen pops, you can click the blinking Inbound Call alert in the
Communication Toolbar to navigate directly to the Call Detail page.

When you accept the call, the call controls become active.

TIP: If a screen pop for an incoming call displays while you are editing a record, any unsaved data for this
record is lost. A good practice is to run two browser sessions with the same user credentials: one with the
Communications toolbar open, and the second with the Communications toolbar closed. Use the first
browser for incoming calls, and the second browser for all other activities.

To hang up

Hang up the receiver, or click Hangup in the Voice Controls section in the Action bar.

After the call ends, the Wrap Up form appears for you to track information about the call. Your
Administrator may set a time-based wrap up, allowing you to complete work after the call. For more
information on wrapping up activities, see Wrapping Up Communication Activities (on page 302).
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To place a call on hold
In the Voice Controls section in the Action bar, click Hold at any point during the call.

Placing a call on hold allows you to park the call and pause voice communication with the caller. You
can see the status of the call (that is, On Hold) in the Action bar.

To resume voice communication
Click the Hold button.

To transfer a call

In the Voice Controls section in the Action bar, click Transfer.
In the drop-down window, select the option you want.

In the Transfer window, do one of the following, according to your previous selection:

Agent 1. Select an agent.
TIP: To find the agent in the list, use the Search for an Agent field.

NOTE: A call transfer to an agent does not require that the agent
be signed in to the application or be available for calls.

2. Click one of the buttons:

Blind Transfer. Transfers the call to another agent,
disconnecting you from the call.

Announced Transfer. Transfers the call, allowing you to
announce the call to the agent who answers. The customer does
not hear the announcement.

Conference. Transfers the call, keeping you and the customer
on the line while another person joins the call.

TIP: You can double-click the agent name to transfer the call as a
blind transfer.

3. If the agent does not answer, you can click Abandon Transfer in the
Voice Controls section at any time. This puts the customer on hold and
returns the control to you. To reconnect with the caller, click the Hold
button.

Group Select the Skill Group from your company list of groups and click
Transfer, or double-click the group name.

A call transfer to a skill group does not require that any agents be signed
in.

TIP: To find the group in the list, use the Search for a Group field.
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Phone 4. Enter the telephone number in the available field.

This might be a telephone within the company or outside of the
company.

5. Click Conference, Announced Transfer, or Blind Transfer to complete
the transfer.

Voicemail Sends the call to the agent’s voicemail.

Enter information in the Wrap Up form.

NOTE: When you transfer a call, the call between you and the caller ends, prompting the Wrap Up form to
appear.

To reconnect with the caller
Click the Abandon Transfer button and then click the Hold button.

NOTE: This option is available for announced transfers or conference transfers.

Disabling the Communications Toolbar in a Browser Session

If you are using multiple browser sessions in Oracle CRM On Demand to talk simultaneously to a customer and
add details to a form, such as a Service Request, you can disable Communications Tools in one Oracle CRM On
Demand browser session. This feature allows you to save the details that you are entering in the form. In the
second Oracle CRM On Demand browser session, you can use Communications Tools to manage customer
communications.

NOTE: The disabled Communication Tools section remains disabled in the browser session until you sign out,
and then sign in again to Oracle CRM On Demand. It is not necessary to close the browser window.

To disable Communications Toolbar in browser session 1

From the Action bar, click the X button on the Communications Toolbar section title bar.

TIP: Move the pointer over the button to see a ToolTip that displays information about the button's
functionality.

When the Disable Communications Toolbar button is clicked, a confirmation request appears.

Click OK to disable the Communications Toolbar.

NOTE: If you disable the Communications Toolbar, you cannot use the Discard, Wrapup, Reassign and Open
Email buttons, or Oracle Contact On Demand attachments, for example, viewing Interaction History from a
Call Detail page, from the browser session. You can sign in again to Oracle CRM On Demand to enable the
Communications Toolbar.
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Placing Calls

From Oracle Contact On Demand, you can place external calls to customers or internal calls to another agent
or supervisor.

By default, each agent has two separate phone lines, allowing you to receive an inbound call on one line and
make an outbound call on a second line. For example, your customer might need information that you cannot
supply. You can place the customer on hold, click the second line to begin using it, click Dial, and call someone
else for the information you need. When you receive the information, you can end the second call and return
to your customer on the first line.

Placing an external call automatically creates an activity record within Oracle CRM On Demand for the call,
unless you clear that option before dialing each call. Logging the outbound call activity saves you time
tracking your daily activities, and allows managers to measure each agent’s productivity.

To place an external call

In the Communication Tools section in the Action bar, click Dial.

NOTE: By default, the Log an Activity check box is selected.

Then you can do one of the following:
Select a number from the Recently Dialed list, and click Call.

NOTE: These recently dialed numbers pertain to the current session. When you sign out, the
list is cleared.

Enter the phone number, and click Call.
Click the Search Agents button, select the Agent from the list, and click Dial.

TIP: To find the agent in the list, use the Search for an Agent field.

Answer your phone.

Oracle Contact On Demand then calls the destination phone number you entered.

To place an external call using Click-to-Dial

Navigate to a contact's details on a Contact Details or a Contacts List page.

If the contact's number is displayed as a hyperlink, you can click on it to dial the number.

NOTE: System Administrators can customize your system and change fields and their characteristics.
Click-to-Dial may not work with such fields.

Click the phone link you wish to dial.

A Dialer dialog box appears.

NOTE: The telephone number in this dialog box is read-only. To disable this dialog box, navigate to
My Setup, Personal Profile, and then My Profile, and unselect the Display Click-to-Dial Popup check
box. You need to log out and login again for this change to take effect.

Click the Call button to place the outbound call.
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Oracle Contact On Demand then calls the destination phone number you clicked.

To place an internal call

An internal call can be placed to any agent or supervisor. Their status is displayed in the list of users along
with their name and target telephone number (that is, current location). A call placed to an agent rings that
agent's telephone, regardless of the agent being logged in or not.

Handling Callbacks (Web and Phone)

Oracle Contact On Demand provides Web callback and callback capabilities, which must be set up by the
administrator:

Web Callbacks. Customers access a form on the company Web site to schedule a callback.
Callbacks. Customers request a callback through the phone menu when they contact the call center.

When a request for a callback is submitted through either the Web page or phone menu, the callback is routed
to the best suited available agent. That agent sees a flashing alert, and the call buttons become activated.

To accept a callback
Click Answer when you see the alert notification in your Action bar.
Accepting the callback passes the call to you. Your phone rings, and when you answer it, the call is

made to the requesting party. If you accept a Web callback, the Web CallBack dialog box displays
information, which the caller entered in the Web callback form.

NOTE: For Web callbacks, the Oracle Contact On Demand detail page is not displayed. However, the
Activity records are automatically linked to any matching records.

Handling Voicemail Messages

Voicemail messages can be either personal or ACD messages. ACD messages are voicemails left for your
company call center. Those voicemail messages are routed according to the call flow set up by your
administrator and are assigned to agents based on their skill and availability.

You can reassign a voicemail message to another agent, supervisor, or a skill group. When you reassign a
voicemail, it goes through the routing again, according to the workflow your administrator set up. Reassigned
voicemails are no longer owned by you.

When a voicemail message is in your queue, the Inbound Voicemail alert flashes in the Communication Tools
section in the Action bar for a few seconds. The record also appears at the top of your Inbox on the
Communications Homepage, within the Voicemail subtab.

You can determine for what timeframe the Communication Homepage Inbox displays current and completed
voicemails in your personal profile. For more information, see Updating Your Personal Details (on page 604).

You can play a voicemail message at any time, and playing the message does not affect your availability to
answer calls. However, your availability is affected if you choose to listen to the voicemail using the phone.

NOTE: Voicemail messages cannot be deleted.
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To listen to a message (new or played)

In the Inbox, click the Subject link for the voicemail message.

On the Voicemail page, click the Listen to Vmail button.
This plays the voicemail through the local media player.

TIP: If you have problems listening to recorded messages, change the default media player on your
machine.

To listen to a message on the phone (new or played)

In the Inbox, click the Subject link for the voicemail message.

On the Voicemail page, click the Listen to Vmail on Phone button.

The agent's phone rings and plays the voicemail through the phone.

To reassign the voicemail

On the Voicemail page, click Reassign.
Click Agent or Group in the window that appears.

In the Transfer window, select a group or agent.

If you click Agent, a dialog box opens with a list of all the agents and their respective statuses. The
following list describes the statuses of the agents:

Available. The agent has the status of Available in the Communication Tools bar.
On Break. The agent has the status of Unavailable in the Communication Tools bar.
Busy. The agent is working on another interaction and is unavailable.

Logout. The agent is not logged in to the Communication Server. This information does not relate to
the agent's status in Oracle CRM On Demand.

ACD Email. The agent is currently processing an email.

Wrap Up. The agent is currently processing a Wrap Up form.

Click Transfer.

Handling Emails

Emails are routed to agents based on skill, availability, or keyword. When an email has been routed to you,
the Incoming Email alert flashes in the Communication Tools section of the Action bar. The record also
appears at the top of your Inbox on the Communications Homepage, within the Email subtab.
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You can determine the period during which the Communication Homepage Inbox displays the current and
completed emails in your personal profile. For more information, see Updating Your Personal Details.

Generally, you want to respond to all emails. However, when you receive email, such as junk mail, which does
not warrant a reply, you can discard it. Discarding wraps up the email without a response and no completed
Email Activity is created. However, you can choose to create an email activity for discarded emails if you want.
You can save incomplete email replies by clicking Save As Draft. These emails are saved to the Drafts folder.
You cannot edit discarded and sent emails.

Your administrator also configures the settings for the maximum number of emails you can receive. You can
see that information by looking at the Offline Messages line in the Statistics window, shown as x/y. x is the
number of messages currently assigned to you. y is your allowed limit.

NOTE: When an agent receives an email, the agent's status remains at Available.

To read a new email

To access your new email, you can do either of the following:
Click the Incoming Email alert in the Communication Tools section in the Action bar.
This automatically opens the Email subtab in the Communications Homepage.
Navigate to the Email subtab on the Communications tab.

This displays a list of new email assigned to you.

Click the Subject Link of the email you want to review.

The email content is displayed in the New Email Details window.

On the Email Details window you can do the following:

Reassign. Resends the email to the same workgroup so that it can be reassigned to another agent or
group.

Enter information in the Note field if you want to provide background information for the next
agent or group.

Discard. Removes the email from the Inbox.

Use this feature for unwanted emails. If you want to keep track of certain discarded emails,
select the Log an Activity checkbox in the Discard Email dialog.

Save as Draft. Saves the email in the draft email list within my Email section.

Reply. On replying to an email, a wrap-up screen appears. Enter the appropriate wrap up details and
click Save.

The activity is now recorded in the Recently Completed Emails section of your Communication home
page. Also, if the email was related to any records you can access the email from the record's
interaction history. Both the original email and the response are captured within the interaction
history.

To read draft, sent and discarded emails

Click the Email subtab in the Communications Homepage.
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In the My Emails section, locate the email you want to review from the drop-down menu:
Draft Messages
Sent Messages
Discarded Messages

This displays a list of emails for the selected folder.

Click the Subject link for the email you want to review.
The email content is displayed in the Email Details section.

NOTE: The Outbound Email activity is saved as a separate activity record. If the Outbound Email
activity is linked to a contact, account, and so on, the activity record also appears in the contact or
account's related information section. Oracle CRM On Demand creates only completed Email Activities
in Sent Messages.

To reassign the email

On the Email page, click Reassign.
Click Agent or Group in the window that appears.

In the Transfer window, select a group or agent.

If you click Agent, a dialog box opens with a list of all the agents and their respective statuses. The
following list describes the statuses of the agents:

Available. The agent has the status of Available in the Communication Tools bar.
On Break. The agent has the status of Unavailable in the Communication Tools bar.
Busy. The agent is working on another interaction and is unavailable.

Logout. The agent is not logged in to the Communication Server. This information does not relate
to the agent's status in Oracle CRM On Demand.

ACD Email. The agent is currently processing an email.

Wrap Up. The agent is currently processing a Wrap Up form.

Click Transfer.

Wrapping Up Communication Activities

Your administrator determines if the Wrap Up form in your Oracle Contact On Demand is enabled
automatically or manually. By default, Wrap Up forms are obligatory, and only your administrator can enable
or disable Wrap Up forms in Oracle Contact On Demand.

TIP: The Auto Wrap Up setting is available in the Company Profile section of Oracle CRM On Demand. Only
administrators can enable or disable this setting. For more information on configuring the Auto Wrap Up
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settings, see Oracle Contact On Demand Administration Manager Guide and Oracle Contact Center Anywhere
Administration Manager Guide.

When you end any communication (calls, voicemails, emails), Oracle Contact On Demand automatically
creates an activity and displays the Wrap Up form. You must complete the Wrap Up form to complete the
communication activity.

If a Wrap Up form does not display, do the following:
Check with your administrator that your Wrap Up form is enabled.
Check if your browser has a pop-up blocker enabled.

CAUTION: Do not wrap up an activity while a call is still active, otherwise a second Wrap Up form is displayed
when you hang up the phone. Do not leave multiple wrap up windows open, otherwise it is difficult to
determine which Wrap Up form belongs to which call.

NOTE: Each individual activity opens one individual Wrap Up form. You can customize your Wrap Up forms in
the Activity Application Customization page in Oracle CRM On Demand. For more information on customizing
Wrap Up Layout forms, see Customizing Static Page Layouts (on page 1057). For more information on
assigning customized Wrap Up forms to specific users, see Adding Roles (on page 1173).

If the Wrap Up form is displayed while you are editing a record, the data already entered for this record is not
lost, because the open page you are editing does not refresh when Oracle Contact On Demand saves the data
on the Wrap Up form.

In the Wrap Up form, you can summarize what occurred during the communication. You can also link other
records to the activity, such as accounts and contacts in the Wrap Up form. Linking records creates a historical
audit of all communications between your company and a contact or account. You can also track all
communications required to resolve a service request or all communications generated by a specific campaign,
which helps your company to measure overall campaign effectiveness.

The following table describes some fields in the Wrap Up form.

Key Task Information

Owner Alias of the record owner. Generally, the owner can update the record,
transfer the record to another owner, or delete the record. However, access
levels can be adjusted to restrict or expand a user’s access.

This value affects which records are included in reports you or your managers
run, as well as visibility in managed lists.

Subject Default is the Activity Subtype followed by the phone number or email
address.

Priority Priority for this activity, as determined by your company setup. Read-only
field.

Origin Phone number or email address from which the call is made or the email

address sent. Read-only field.

Destination Phone number that the agent dials or target email address for the email.
Read-only field.
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Status Defaults to Completed in the Wrap Up form. If you save the information with
a status of Completed, the activity appears in the Recently Completed
Communications section on your Communications Homepage.

Type Activity type as defined at your company. Read-only.

Activity Subtype Specific activity type. You cannot edit these values; only your company
administrator can change or add values to the drop-down list.

Default values are Inbound Call, Outbound Call, Inbound Transfer, Outbound
Transfer, Missed Transfer, Inbound Email, Outbound Email, Forwarded Email,
Reassigned Email, Email Response, Inbound Voicemail, Outbound Voicemail,
Forwarded Voicemail, Reassigned Voicemail, Callback, and Web Callback.

Resolution Code Short description of how this call is resolved.

Default values are Bad Number, Busy, Call Back, Customer Update,
Discarded Email, General Question, Literature Request, New Account, New
Contact, New Lead, New Opportunity, New Service Request, No Answer, Not
Interested, Outside Transfer, Other, Product Question, Reassigned to Agent,
Reassigned to Group, Response Given, Scheduled Follow Up, Transferred to
Agent, Transferred to Group, and Transferred to Voicemail.

Your company administrator can change or add values to the drop-down list.

Related Items Records linked to the activity. Oracle Contact On Demand automatically links
records when the activity is created based on information captured by the
application, such as origin, destination, and other caller entered digits.

You can also create new records that are automatically linked to this activity
or select existing ones to link. Click the Lookup icon next to the record type.
On the Search page, select the existing record or click New, enter the
required information on the Edit page, and save the record.

Additional Information

Modified By Name of the person who creates or updates the record followed by the date
and time it occurs. System-generated.

Description Additional information about the call. Limit of 16,350 characters.

Using automatic Wrap Up forms

You have one minute to complete the Wrap Up form, however, this time can be modified by an administrator.
If you exceed the time limit allowed to enter the information in the Wrap Up form, a timer alert displays. Click
OK and continue entering information, then Save. No further timer alerts display after the first timer alert. If
the Wrap Up form is opened automatically, the Cancel button is grayed out, and cannot be used. If you close
the Wrap Up form window, information you entered, if any, is saved.
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Using manual Wrap Up forms

If the Wrap Up form is opened manually, you can close the Wrap Up form without saving the details by
selecting the Cancel button.

Reviewing Your Statistics

You can review statistics by clicking Statistics in the Communication Tools section in the Action bar. The
statistics represent activity in the last 24 hours for you or your workgroup, as indicated in the following table.
Statistics are reset to zero (0) at midnight, company time.

Session
Last Update Last time statistics were updated (agent-specific)
Logged in for Login duration time (agent-specific)
Talk Time Duration of the talk time for all the agent's phone interactions.
Example:
4 calls

1 ACD Call: 30 minutes talk time

1 Outbound call: 10 minutes

1 Inbound call: 14 minutes

1 Web Callback call: 15 minutes

Talk time is 69 minutes

Time to Answer Average time to answer for all types of interactions for all the workgroups
that the agent is assigned to.

Example:
Agent is member of workgroup 1, 2 and 3:
Average time to answer for workgroup 1: 2 minutes
Average time to answer for workgroup 2: 4 minutes
Average time to answer for workgroup 3: 6 minutes

Average Time to answer: 4 minutes

Offline Messages Number of emails in your queue or the number of messages you are set up
to receive (agent-specific)

Voice Number of calls taken by the agent. This is agent specific and does not
include the workgroup totals.

# Calls in queue Number of calls in the queue for all the workgroups that the agent is
assigned to
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Longest Wait

Current State

Voicemail

# Vmails in Queue

Current State

Email

# Emails in Queue

Current State

The longest time that a call has been in the queue. This period is calculated
by including all the calls in all the workgroups that the agent is assigned to.

Indicates the state of voice calls, for example, Available, Unavailable, and so
on.

Number of ACD voicemails taken by the agent.

Number of ACD voicemails in the queue for all the workgroups that the agent
is assigned to.

Indicates the state of ACD voicemails, for example, Available, Unavailable,
and so on.

Number of ACD emails taken by the agent.

Number of ACD emails in the queue for all the workgroups that the agent is
assigned to.

For ACD emails (agent-specific), for example, Available, Unavailable, and so
on.

Viewing Interaction Histories

Oracle Contact On Demand tracks what happens to each customer interaction in a separate file, called an
interaction history. Similar to a log file, the interaction history includes such information as the agent, priority,
and routing for the voicemail. Interaction histories are stored as attachments to the activity records.

To see the interaction history

Select the activity.

On the Detail page, scroll down to the Attachments sections.

Click View in the Interaction History row.

To see further details, click the specific link in the history.

For example, you can click this link to review the reply you sent to an email: Saving the transcript of

the email reply.

Monitoring Agents

Before you begin. To perform this procedure, you need to be set up as a Supervisor in Oracle Contact On

Demand.

You can use the monitor feature as a coaching tool to help agents best deal with customer issues. When you
monitor an agent, they do not know when you are listening to their communications.
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To monitor an agent’s call

In the Communication Tools section in the Action bar, navigate to Supervisor, then Monitor.

In the Monitor Agent window, select the Agent Name.

TIP: To find the agent in the list, use the Search for an Agent field.

Select the monitoring or recording control for the current call:
Listen. You can hear the conversation, but neither the customer nor agent can hear you.
Whisper. You can hear the conversation and can coach the agent. The customer cannot hear you.

Take Over. You take control of the phone call with the customer. This disconnects the agent from the
call and the Wrap Up form appears on the agent’s screen.

Join. You join the conversation. Both the agent and customer hear you.

Record/Stop Recording. You record the conversation. When you stop recording, the wav file is
stored as an attachment to this activity in the interaction history.

Log Out Agent. You sign out the agent from the application. Use this option for signing out remote
agents that have left their workstation. When you select this option, a message appears asking you if
you want to disconnect the channel. Selecting Yes disconnects the phone call the agent was on.

To listen to an agent's recording
In the Communication Tools section in the Action bar, click Supervisor, and select Recordings.
This displays the recordings made by the supervisor while monitoring an agent.

NOTE: Recordings made by the agent are available in the Interaction History.

In the Recordings window, select the recording.
TIP: To find the recording in the list, complete the User, From and To fields and click Search. You can
also use the calendar icons to complete the From and To fields.
Select the recording control for the current recording:
Play. You can play the selected recording.
Close. You stop the recording and close the Recordings window.

TIP: If you have problems listening to recorded messages, change the default media player on your
machine.

Communication Activities List Page (Oracle Contact On
Demand)

The Activities List page for Oracle Contact On Demand shows the subset or list of customer interactions you
selected in the Communication Homepage. From the Activities List Page, you can review multiple interactions
at a glance. You can also select one to review or update.
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How to view the Activities List page

Click the Calls, Voicemail, or Email tab.

In the Inbox section, click the Show Full List link.
The Activities List page displays a list of all customer interactions.

You can determine the period during which the Communication Homepage Inbox displays the current and
completed activities in your personal profile. For more information, see Updating Your Personal Details (on
page 604).

Using the drop-down menu, you can also switch to another list. The drop-down list contains both standard
lists distributed with the application and custom lists for your company. For a description of the standard lists,
see the Communications Lists Section table in Working with the Communication Homepage (on page 289).

NOTE: Activities include Appointments, Tasks, and Communication Activities. You cannot delete Oracle
Contact On Demand Activities from the Communications Tab, Calendar or Home pages.

The following table describes what you can do from the Activities List Page:

Create a filtered list Click the Manage Lists link in the title bar, and then click New List. This
opens a wizard to guide you through the process.

Create a task record Click New Task on the title bar. On the Task Edit page, enter the required
information and save the record.

Find an activity Click the Subject column header. Then click a letter in the alphabet bar. For
activities beginning with numbers, click 0-9.

Page through the list Click the navigation icons at the top or bottom of the list page to move to
the next page, previous page, first page, or last page in the list.

Show more/fewer In the Number of records displayed drop-down list at the bottom of the
records page, select a number of records to see at one time.

View a different subset Click the drop-down list on the title bar and change the selection. The

of activities drop-down list contains all filtered lists available to you.

View activity details Click the Subject for the activity you want to view. This opens the Detail
page.

View all activities at In the title bar, click the drop-down list and select an item.

your company

Oracle Contact On Demand Toolbar

Oracle Contact On Demand adds two sections to the Action bar: Communication Tools and Voice Controls. This
table describes the options you might see in these two areas, depending on your responsibilities.

Communication Tools
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Available/Unavailable Allows you to change your work status to Available or Unavailable for
accepting phone calls.

Dial Allows you to place an internal call or outbound call.

Supervisor Allows supervisors to monitor and record agent’s calls and listen to
Agent's recordings.

User Preference Allows you to change the phone where you accept incoming calls as well
as other settings.

Statistics Tracks your session statistics. For more information, see Reviewing Your
Statistics (on page 305).

Voice Controls Specific to each of the two phone lines in use.

Answer Accepts callbacks (used when working On Hook),

Decline Declines a callback or declines a call routed to you.

Hangup Ends an active call.

Hold Places a call on hold, which allows you to make an outbound call to an

external source. Click this button a second time to return to the call.
Transfer Transfers an active call to another agent, group, or external source.

Record Records the active call, which is saved as a wav file and can be played on
your local media player.

Communication Activity Fields (Oracle Contact On
Demand)

When you click Edit from the Call, Voicemail, or Email Detail pages, the Activity Edit page opens with the
information extracted from the Wrap Up form for the activity.

NOTE: Company administrators can customize your application in a variety of ways, such as changing names
for record types, fields, and options in drop-down lists. Therefore, the information that you see on screen
might differ from the standard information described in this table. Not all fields in the application are editable.
If your company administrator customizes the Activity record type so that additional fields are displayed as
required, then this customization prevents Oracle CRM On Demand creating Activity records for new
interactions.

The following table provides additional information regarding some fields.

NOTE: All times are shown in number of seconds.

Key Activity Information
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Owner
Subject
Priority
Origin
Destination
Status
Type

Activity Subtype

Resolution Code

Key Statistics

Queue Hold Time

Start Time
End Time

Total Hold Time

Assigned Queue

IVR Time

Interaction Time
Wrap Up Time
Handle Time
Queue Hold Time

Related Items

See Owner in Wrapping Up Communication Activities (on page 302).

See Subject in Wrapping Up Communication Activities (on page 302).
See Priority in Wrapping Up Communication Activities (on page 302).
See Origin in Wrapping Up Communication Activities (on page 302).

See Destination in Wrapping Up Communication Activities (on page 302).
See Status in Wrapping Up Communication Activities (on page 302).

See Type in Wrapping Up Communication Activities (on page 302).

See Activity Subtype in Wrapping Up Communication Activities (on page
302).

See Resolution Code in Wrapping Up Communication Activities (on page
302).

Time in seconds that the interaction is in the queue before it is assigned to
an agent.

Time, date and timestamp the communication is assigned to the agent.
Time, date and timestamp that the communication is wrapped up.

Time in seconds that the caller is selecting options from the menu prompts
combined with queue hold time.

Name of group that the interaction is routed to.

Time in seconds the customer is selecting options from the menu prompts.
For emails, this shows 0.

Time in seconds between start time and end time.

Time in seconds the agent spends in wrap up (with the Wrap Up form open).
Sum of interaction time and wrap up time.

Time in seconds that the caller is on hold after entering IVR information.

See Related Items in Wrapping Up Communication Activities (on page 302).

Additional Information

Modified By

Description

See Modified By in Wrapping Up Communication Activities (on page 302).

See Description in Wrapping Up Communication Activities (on page 302).
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Call, Voicemail, and Email Detail Pages

Click a topic to see instructions for doing the following from the Call, Voicemail, or Email Detail page:
Viewing Interaction Histories (on page 306)
Linking Records to Your Selected Record (on page 61)
Attaching Files and URLs to Records (on page 94)

Oracle Contact On Demand administrators can create customizable Call, Voicemail, and Email detail pages. For
more information on page layouts, see Customizing Static Page Layouts (on page 1057).

NOTE: You can create page layouts for calls, voicemails, and emails in Oracle Contact On Demand. Dynamic
page layouts are not supported in Oracle Contact On Demand.

You can edit the layout of your Call, Voicemail and Email detail pages to display only the sections that you use
regularly. Editing the page layouts also accelerates the speed at which your pages load and eliminates clutter.

To edit the layout of Calls, Voicemail and Email detail pages

Click a call, voicemail, or email to open the corresponding detail page.
Click the Edit Layout link located to the right of the detail page.

Using the arrows, move the sections (content) from the Available Related Information column to the
Displayed Related Information column.

Click Save.

NOTE: You can also collapse and expand the sections you use most frequently or infrequently. If you rarely
use a section, keep it collapsed. Collapsing sections improves the speed at which the page reloads. You can
also use inline editing to edit frequently used fields. For more information on inline editing, see Updating
Record Details (on page 60).

Related Topics
See the following topics for related information:

Communication Activity Fields (Oracle Contact On Demand) (on page 309)

About Oracle Contact On Demand (on page 286)
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7 Partner Relationship Management and
High Tech

Oracle CRM On Demand provides the following record types for Partner Relationship Management (PRM):

Partners. Use these pages to manage information about the external companies or contacts at companies
who sell or service products belonging to your company.

Partner Programs. Use these pages to track the requirements and benefits for companies that are part
of your company's partner programs.

Applications. Use these pages to manage the applications from new or existing partners for partnership
with the brand owner company.

Deal Registrations. Use these pages to manage the deal registrations that allow partners to request
exclusive rights to an opportunity from the brand owner company.

MDF Requests. Use these pages to manage the market development funds (MDF) requests for monetary
funds given by a manufacturer's sales or marketing department. MDF requests help a partner to sell its
products or to market the manufacturer's brand.

SP Requests. Use these pages to manage the special pricing (SP) requests from partners for a price
adjustment to a product.

Funds. Use these pages to manage fund requests, credits, and approvals.

Training and Certification (T&C). Use these pages to create awareness among the partner community
about the training courses and programs offered for the products and services of the brand owner
company. T&C also helps to track the skills and competencies of the partner companies and their
employees. The T&C record types are:

Courses
Exams
Certifications
Accreditations

Note: All of these record types are available only with Oracle CRM On Demand Partner Relationship
Management Edition. The Funds record type is also available with Oracle CRM On Demand High Tech Edition.

Managing PRM and High Tech

For more information on managing and configuring Partner Relationship Management (PRM), see Oracle CRM
On Demand for Partner Relationship Management Configuration Guide.
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Partners

Use the Partner pages to track partner companies and their members, create partner accounts in Oracle CRM
On Demand to support partner users, and set the appropriate levels of access to Oracle CRM On Demand and
data visibility for each partner account.

About Partners
The Partner tab represents any external company that sells or services products belonging to the brand
owner.

The Partners pages in Oracle CRM On Demand allow you to define the business information about the partner
as well as the partnership information between the brand owner and the partner. Examples of partner profile
information are company name, address, phone numbers, fax number, Web site, annual revenue, number of
employees, market, industry, description of business, and so on.

About Partner Accounts

A PRM partner account, also known as a managed partner account, is a partner with users in Oracle CRM On
Demand. A nonmanaged partner account has no users in Oracle CRM On Demand. A PRM partner account is
present in both the Account tab and the Partner tab and has the following attributes:

It is an account with the account type set to Partner.
The managed partner flag value is set to Y.
The partner organization status is set to Active.

For organizations that are both accounts to whom sales representatives sell and PRM Partners, you must
create two records: an account record and a partner record.

The partner record type is a subclass of the account record type, therefore, custom fields that are added to
the account record type are also available for the partner record type. However, the reverse is not true:
custom fields added to the partner record type are not available for the account record type.

In general, keep partner-specific attributes in the Partners tab, and keep account-specific attributes that are
not related to the partnership in the Accounts tab. However, sometimes you might want to have a
partner-specific attribute available on the Accounts tab. In this case, you can add custom attributes to the
account record type. These attributes become part of the Partner record type automatically.

When you view the partner account from the Accounts tab, you can see the Account Type field, and it is set to
Partner. When you view a partner account from the Partners tab, the Account Type field is not displayed,
because the only value that a partner account can have is Partner.

NOTE: While the partner organization status is set to Active, the account type of a partner account must be
set to Partner.

Working with the Partners Homepage

The Partners Homepage is the starting point for managing partners.
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NOTE: Your company administrator can customize the layout of your Partners Homepage. In addition, if your
user role includes the Personalize Homepages privilege, you can add sections to the page and remove sections
from the page.

Creating a Partner Account
You can create a partner account by clicking the New button in the Recently Modified Partners section. For
more information on creating partners, see Creating Records (on page 38) and Partner Fields (on page 319).

TIP: You can indicate partner hierarchies, such as a company that is a subsidiary of another company by
selecting parent accounts. For more information about partner hierarchies, see Specifying Parent Accounts (on
page 184).

Working with Partner Lists

The Partner Lists section shows a number of lists. Oracle CRM On Demand comes with a set of standard lists.
All standard lists are public and visible to everyone. You and your managers can create additional lists based
on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for partners.

All Partners Filters all partners to which you have visibility,
regardless of owner.

My Partners Partners with your name in the Owner field.
Recently Created Partners All partners, sorted by the created date.
Recently Modified Partners All partners, sorted by the modified date.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Modified Partners
The Recently Modified Partners section shows the partners that you modified most recently.

To expand the list, click the Show Full List link.

Adding Sections to Your Partners Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Partners Homepage:

All Active Partners
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All Inactive Partners
Recently Created Partners

Recently Modified Partners

One or more report sections (your company administrator can make report sections available on your
Partners Homepage)

To add sections to your Partners Homepage

1 On the Partners Homepage, click Edit Layout.

2 On the Partners Homepage Layout page, click the arrows to add or remove sections and to organize the
sections on the page.

3 Click Save.

Managing Partner Accounts

To manage partner accounts, do the following tasks:

B Activating and Inactivating Partner Accounts (on page 317)

M Searching For Partner Accounts (on page 318)

B Deleting Partner Accounts (on page 318)

For step-by-step procedures that are common to many record types, see:
B Creating Records (on page 38)

B Updating Record Details (on page 60)

B Linking Records to Your Selected Record (on page 61)

B working with Lists (on page 69)

B Tracking Partners and Competitors of Accounts (on page 185)
B Tracking Relationships Between Accounts (on page 187)

B Adding Notes (on page 87)

B Attaching Files and URLs to Records (on page 94)

NOTE: When you create a partner account and set that account to Active status, a book is automatically
created with the name <Partner Name> Partner Book. When you create a partner account and define the
partner organization for that partner account, that partner account is added to the corresponding book. When
a partner account is inactivated, the partner account is inactivated on the corresponding book. If the user's
partner organization is changed, the partner account is removed from the book associated to the old partner
organization and added to the correct partner book for the new partner organization relationship.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.
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Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Activating and Inactivating Partner Accounts

If a partnership has been suspended or terminated, you can deactivate that partner account. By deactivating
the partner account, you can allow it to remain in Oracle CRM On Demand to be activated again later.

To activate or deactivate a partner account

Navigate to the Partner Edit page.

In the Partner Organization Status list, select Active to activate the partner account, or select Inactive to
deactivate the partner account.

Click Save.

NOTE: Deactivating a partner account allows you to change the Account Type value from the Accounts
tab, or delete the account from the Accounts tab. If an account is active, you can neither delete it nor
change its Account Type value from the Accounts tab.

Converting Accounts to Partner Accounts

In Oracle CRM On Demand you can convert accounts to partner accounts.
Before you begin.

Your company administrator must have added the Managed Partner check box to the detail page. If the
Managed Partner check box is not displayed on the detail page, click the Edit Layout link, and add the check
box to the page layout in the Key Account Information section of the Account Detail page or contact your
company administrator.

To convert an account to a partner account

On the Account List, select the account that you want to convert to a partner account.
On the Account Detail page, click Edit.
On the Edit Account page, change the account type to Partner.

Select the Managed Partner check box, and then click Save.

NOTE: When you complete this task, the name of the Owner field automatically changes to the name of the
user performing the conversion, and the new partner is added to the owner's partner team.
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To ensure that a partner account cannot revert to a regular account

Navigate to the Partner List on the Partner Tab, and select the partner account.
On the Partner Detail page, click Edit.

On the Edit Partner page, change the status of the partner organization to Active.

After you set the status to Active, the partner account cannot be changed to a regular account.

Searching for Partner Accounts

You can search for partner accounts by using the Advanced Search functionality in the action bar. You must
specify the following search criteria:

Field is set to Account Type
Condition is set to Equal to
Filter Value is set to Partner

To search for PRM partner accounts (managed partner accounts), you must specify the search criteria in the
preceding list, and you must set the following search criteria:

The field is set to Managed Partner Flag.
The condition is set to Equal to.
The filter value is set to Y.

For more information on searching for records, see: Finding Records (on page 41).

Deleting Partner Accounts

Because partner accounts can also be used as accounts, partner accounts might be associated with
opportunities as well as with other records. Deleting a partner account might generate errors because of these
associations.

Because accounts can also be used as partner accounts, deleting an account with an account type of Partner
from the Accounts tab might also generate errors. As a result, you cannot delete partner accounts from the
Partners tab. You can only deactivate partner accounts. If the account has no other use, and you want to
delete it, it is possible to delete the inactive partner account from the Accounts tab.

When deleting an account that is of type partner from the Accounts tab, Oracle CRM On Demand checks to
ensure the partner organization status is Inactive, which prevents accidental deletion of an active partner
record. For information about deleting and restoring records, see Deleting and Restoring Records (on page
100).
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Partner Fields

Use the Partner Edit page to add a partner or update details for an existing partner. The Partner Edit page

shows the complete set of fields for a partner.

TIP: You can also edit partners on the Partner List page and the Partner Detail page. For more information on
updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing

the names for record types, fields, and options in lists. So, the information you see might differ from the

standard information described in the online help.

The following table provides additional information regarding some fields.

Key Partner Information

Partner Name

Primary Partner
Type

Location

Partner
Organization
Status

Parent Account
Main Phone #
Main Fax #
Web Site

Price List

The name of the partner. To avoid duplicate records, make sure that you follow the
naming conventions that your company has set up for abbreviations, capitalization,
and so on.

Select the partner type you want to use as the primary one for this partner
account.

The type of facility operated by the partner at this site, such as Headquarters.

Indicates whether the partner account is active or inactive.

The name of the company that the partner is a subsidiary of.
The primary phone number used to reach the partner.

The primary fax number for the partner.

URL address for the partner.

The price list to which the partner account is associated. Typically this price list is
the one that stores the partner's purchase cost.

Additional Information

Billing and
Shipping
Addresses

Owner

Channel
Account

Selecting a country determines the labels for the remaining address fields,
according to that country's address convention. The screen might refresh to display
the field names.

Alias of the record owner. Generally, the owner can update the record, transfer the
record to another owner, or delete the record. However, access levels can be
adjusted to restrict or expand a user's access. In order to reassign ownership of a
partner record, you must have Read/Edit/Delete access to the partner record.

The value in the Owner field affects which records are included in the reports that
you Or your managers run.

The channel account manager is responsible for maintaining the relationship
between the partners and the brand owner company. Channel account managers
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Manager serve as the primary contact for the partner.

Number of This is a calculated field that determines the current number of active users in

Active Users Oracle CRM On Demand for the partner.

Maximum The maximum number of users that a partner organization can have. A partner

Number of cannot have more users than the number defined in this field.

Users

Remaining This is a calculated field that equals the difference between the Maximum Number

Number of of Users field and the Current Number of Active Users field. When the value of this

Users Available field is O (zero), then you cannot add any more active users to Oracle CRM On
Demand.

Description Additional information about the partner. This field has a limit of 2,000 characters.

Partner Programs

Use the Partner Program pages to do the following:
Manage different types and levels of partner programs.
Specify different types of partners.

Administer the partner program memberships.

A partner program describes the requirements and benefits for the partner when the partner is a member of
the partner program. Partner programs are designed to recruit partners by the company that owns the brand.

Working with the Partner Programs Homepage
The Partner Programs Homepage is the starting point for managing partner programs.

NOTE: Your company administrator can customize the layout of your Partner Programs Homepage. In
addition, if your user role includes the Personalize Homepages privilege, you can add sections to the page, and
remove sections from the page.

Creating a Partner Program

You can create a partner program by clicking the New button in the Recently Modified Partner Programs
section. For more information, see Creating Partner Programs (on page 323) and Partner Program Fields (on
page 326).
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Working with Partner Program Lists

The Partner Program Lists section shows a humber of lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for partner programs.

Recently Created Partner Programs Filters all partner programs, sorted by the created

date.

Recently Modified Partner Programs Filters all partner programs, sorted by the modified
date.

All Partner Programs This list is not filtered. It displays all partner programs

to which you have visibility, regardless of who owns
the partner program.

My Partner Programs Filters partner programs with your name in the Owner
field.

My Recently Created Partner Filters partner programs with your name in the Owner

Programs field, sorted by the created date.

My Recently Modified Partner Filters partner programs with your name in the Owner

Programs field, sorted by the modified date.

All Inactive Partner Programs Filters all partner programs with a status of Inactive.

All Active Partner Programs Filters all partner programs with a status of Active.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing Recently Modified Partner Programs
The Recently Modified Partner Programs section shows the partner programs that you modified most recently.

To expand the list, click the Show Full List link.

Adding Sections to Your Parthner Programs Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Partner Programs Homepage:

All Active Partner Programs
All Inactive Partner Programs

Recently Created Partner Programs
Oracle CRM On Demand Online Help Release 19 321



Partner Relationship Management and High Tech

Recently Modified Partner Programs
My Recently Created Partner Programs
My Recently Modified Partner Programs

One or more report sections (your company administrator can make report sections available on your
Partner Programs Homepage)

To add sections to your Partner Programs Homepage

On the Partner Programs Homepage, click Edit Layout.

On the Partner Programs Homepage Layout page, click the arrows to add or remove sections and to
organize the sections on the page.

Click Save.

Managing Partner Programs

To manage partner programs, do the following tasks:
Creating Partner Programs (on page 323)
Managing Partner Program Memberships (on page 323)
Deleting Partner Programs (on page 325)

For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Working with Attachments (on page 91)
Tracking Partners and Competitors of Accounts (on page 185)
Tracking Relationships Between Accounts (on page 187)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.
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Creating Partner Programs

From Oracle CRM On Demand, you create a partner program by entering information in a form. You can
access this form from different areas within Oracle CRM On Demand, depending on what you are working on
and what tasks you want to do.

To create a partner program

From the Partner Program List page, click New Partner Program.

The Partner Program Edit page appears.

In the Partner Program Name field, type a name for the partner program you are creating.

TIP: Each partner program name must be unique.
In the Status field, select the appropriate status for the partner program.

Update the rest of the fields on the Partner Program Edit page as needed.

For information on each field, see Partner Program Fields (on page 326).

Save the partner program.

Managing Partner Program Memberships

You can use the Program Membership New and Edit pages to perform the following administrative tasks:
Creating Partner Program Memberships (on page 323)
Changing Partner Program Membership Status (on page 324)
Deleting Partner Program Memberships (on page 324)
Attaching Files and URLs to Records (on page 94)

Creating Partner Program Memberships

After a partner's application for membership of a partner program has been approved, the partner becomes a
member of the partner program.

To create partner program memberships

On the Partner Program Details page for the selected partner program, click New in the Program
Memberships bar.

The Program Membership New page appears.
In the Partner Name field, select the name of the partner that you want to add to the partner program.

Complete the other fields on the Partner Membership New page as needed.

For more information on these fields, see Program Membership Fields (on page 324).
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NOTE: The state of the Active check box and value for the Status field must be in synchronization with
each other. For example, if the membership status is set to Current, then you must select the Active
check box.

Click Save.

Changing Partner Program Membership Status

When a partner has been approved to join a partner program, and you create a new membership record for
this partner program, the default status of this membership record is Current.

You can change the status of the partner program membership to one of the following values:
Expired
Terminated

NOTE: The state of the Active check box and value for the Status field must be in synchronization with each
other. For example, if the membership status is set to Expired or Terminated, then you must deselect the
Active check box.

To change the partner program membership status

On the Partner Program Details page, click the Edit link of the partner program membership for which you
want to change status.

On the Program Membership edit page, select the appropriate value from the Status drop-down.

Click Save.

Deleting Partner Program Memberships

If you created the program membership by mistake or you want to delete it, you can do so on the Partner
Program Details page.

NOTE: You cannot delete a partner program membership if the status value for the membership is set to
Current.

To delete a partner program membership

In the Program Memberships section of the Partner Program Details page, click Delete for the partner
program membership that you want to remove.

A message box appears, asking if you are sure you want to delete the selected membership.

Click OK.

The selected membership is deleted.

Program Membership Fields

Use the Program Membership New and Edit pages to add a partner program membership or update details for
an existing partner program membership. You can also use the Program Membership Edit page to create new
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partner program memberships. The Partner Program Edit page shows the complete set of fields for a partner
program.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information regarding the fields on the Program Membership pages.

Key Program Membership Information

Partner Program The partner program to which you are adding a member.

Partner Type The type of partner (for example, reseller, solution partner, distributor, and so on)
for which this partner program is created.

Partner Name The name of the partner you are adding to the partner program.

Program Level = The Program Level at which this partner joined the program.

Active Indicate whether the partner program membership is Active.
ID# The membership ID number. Oracle CRM On Demand assigns the ID.
Status The status of the membership. The valid values are: Current, Terminated, Expired,

and Renewed.

Begin Date The date on which the partner program membership starts. This field displays the
current date and time by default. You can use the calendar controls to change this
date.

End Date The date on which the partner program membership is scheduled to be completed.

You can use the calendar controls to change this date.

Deleting Partner Programs

You can delete a partner program from the Partner Program Details page.

NOTE: You cannot delete a partner program if the status is set to Active.

To delete a partner program

On the Partner Program Details page, click Delete for the partner program you want to delete.

A message box appears, asking if you are sure that you want to delete the selected partner program.

Click OK.
The partner program is deleted.
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Partner Program Fields

Use the Partner Program Edit page to add a partner program or update details for an existing partner
program. You can also use this page to create new partner program memberships. This page shows the
complete set of fields for a partner program.

TIP: You can also edit partners on the Partner Program List page and the Partner Program Detail page. For
more information, see Updating Record Details (on page 60).

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Administrators can also grant a partner access to these detail fields, so the partner can update the
information.

The following table provides additional information regarding some fields.

Key Partner Program Information

Partner Program The name of the partner program. To avoid duplicate records, make sure you
Name follow the naming conventions that your company has set up for abbreviations,
capitalization, and so on.

Status Indicates whether the partner program is Active, Inactive, or In Progress.

Begin Date The date on which the partner program starts. This field displays the current date
and time by default. You can use the calendar controls to change this date.

End Date The date on which the partner program is scheduled to be completed. You can use
the calendar controls to change this date.

Partner Type Determines the type of partner (for example, reseller, solution partner, distributor,
and so on) for which this partner program is created.

Program Type Determines the type of program you are creating, for example, deal registration.

MDF Allowed Allows MDF (market development funds). Market development funds are monetary
funds given by a manufacturer's sales or marketing department to help a partner
sell its products or to market the manufacturer's brand.

If you select MDF Allowed, any partner who is a member of this partner program is
entitled to market development funds.

Special Pricing  Allows special pricing authorization. Special pricing authorization allows partners to
Allowed request a special price for a product or group of products being sold. This price is
usually requested so the partner can stay competitive or make a specific margin.

If you select Special Pricing Allowed, any partner who is a member of this partner
program is entitled to special pricing.
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Deal If you select Deal Registration Allowed, any partner who is a member of this

Registration partner program is entitled to deal registration.

Allowed

Description Additional information about the partner program. This field has a limit of 2,000
characters.

Additional Information

Owner Full The name of the partner program owner. Generally, the owner can update the

Name partner program, or delete the partner program. However, access levels can be
adjusted to restrict or expand a user's access. In order to reassign ownership of a
partner program, you must have Read/Edit/Delete access to the partner program.

The value in the Owner field affects which records are included in the reports that
you or your managers run.

Applications

An application is the means by which a new or existing partner applies for a partnership with the brand owner.
The brand owner then reviews, approves, or rejects the application. You can populate applications with data
from the brand owner's portal. A partner application allows the brand owner to efficiently review, reject, and
approve applications. The brand owner can also refer to application information while working in Oracle CRM
On Demand.

Working with the Applications Homepage
The Applications Homepage is the starting point for managing partner applications.

NOTE: Your company administrator can customize the layout of your Applications Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page and remove
sections from the page.

Creating an Application
You can create an application by clicking the New button in the Recently Modified Applications section. For
more information, see Creating Records (on page 38) and Applications Fields (on page 333).

You can use Web services to populate applications from a partner portal. You can also use the import tool in
Oracle CRM On Demand to import applications. For more information on importing applications, see Importing
Applications (on page 333).
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Working with Applications Lists

Oracle CRM On Demand comes with a set of standard lists. All standard lists are public and visible to
everyone. You and your managers can create additional lists, based on different criteria. These custom lists
appear above the standard set of lists.

The following table describes the standard lists for applications.

All Applications This list displays all records to which you have
visibility, regardless of who owns the list. It does not
filter applications.

All Submitted Applications Filters applications with the status of Submitted.

All Rejected Applications Filters applications with the status of Rejected.

All Approved Applications Filters applications with the status of Approved.

My Applications Filters applications with your name in the Owner field.
All Recently Created Applications Filters applications sorted by the date on which the

application was created.
To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Viewing My Recently Modified Applications Section

The My Recently Modified Applications section shows the applications that you own and that were recently
modified. To expand the list, click the Show Full List link.

Adding Sections to Your Applications Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Applications Homepage:

Application Lists

All Applications

All Rejected Applications

All Approved Applications

All Submitted Applications

My Applications

All Recently Created Applications
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One or more report sections (Your company administrator can make report sections, such as the
Applications Analytics Report, available on your Applications Homepage.)

To add sections to your Applications Homepage

On the Applications Homepage, click Edit Layout.

On the Applications Homepage Layout page, click the arrows to add or remove sections and to organize
the sections on the page.

Click Save.

Managing Applications
To manage applications, perform the following tasks:
Creating Applications (on page 330)
Submitting Applications for Approval (on page 330)
Reviewing Applications (on page 331)
Rejecting Applications (on page 331)
Recalling Applications (on page 332)
Canceling Applications (on page 332)
Deleting Applications (on page 333)
Importing Applications (on page 333)
Applications Fields (on page 333)
For additional procedures that are common to all records, see Working with Records (on page 38).
For step-by-step procedures that are common to many record types, see:
Creating Records (on page 38)
Updating Record Details (on page 60)
Linking Records to Your Selected Record (on page 61)
Working with Lists (on page 69)
Working with Attachments (on page 91)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Oracle CRM On Demand Online Help Release 19 329



Partner Relationship Management and High Tech

Creating Applications

From Oracle CRM On Demand, you create an application by entering information in a form.

To create an application

From the Application List page, click New.

In the Application Name field, enter a name for the application that you are creating.

TIP: Each application name must be unique.
In the Application Submitted By section, enter your first and last name in the appropriate fields.

Update the rest of the fields on the Application Edit page as needed.

For information on each field, see Applications Fields (on page 333).

Save the application.

Submitting Applications for Approval

A partner application allows the brand owner to review, reject, and approve applications efficiently.

Before you begin. The application must first be created. For more information on creating applications, see
Creating Applications (on page 330). A workflow rule must be created that assigns an appropriate user as the
approver for applications. For more information on creating workflow rules, see Creating Workflow Rules (on
page 1221).

To submit an application for approval

Select the application for which you want to submit an application from the All Applications section on the
Applications Homepage.

For information on selecting applications, see Finding Records (on page 41).
On the Applications Detail page, click the Edit button.

On the Applications Edit page, select Submitted from the Submission Status field. Then click Save.

After the Submission Status field has been changed to Submitted, and the record has been saved the
following occurs:

The approval status is set to Pending Approval.
The submission date is automatically set to the current timestamp.

The approval of the application begins. A workflow rule sets the application's Approver field to the
appropriate user.

The approver is added to the team of the application if the approver is not already present.

A workflow rule sends email notifications if it has been configured to send emails.

330 Oracle CRM On Demand Online Help Release 19



Applications

Reviewing Applications

A brand owner must recruit suitable partners for the partner programs. When prospective partners apply for
partnership, or existing partners apply for additional program memberships with the brand owner, Oracle CRM
On Demand allows the brand owner to review the applications. The brand owner can then approve or reject
the applications.

To review an application
From the Applications List page, click the name of the application that you want to review.
On the Applications Detail page, review the appropriate fields.
If you want to make changes, such as approving or rejecting an application, click Edit.

On the Application Edit page, make the necessary changes to the application. Then click Save.

Approving Applications
Brand owners can use Oracle CRM On Demand to approve partner applications that they consider to be
acceptable.

NOTE: You can approve only partner applications for which you are designated the current approver.

To approve a partner application

From the Applications List page, click the name of the partner application that you want to approve.
On the Application Details page, click Edit.

Change the Approval Status to Approved, then click Save.

Rejecting Applications
As an application goes through the approval chain, an approver can reject the application.

Before you begin. The application must have the submission status of Submitted.

To reject an application

Select the application that you want to reject from the All Applications section on the Applications
Homepage.

For information on selecting applications, see Finding Records (on page 41).

On the Application Detail page, click the Edit button.
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On the Application Edit page, select Rejected from the Approval Status field. Then click Save.
When you change the approval status to Rejected and click Save, the following occurs:
The submission status of the registration remains in the Submitted state.

The date is removed from the Approved Date field. However, the submitted date remains in the
Submitted Date field.

Note: If the application has not been approved, no date appears in the Approved Date field.

A workflow rule creates a new task record to track the return action of the approver if the workflow
rule has been configured.

A workflow rule sends appropriate email notifications if it has been configured to send emails.

Recalling Applications

As an application goes through the approval chain, a partner can recall the application.

Before you begin. The application must have the submission status of Submitted and the approval status of
Pending Approval.

To recall applications

Select the application that you want to recall from the All Applications section on the Applications
Homepage.

For information on selecting applications, see Finding Records (on page 41).
On the Application Detail page, click the Edit button.

On the Application Edit page, select Recalled from the Submission Status field. Then click Save.
When you change the submission status to Recalled, the following occurs:
The approver status is reset to blank.

A workflow rule creates a new task to track the approval action if the workflow rule has been
configured.

A workflow rule sends appropriate email notifications if it has been configured to send emails.

Canceling Applications

As an application goes through the approval chain, an approver can cancel the application.

Before you begin. The application must have an approval status of Approved.

To cancel an application

Select the application that you want to cancel from the All Applications section on the Applications
Homepage.
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For information on selecting applications, see Finding Records (on page 41).
On the Applications Detail page, click the Edit button.

On the Applications Edit page, select Cancelled from the Approval Status field. Then click Save.

Deleting Applications

You can delete an application from the Application Details page.

To delete an application

On the Application Details page, click Delete.

A message box appears, asking if you are sure that you want to delete the application.

Click OK.

The application is deleted.

Importing Applications

In most cases, brand owners choose to populate initial partner applications from another source. Brand
owners can populate partner applications by using the Import tool in Oracle CRM On Demand, or they can use
Web services to load application data from a partner portal. For more information on importing data using
Oracle CRM On Demand, see Importing Your Data (on page 1448).

Applications Fields

Use the Applications Edit page to add an application or update details for an existing application. The
Applications Edit page shows the complete set of fields for an application.

TIP: You can also edit applications on the Applications List page and the Applications Detail page. For more
information on updating records, see Updating Record Details (on page 60).

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

The following table provides additional information regarding some fields.

Company Profile

Name The name of the company. To avoid duplicate records, make sure that you
follow the naming conventions that your company has set up for abbreviations,
capitalization, and so on.

Oracle CRM On Demand Online Help Release 19 333



Partner Relationship Management and High Tech

Location

Main Phone #
Main Fax #
Web Site

Number of
Employees

Annual Revenue
Industry
Country
Address 1
Address 2

City

Province

Post Code

The location of the company.

The primary phone number of the company.
The primary fax number for the company.
URL address for the company.

The total number of employees in the company.

The total annual revenue for the company.

The industry in which the company competes.

The country portion of the company's address.
Additional information for the company's address.
Additional information for the company's address.

The city portion of the company's address.

The state or province portion of the company's address.

The postal code portion of the company's address.

Application Submitted by

First Name
Last Name

Work Phone #

Cellular Phone #
Work Fax #
Email Address
Job Title

Submission Status

Current Approver
Country

Address 1
Address 2

City

Province

The submitter's first name.
The submitter's last name.

The submitter's work phone number.

The submitter's cellular phone number.
The submitter's work fax number.

The submitter's email address.

The submitter's job title.

The current submission status of the application. The values are: Not Submitted,
Submitted, or Recalled.

The name of the person who has the authority to approve the application.
The country portion of the submitter's address.

Additional information for the submitter's address.

Additional information for the submitter's address.

The city portion of the submitter's address.

The state or province portion of the submitter's address.
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The postal code of the submitter's address.

Partnership Information

Approval Status

Submitted Date

Approved Date

Processed By:
Name

Reject Reason

Partner Program
Program Level
Partner Type

Expected
Partnership
Benefits

Existing
Partnerships

The current approval status for the application. The values are: Pending
Approval, Approved, Rejected, or Cancelled.

The date on which the application was submitted.

The date on which the application was approved.

The name of the person who has reviewed and either accepted or rejected this
application.

The reason why the application was rejected. The values are: Duplicate,
Incorrect Information, Insufficient Information, or Other.

The name of the partner program associated with the application.
The level of the partner program associated with the application.
The type of partner for which the application is being submitted.

The expected benefits from this partnership. It is a text field with a limit of 500
characters.

This field lists any existing partnerships. It is a text field with a limit of 300
characters.

Additional Information

Partner

Source

Campaign

Application ID

The partner who is associated with this application.
The source from where this application comes, for example, Web site, direct
mail, email, and so on.

The campaign that resulted in this partner application. This campaign is
associated with this application.

The unique identification (ID) number for this application.

Deal Registrations

Deal registration is a process by which partners request exclusive rights to an opportunity from the brand
owner. It provides partners with the means to inform the vendor about a potential opportunity, and then

partners receive priority for that opportunity. Deal registrations are less speculative than leads but more

speculative than opportunities, so they are considered to exist between leads and opportunities.
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In most cases, a partner requests registration of a lead or opportunity that the partner discovered. However,
the partner can also request registration of an opportunity that was previously offered to the partner by the
brand owner.

Deal registrations help mitigate channel conflict, where partners have to compete against one another or the
vendor's internal sales department for the same opportunity. Deal registrations are also beneficial in the
following ways:

They enhance the brand owner's visibility of the opportunity pipeline of the partners.
They increase the brand owner's ability to upsell or cross-sell or both.

When registering a deal, the partner might not have enough information about the opportunity. For example,
the partner might not know the exact nature of the products that the prospect intends to purchase. The
partner might have only a vague idea of the prospect's interest, for example, high-end servers rather than a
definitive picture of the prospect's shopping list. Therefore, when registering deals, partners can provide as
little or as much information as they want.

Working with the Deal Registration Homepage
The Deal Registration Homepage is the starting point for managing deal registrations.

NOTE: Your company administrator can customize the layout of your Deal Registration Homepage. In
addition, if your user role includes the Personalize Homepages privilege, you can add sections to the page and
remove sections from the page.

Creating a Deal Registration

You can create a deal registration by clicking the New button in the Recently Viewed Registrations Waiting for
My Approval section. For more information, see Creating Records (on page 38) and Deal Registration Fields
(on page 348).

Working with Deal Registration Lists

The Deal Registration Lists section shows a number of filtered lists. Oracle CRM On Demand has a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following are some of the sections that can be displayed on your Deal Registration Homepage.

All Deal Registrations This list displays all records to which you have
visibility, regardless of who owns the record. It does
not filter deal registrations.

Recently Modified Deal Registrations Filters all deal registrations, sorted by the modified
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date.

Recently Created Deal Registrations  Filters all deal registrations, sorted by the created
date.

Recently Viewed Deal Registrations Filters all deal registrations, sorted by the order of the
most recently viewed.

Deal Registrations expiring in the All approved deal registrations with an expiration date

Next 30 Days that falls within the next 30 calendar days from the
present date.

Deal Registrations Waiting for My All deal registrations with the approval status of

Approval Pending Approval for which you are the current
approver.

Deal Registrations with no Activity in All approved deal registrations that have seen no
the Past 30 Days activity on the associated opportunity within the past
30 calendar days from the present date.

Active Deal Registrations All deal registrations with an approval status of
Approved.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.

Deal Registrations Waiting for My Approval

The Deal Registrations Waiting for My Approval section shows all deal registrations for which you are the
current approver, but have not yet approved.

Other Sections

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Deal Registration Homepage:

Approved Deal Registrations

Deal Registrations Expiring in the Next 30 Days

Deal Registrations with no Activity in the Past 30 Days
Recently Created Deal Registrations

Recently Modified Deal Registrations

Active Deal Registrations

Oracle CRM On Demand Online Help Release 19 337



Partner Relationship Management and High Tech

One or more report sections [Your company administrator can make report sections, such as the Approved
Registrations by Deal Size (Bar chart), Approved Registrations by Age (Bar chart), Registrations by Status
(Pie chart), Registrations resulting in Win (By Period) (Bar chart), or Number (#) of registrations (By
Period) (Bar chart).]

Adding Sections to Your Deal Registration Homepage

If your user role includes the Personalize Homepages privilege, you can add additional sections to your Deal
Registration Homepage, depending on which sections your company administrator has made available for
display on your Deal Registration Homepage.

To add sections to your Deal Registration Homepage

On the Deal Registration Homepage, click Edit Layout.

On the Deal Registration Homepage Layout page, click the arrows to add or remove sections and to
organize the sections on the page. Then click Save.

Managing Deal Registrations
To manage deal registrations, perform the following tasks:
Creating Deal Registrations (on page 339)
Submitting Deal Registrations for Approval (on page 340)
Approving Deal Registrations (on page 340)
Returning Deal Registrations (on page 341)
Rejecting Deal Registrations (on page 342)
Resubmitting Deal Registrations (on page 342)
Canceling Deal Registrations (on page 343)
Ending the Period for Deal Registrations (on page 343)
Updating Deal Registrations (on page 344)
Linking Products to Deal Registrations (on page 344)
Calculating the Deal Size (on page 344)
Associating Deal Registrations with Opportunities (on page 345)
Converting Deal Registrations to Accounts, Contacts, or Opportunities (on page 345)
Access Profile and Role Settings for Converting Deal Registrations (on page 346)

Deal Registration Fields (on page 348)
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Creating Deal Registrations

From within Oracle CRM On Demand, partners create a deal registration by entering information in a form.
The partner can access this form from different areas within the application, depending on what the partner is
working on and what the partner wants to do. This topic describes one method of creating a deal registration
from the Deal Registrations tab. Partners can also create deal registrations using other methods, see Creating
Records (on page 38).

When a partner creates a deal registration, the partner can either make it independent or associate it with an
opportunity. The partner creates an independent deal registration (stand-alone registration) when the partner
believes he or she has discovered a potential new business opportunity and wants to register it with the brand
owner. However, the brand owner might not consider it an opportunity until it has been verified by one or
more persons in the organization.

In this case, when the partner believes he or she has discovered an opportunity, and the brand owner
contends that it is not an opportunity until it has been verified and confirmed, the solution is for the partner to
create a deal registration. The deal registration contains both opportunity as well as registration information.
At some point, the partner submits the registration for approval and, if it is appropriate, the brand owner
approves it. Prior to giving final approval for the deal registration, the brand owner associates it with an
opportunity.

To create a deal registration

From the Deal Registration List page, click New.
In the Deal Registration Detail form, enter the required information.

If the deal registration is for an existing opportunity, search for and select the appropriate opportunity
in the Associated Opportunity field. The Associated Opportunity field should display only those
opportunities to which you have visibility. The customer field is automatically populated with the name
of the customer associated with the selected opportunity.

If the deal registration is for a new opportunity (or for an opportunity to which you do not have
visibility), select the New Opportunity check box, and enter the following information in the
Opportunity Information section.

Currency

Deal size

Close date

Product interest

Next step
If the deal registration is for a new opportunity, it might be for an existing customer or a new
customer. If the deal registration is for an existing customer, search for and select the customer from

the Associated Customer field. If the deal registration is for a new customer, select the New Customer
check box, and complete the fields in the New Company information section.

For more information about Deal Registration fields, see Deal Registration Fields (on page
348).
Save the record.
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Submitting Deal Registrations for Approval

A deal registration is a request from a partner to the brand owner for exclusive rights to an opportunity. The
request might or might not be granted by the brand owner. Most companies have well-defined processes to
handle such requests for approval from partners. Typically, one or more employees of the brand owner
evaluate the registration on a variety of criteria and decide whether to approve the request. In small
companies, the employees who must approve a registration remain static; that is, the same set of approvers
approve all deal registrations. However, in larger companies, the group of approvers who must approve a
registration is dynamic and is based on a variety of factors, such as the deal size, partner, products, and so
on.

Before you begin. Create the deal registration. For more information on creating deal registrations, see
Creating Deal Registrations (on page 339). Create a workflow rule that assigns an appropriate user as the
approver of deal registrations. For more information on creating workflow rules, see Creating Workflow Rules
(on page 1221).

To submit deal registrations for approval

In the Submission Status field on the Deal Registrations Edit page, select Submitted.

Changing the submission status to Submitted starts the approval process. Anyone who has update
access to the deal registration can start the approval process.

Click Save.

After the Submission Status field has been changed to Submitted the following occurs:
The approval status is set to Pending Approval.
The submission date is automatically set to the current timestamp.

The routing of the registration begins. A workflow rule sets the Approver field of the deal registration
to the appropriate user.

The approver is added to the team of the deal registration if the approver is not already present.

A workflow rule sends any email notifications if the workflow rule has been configured.

Approving Deal Registrations

Depending on the business processes for your company, more than one person within your company might be
required to approve a deal registration before the deal registration is considered a valid opportunity.
Currently, approval routing is a manual process and only one level of approval is supported. You must modify
the current approver field to move the registration along the approval chain.

Note: You can achieve multilevel approval when each approver in the approval chain updates the Approver
field for the next approver in the chain.

A deal registration can be given final approval only if it is associated with an opportunity. If the registration is
not associated with an opportunity (for example, it is a stand-alone registration), it has to be linked to an
existing opportunity or has to be manually converted to an opportunity. For more information on converting a
deal registration to an opportunity, see Converting Deal Registrations to Accounts, Contacts, or Opportunities
(on page 345). When a deal registration achieves final approval, the opportunity associated with it becomes
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visible to the partner organization, because it might be necessary for the partner user to access the
opportunity.

Note: The associated opportunity becomes visible to the partner organization only upon approval of the deal
registration. When the registration is either returned or rejected, the visibility to the associated opportunity (if
any) is not granted.

Before you begin. The submission status of the deal registration must be set to Submitted before you can
approve it.

To approve deal registrations

In the Approval Status field on the Deal Registration Edit page, select Approved.

Click Save.
When you change the approval status to Approved, the following occurs:

Oracle CRM On Demand validates that the submission status value is Submitted. If the submission
status is any other value, the validation fails, and an appropriate error message is generated.

Oracle CRM On Demand validates that the Associated Opportunity field is populated with an
opportunity.

Oracle CRM On Demand validates that the opportunity specified in the Associated Opportunity field is
not already associated with an approved deal registration.

The Registered check box on the opportunity header is selected.

The Registration Expiration Date field on the opportunity header is populated with the expiration date
for approved registration.

The partner information from the approved registration is copied to the opportunity header.
The final approver changes to the current user. The Current Approver field is not updated.
The approved date changes to the current date on Oracle CRM On Demand.

A workflow rule creates a new task to track the approval action.

A workflow rule sends the appropriate email notifications if the workflow rule has been configured.

Returning Deal Registrations

As a deal registration goes through the approval chain, an approver can return the registration to the creator
to make changes to the deal registration parameters.

Before you begin. The deal registration must have a submission status of Submitted.

To return deal registrations
In the Approval Status field on the Deal Registration Edit page, select Returned. Then click Save.

When you change the approval status to Returned, the following occurs:

The submission status of the registration is set to Not Submitted.
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The date is removed from the Approved Date field. However, the submitted date remains in the
Submitted Date field.

A task record is created to track the return action of the approver.
A workflow rule sends the appropriate email notifications if the workflow rule has been configured.

The creator of the deal registration can now update the deal registration and resubmit it. For more information
on submitting deal registrations, see Submitting Deal Registrations for Approval (on page 340).

Rejecting Deal Registrations

As a deal registration goes through the approval chain, an approver can reject the deal registration.

Before you begin. The deal registration must have a submission status of Submitted.

To reject deal registrations
In the Approval Status field on the Deal Registration Edit page, select Rejected. Then click Save.

When you change the approval status to Rejected, the following occurs:
The submission status of the registration remains in the Submitted state.

The date is removed from the Approved Date field. However, the submitted date remains in the
Submitted Date field.

A task record is created to track the return action of the approver.

A workflow rule creates the appropriate email notifications if the workflow rule has been configured.

Resubmitting Deal Registrations

As a deal registration goes through the approval process, the approver might require additional information to
approve or reject the registration. In such cases, the approver can return the registration to the owner and
specify a reason for the return. Alternatively, the owner of the registration might recall the registration in
order to supply additional information.

After the registration has been returned or recalled, the owner can update it. After the owner updates the deal
registration, he or she can resubmit it for approval.

Before you begin. The submission status for the deal registration must be either Recalled or Not Submitted.

To resubmit deal registrations for approval
On the Deal Registration Edit page, add the additional information.

In the Submission Status field on the Deal Registrations Edit page, select Submitted.

Changing the submission status to Submitted starts the approval process. Anyone who has update
access to the deal registration can start the approval process. Then click Save.

When the Submission Status field has been changed to Submitted the following occurs:
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The approval status is set to Pending Approval.
The submission date is automatically set to the current timestamp.

The routing of the registration begins. A workflow sets the Approver field for the deal registration to
the appropriate user.

The approver is added to the team of the deal registration if the approver is not already present.

A workflow rule sends the appropriate email notifications if the workflow rule has been configured.

Canceling Deal Registrations

The brand owner can cancel deal registrations when the Approval Status field is set to either of the following:

Pending approval
Approved

Canceling a deal registration is not supported when the approval status is any other value.

To cancel deal registrations
In the Approval Status field on the Deal Registration Edit page, select Cancelled. Then click Save.

When an approved deal registration is canceled, the following updates are made to the associated
opportunity:

The Registered check box is not selected.
The Registration Expiration Date field changes to a null value.

The Registered Partner field changes to a null value.

Ending the Period for Deal Registrations

You can end the period for deal registrations at any time.

To end the period for deal registrations
In the Approval Status field on the Deal Registration Edit page, select Expired. Then click Save.

When you change the approval status to Expired, the following occurs:
The Registered check box on the opportunity header is not selected.
The date in the Registration Expiration Date field on the opportunity header returns to a null value.

The Registered Partner field on the opportunity header returns to a null value.
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Updating Deal Registrations

You do not always have all the information you require when first creating a deal registration. Additionally,
you can add product information to a registration only after the deal registration has been created. So, Oracle
CRM On Demand allows you to view and modify a deal registration for which you have visibility.

When a deal registration has the status of Not Submitted or Recalled, you can edit the registration, or add or
remove revenue line items. When a deal registration has any other status, you cannot make these changes.

To update a deal registration

On the Deal Registration List page, click Edit.

On the Deal Registration Edit page, make the changes that you want to the deal registration. Then click
Save.

Linking Products to Deal Registrations

When you register a new opportunity you have some idea of the type and quantity of products that the
prospect is interested in. It is important to save this information about the deal registration, because many
companies look at the products while considering approval of the registration. Because a deal registration
might be converted to an opportunity before final approval, it is important to save the product line information
on the deal so that this information can be copied to the opportunity at the time of conversion.

Before you begin. Your company administrator must have made the Product Revenues related information
section available for the detail page. If the related information section is not displayed on the detail page, click
the Edit Layout link, and add the section as a displayed related information section.

Create the deal registration, and set the status to Not Submitted or Recalled. You can add product lines to the
deal registration after creating the registration but before submitting it for approval.

To link products to deal registrations

In the Product Revenues section of the Deal Registration Detail page, click Add.
In the fields, enter the product name, quantity, and price for the product that you want to link to the deal
registration. Then click Save.

For more information on linking records, see Linking Records to Your Selected Record (on page 61).

Calculating the Deal Size

A deal registration might have zero, one, or more product line items associated with it. Each product line item
might have a revenue value associated with it. You can set the deal size on the deal registration header to be
the total of all the revenue line items, using the appropriate currency conversion.

Before you begin. Your company administrator must have made the Product Revenues related information
section available for the detail page. If the related information section is not displayed on the detail page, click
the Edit Layout link, and add the section as a displayed related information section.
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To calculate the deal size

In the Product Revenues section of the Deal Registration Details page, click Update Deal Size.

Oracle CRM On Demand fetches the revenue from each line item and converts it to the deal currency
(specified on the registration header). While performing the conversion, Oracle CRM On Demand
considers the exchange date on the line item. If an exchange date has been specified for the line item,
then the exchange rate on that date is used while performing the conversion. If no exchange date has
been specified, then Oracle CRM On Demand uses the current date for the conversion calculations.

The converted revenue from each line item is added to a running total, and the resulting value is
populated in the Deal Size field on the registration header.

Click Save.

Associating Deal Registrations with Opportunities

Oracle CRM On Demand allows you to associate existing deal registrations with existing opportunities and to
change existing associations between the two. Also, a deal registration might be associated with an incorrect
opportunity.

To associate a deal registration with an opportunity

On the Deal Registrations List page, click Edit for the deal registration that you want to work with.

In the Associated Opportunity field on the Deal Registrations Edit page, search for and select the
opportunity that you want to associate the deal registration with. Then click Save.

Converting Deal Registrations to Accounts, Contacts, or
Opportunities

If your user role has the appropriate setup, you can create account, contact, and opportunity records, or
merge deal registration information with existing records by converting the deal registration record.
Depending on your company’s settings, the new opportunity record can include information that affects
revenue calculations.

Before you begin. You must do the following tasks:

Create the deal registration. For more information on creating deal registrations, see Creating Deal
Registrations (on page 339).

Set up your user role and access profile settings. For more information about these settings, see Access
Profile and Role Settings for Converting Deal Registrations (on page 346).

To convert a deal registration to an account, contact, or opportunity

Select the deal registration that you want to convert from the All Deal Registrations section on the Deal
Registration homepage.
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For information on selecting deal registrations, see Finding Records (on page 41).
On the Deal Registration Detail page, click the Convert to Opportunity button.

On the Convert Deal Registration page, do one of the following:

To create new account and contact records for this deal registration, select the Auto-Create New
Account and Auto-Create New Contact options.

In the Account section, the Associated Company field for the deal registration appears in the
Associated Account field by default. In the Contact section, the first name and last name for
the deal registration appear by default.

To create a new opportunity and link the opportunity to an existing account and contact, select the
Use Existing Account and Use Existing Contact options.

If the registration record has an associated account, this account appears in the Associated
Account field. If the registration record has an associated contact, this contact appears in the
Associated Contact field.

To link the deal registration to a different account or contact, click the Lookup icon next to the
Associated Account or Associated Contact fields, and select another account and contact. Make sure
the correct names appear in the Associated Account and Associated Contact fields and that the Use
Existing Account and Use Existing Contact options are selected.

To convert the deal registration to an opportunity, select Auto-Create Opportunity, and complete the
fields.

The name of the deal registration appears in the Opportunity Name field by default. Data in the
revenue, close date, next step, and description fields are also carried over to the opportunity record.
You can edit this data in the Convert Deal Registration page. You can also associate the deal
registration with an existing opportunity. To do so, do the following:

Select the Use Existing Opportunity option
Select the appropriate opportunity by using the Lookup icon next to the Associated Opportunity field.

To convert the deal registration, click Save.

Access Profile and Role Settings for Converting Deal
Registrations

To convert deal registrations to accounts, contacts, or opportunities, you must have the appropriate settings
in your access profiles and in your user role. This topic describes the required settings.

Access Profile Settings for Converting Deal Registrations

The access levels that allow you to convert deal registrations are shown in the following tables. These settings
are required on both your default-access profile and your owner-access profile.

The following table shows the access-levels for record types that allow you to convert deal registrations.
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Account Read and Edit

Contact Read and Edit

Deal Registration Read and Edit

Opportunity Read and Edit

The following table shows the access-levels for related information record types that allow you to convert deal

registrations.

Account Addresses Read, Create, and Edit

Contact Accounts Read and Create
Addresses Read, Create, and Edit

Opportunity Revenue Read and Edit
Contact Read and Create

User Role Settings for Converting Deal Registrations

The role settings that allow you to convert deal registrations are as follows:

The
The

role must have the PRM Deal Registrations: Convert Deal Registrations privilege.
record-type access for the role must have the following settings:

The Has Access check box must be selected for the Deal Registration record type in all cases of deal
registration conversion.

To convert (that is, associate or link) deal registrations to existing opportunities, the Has Access check
box must be selected for the Opportunity record type.

To convert deal registrations to new opportunities, the Has Access and Can Create check boxes must
be selected for the Opportunity record type.

To convert deal registrations to existing accounts, the Has Access check box must be selected for the
Account record type.

To convert deal registrations to new accounts, the Has Access and Can Create check boxes must be
selected for the Account record type.

To convert deal registrations to existing contacts, the Has Access check box must be selected for the
Contact record type.

To convert deal registrations to new contacts, the Has Access and Can Create check boxes must be
selected for the Contact record type.
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Deal Registration Fields

Use the Deal Registration Edit page to add a deal registration or update details for an existing deal
registration. The Deal Registration Edit page shows the complete set of fields for a deal registration.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the

standard information described in the online help.

The following table provides additional information regarding some fields.

Deal Registration Key Information

Name

Type

Submission Status

Expiration Date
Special Price Reqd.
Associated Lead
ID

Principal Partner

Principal Partner: Location
Partner Program
Objective

Support Reqd.

Opportunity Information

Associated Opportunity

New Opportunity

Currency

Deal Size

Close Date

The name of the deal registration. To avoid duplicate records, make
sure you follow the naming conventions your company has set up for
abbreviations, capitalization, and so on.

The type of deal registration. The options include: Standard and
Non-Standard.

The submission status of the deal registration. The options include:
Not Submitted, Submitted, and Recalled.

The date on which the deal registration will expire.

Indicates whether special pricing is required for the deal registration.
A unique identifier for the lead that resulted in the deal registration.
The unique identifier (ID) for the deal registration.

The partner account that discovered the deal registration. The
partner who discovered the deal registration might no longer own it.

The location of the originating partner account.
The partner program to which the deal registration is attached.
The objective associated with deal registration.

Indicates whether presales support is required for the deal
registration.

The name of the opportunity with which the deal registration is
associated.

Indicates whether the opportunity associated with the deal
registration is a new one.

The selected currency for the opportunity with which the deal
registration is associated.

The size of the deal in the units of the selected currency.

The close date for the opportunity with which the deal registration is
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Next Step

Customer Information

Associated Customer

New Customer

Company Name
Country

Street

City

State

Postal Code

Associated Contact
New Contact
Mr./Mrs.

First Name

Middle Name

Last Name

Job Title

Email

Telephone #

Cell Phone

Fax

Approval Information

Approval Status

Current Approver

Deal Registrations

associated.
The product area in which the prospective customer is interested.

The next logical step in the selling process for the opportunity
associated with the deal registration.

The name of the customer organization associated with the deal
registration.

Indicates whether the deal registration is for a new customer
organization.

The name of the customer organization.

The country in which the customer organization is based.
The customer organization's street address.

The city in the customer organization's address.

The state in the customer organization's address.

The postal code of the customer organization's address.

The name of an associated contact.

Indicates whether this is a new contact.
Indicates the appropriate salutation designation.
The customer's first name.

The customer's middle name.

The customer contact's last name.

The customer contact's job title.

The customer contact's email address.

The customer contact's telephone number.

The customer contact's cell phone number.

The customer contact's fax number.

The current status of the deal registration approval.

The name of the person who must approve the deal registration next.
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Final Approver The name of the person who granted final approval to the deal
registration.

Submitted Date The date on which the deal registration was submitted for approval.
Approved Date The date on which the deal registration was finally approved.

Reject Reason The reason for rejecting approval of the deal registration.
Description Additional information about the deal registration. This field has as a

limit of 250 characters.
Additional Information

Owner The name of the owner of the deal registration. The owner can
update the record, transfer the record to another owner, or delete
the record. However, access levels can be adjusted to restrict or
expand a user’s access. This value affects which records are included
in the reports that you or your managers run from the Reports and
Dashboard pages.

Owner Partner Account The name of the partner account that owns the deal registration.

Originating Partner Account The name of the partner account that discovered the deal
registration. The partner who discovered the deal registration might
no longer own it

Description Enter any additional information about the deal registration.

MDF Requests

Market development funds (MDF) provide brand owners with the ability to make marketing funds available to
a partner in an organized way, so that a partner can sell the brand owner’s products in specific geographical
areas or so that a partner can market its brand. An MDF request is a request for funds in which a partner asks
the brand owner for funds.

Partners can request preapprovals to fund marketing activities. The MDF requests identify the details of the
marketing activity and its estimated cost. The MDF request is then routed through an approval process. The
brand owner provides the approved funds for the MDF request and can approve, reject, or return it.

After the marketing activities have been completed, partners can create claims to redeem the spent money
that was preapproved by the brand owner. Claims are either created against a specific MDF request or can
exist independently. An MDF request can have only one claim associated with it. When the claim is approved,
the fund is debited with the associated MDF request.

Working with the MDF Requests Homepage
The MDF Request Homepage is the starting point for managing market development funds (MDF) requests.
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NOTE: Your company administrator can customize the layout of your MDF Request Homepage. In addition, if
your user role includes the Personalize Homepages privilege, you can add sections to the page and remove
sections from the page.

Creating an MDF Request

You can create an MDF request by clicking the New button in the Recently Modified MDF Request section. For
more information, see Creating Records (on page 38) and MDF Fields.

Working with MDF Request Lists

The MDF Request Lists section shows a number of lists. Oracle CRM On Demand has a set of standard lists. All
standard lists are public and visible to everyone. You and your managers can create additional lists, which are
based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for MDF Requests.

All MDF Requests This list displays all records to which you have
visibility, regardless of who owns the list. It does not
filter MDF requests.

Recently Created MDF Requests Filters all MDF requests, sorted by the created date.

Recently Modified MDF Requests Filters all MDF requests, sorted by the modified date.

My MDF Requests Filters MDF requests with your name in the Owner
field.

My Recently Created MDF Requests Filters MDF requests with your name in the Owner
field, sorted by the created date.

My Recently Modified MDF Requests  Filters MDF requests with your name in the Owner
field, sorted by the modified date.

All Pending MDF Requests All MDF Requests with the approval status of Pending
Approval or the claim status of Claim Submitted.

My Pending MDF Requests MDF requests that you own with the approval status
of Pending Approval or the claim status of Claim
Submitted.

My Approved MDF Requests All approved MDF requests that you own.

To view a list, click the list name.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only. So, you cannot edit or delete them.
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Viewing My Recently Modified MDF Requests Section

The My Recently Modified MDF Requests section shows the MDF requests that you own and that were recently
modified. To expand the list, click the Show Full List link.

Viewing My Pending MDF Requests Section

The My Pending MDF Requests section shows all of the MDF requests that you own with the approval status of
Pending Approval or the claim status of Claim Submitted. To expand this list, click Show Full List.

Adding Sections to Your MDF Request Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your MDF Requests Homepage:

MDF Request Lists

All Pending MDF Requests

Recently Created MDF Requests
Recently Modified MDF Requests
My Pending MDF Requests

My Approved MDF Requests

My Recently Created MDF Requests
My Recently Modified MDF Requests

MDF Requests Pending My Approval

To add sections to your MDF Requests Homepage

On the MDF Requests Homepage, click Edit Layout.

On the MDF Requests Homepage Layout page, click the arrows to add or remove sections, and to organize
the sections on the page. Then click Save.

Managing MDF Requests

To manage MDF requests, perform the following tasks:
Submitting MDF Requests for Approval (on page 353)
Recalling MDF Requests (on page 354)
Returning MDF Requests (on page 354)
Rejecting MDF Requests (on page 355)
Approving MDF Requests (on page 356)

Canceling MDF Requests (on page 356)
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Submitting Claims for MDF Requests (on page 357)

Rejecting Claims for MDF Requests (on page 358)

Approving Claims for MDF Requests (on page 358)
For additional procedures that are common to all records, see Working with Records (on page 38).
For procedures that are common to many record types, see the following:

Creating Records (on page 38)

Updating Record Details (on page 60)

Linking Records to Your Selected Record (on page 61)

Working with Lists (on page 69)

Working with Attachments (on page 91)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Submitting MDF Requests for Approval

Partners can request preapproval for the funding of marketing activities by submitting a market development
fund (MDF) request. The MDF request includes the details of the activity and amount of funds that the partner
estimates will be spent.

Before you begin. Create the MDF request. Create a workflow rule that assigns an appropriate user as the
approver for MDF requests. For more information on creating workflow rules, see Creating Workflow Rules (on
page 1221).

To submit an MDF request for approval

Select the MDF request that you want to submit for approval from the All MDF Requests section on the
MDF Request homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.

On the MDF Request Edit page, select Submitted from the Submission Status field. Then click Save.

After you change the Submission Status field value to Submitted and save the record, the following
occurs:

The approval status is set to Pending Approval.
The Submitted Date is automatically set to the current timestamp.

The routing of the MDF request begins. A workflow rule sets the Approver field for the MDF request to
the appropriate user.

Oracle CRM On Demand Online Help Release 19 353



Partner Relationship Management and High Tech

The approver is added to the team of the MDF request, if the approver is not already present.
A workflow rule sends email notifications.

The MDF request appears on the list of records waiting for the approver’s actions and becomes read-only for
the partner (owner). Further updates to the request (for example, updating the requested amounts, changing
the associated fund, and so on) are not permitted. The partner can make changes to a submitted MDF request
only after recalling it successfully.

Recalling MDF Requests

After a market development fund (MDF) request has been submitted, and before it has been approved, you
can recall it. After you have successfully recalled the request, you can continue updating it and resubmit it for
approval.

Before you begin. The MDF request must have the submission status of Submitted and the approval status
of Pending Approval.

To recall an MDF request

Select the MDF request that you want to recall from the All MDF Requests section on the MDF Request
homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.

On the MDF Request Edit page, select Recalled from the Submission Status field. Then click Save.
When you change the submission status to Recalled, the following occurs:

The Approval Status is reset to a null value.

A workflow rule creates a new task to track the action (if configured).

A workflow rule sends the appropriate email notifications (if configured).

You can now update the MDF request and resubmit it. For more information on submitting requests, see
Submitting MDF Requests for Approval (on page 353).

Returning MDF Requests

As a market development fund (MDF) request goes through the approval chain, an approver can return it to
the owner to make changes or provide additional information.

Before you begin. The MDF request must have the submission status of Submitted.

To return an MDF request

Select the MDF request that you want to return from the All MDF Requests section on the MDF Request
homepage.
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For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.

On the MDF Request Edit page, select Returned from the Approval Status field. Then click Save.
When you change the approval status to Returned and click Save, the following occurs:
The submission status of the MDF request is set to Not Submitted.

The date is removed from the Pre-Approval Date field. However, the submitted date remains in the
Submitted Date field.

A task record is created to track the return action of the approver.
A workflow rule sends the appropriate email notifications.

The owner of the MDF request can now update the request and resubmit it. For more information on
submitting MDF requests, see Submitting MDF Requests for Approval (on page 353).

Rejecting MDF Requests

As a market development fund (MDF) request goes through the approval chain, an approver can reject it if the
requested amount for the marketing activity cannot be granted.

Before you begin. The MDF request must have the submission status of Submitted.

To reject a MDF request

Select the MDF request that you want to reject from the All MDF Requests section on the MDF Request
homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.

On the MDF Request Edit page, select Rejected from the Approval Status field. Then click Save.
When you change the approval status to Rejected and click Save, the following occurs:
The submission status of the MDF request remains in the Submitted state.

The date is removed from the Pre-Approval Date field. However, the submitted date remains in the
Submitted Date field.

A task record is created to track the return action of the approver.
A workflow rule sends the appropriate email notifications.

After the MDF request has been rejected, it becomes read-only for the owner and further updates to it are not
permitted.
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Approving MDF Requests

An approver can pre-approve a MDF request and allocate funds to the requested marketing activity. Currently,
approval routing for MDF requests is a manual process and only one level of approval is supported.

NOTE: You can achieve multilevel approval when each approver in the approval chain updates the Approver
field for the next approver in the chain.

Before you begin. The submission status of the MDF request must be set to Submitted before you can
approve it.

To approve an MDF request

Select the MDF request that you want to approve from the All MDF Requests section on the MDF Request
homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.
On the MDF Request Edit page, enter an amount in the Amount PreApproved field.

Select Approved from the Approval Status field. Then click Save.
When you change the approval status to Approved, the following occurs:

Oracle CRM On Demand validates that the submission status value is Submitted. If the submission
status is any other value, the validation fails and an appropriate error message is generated.

Oracle CRM On Demand validates that the amount preapproved does not exceed the approval Limit
set for the current approver and that the approval does not result in a negative fund balance. If the
validation fails, an appropriate error message is generated.

The Last Approved By field changes to the current user. The Current Approver field is not updated.
The preapproval date changes to the current date on Oracle CRM On Demand.

A workflow creates a new task to track the approval action

A workflow sends the appropriate email notifications.

After the MDF request has been approved, it becomes read-only, and further updates to it are not permitted
except when submitting a related claim or extending the expiration date.

Canceling MDF Requests

The brand owner can cancel a market development fund (MDF) request at any point if the MDF request is no
longer valid.

Before you begin. The approval status of the MDF request must be set to Approved.
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To cancel an MDF request

Select the MDF request that you want to cancel from the All MDF Requests section on the MDF Request
homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.

On the MDF Request Edit page, select Cancelled from the Approval Status field. Then click Save.
When you change the approval status to Cancelled, the following occurs:

Oracle CRM On Demand validates that the approval status is set to Approved.

A workflow rule creates a new task to track the action.

A workflow sends the appropriate email notifications.

After the MDF request has been cancelled, it is read-only, and further updates to it are not allowed.

Submitting Claims for MDF Requests

Partners create claims to redeem the pre-approved money that was spent on marketing activities. Claims are
either created against a specific market development fund (MDF) request or can exist independently.

To submit a claim for an MDF request

Select the MDF request for which you want to submit a claim from the All MDF Requests section on the
MDF Request homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.
On the MDF Request Edit page, enter the amount in the Total Claim Amount Requested field.

From the Claim Status field, select Claim Submitted. Then click Save.

After the Claim Status field has been changed to Claim Submitted and the record has been saved the
following occurs:

The routing of the MDF request claim begins.
A workflow rule sets the Approver field of the MDF request to the appropriate user.
The approver is added to the team of the MDF request if the approver is not already present.

A workflow rules sends the appropriate email notifications.
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Rejecting Claims for MDF Requests

As a market development fund (MDF) claim goes through the approval chain, an approver can reject it.

Before you begin. The MDF claim must have the claim status of Claim Submitted.

To reject a claim for an MDF request

Select the MDF request for which you want to reject a claim from the All MDF Requests section on the MDF
Request homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.

On the MDF Request Edit page, select Claim Denied from the Claim Status field. Then click Save.

When you change the claim status to Claim Denied and click Save, the following occurs: a workflow rule sends
the appropriate email notifications.

Approving Claims for MDF Requests

An approver can approve a market development fund (MDF) claim and offer a credit to the partner. Only one
level of approval is currently supported for MDF claims.

Before you begin. The submission status of the MDF claim must be set to Claim Submitted before you can
approve it.

To approve a claim for an MDF request

Select the MDF request for which you want to approve a claim from the All MDF Requests section on the
MDF Request homepage.

For information on selecting MDF requests, see Finding Records (on page 41).
On the MDF Request Detail page, click the Edit button.
On the MDF Request Edit page, enter the amount in the Total Claim Amount Approved field.

Select Claim Approved from the Claim Status field. Then click Save.
When you change the approval status to Approved, the following occurs:

Oracle CRM On Demand validates that the total claim amount approved does not exceed the approval
limit set for the approver and that the approval does not result in a negative fund balance. If the
validation fails, an appropriate error message is generated.

The claim decision date is set to the current date on Oracle CRM On Demand.
A workflow rules sends the appropriate email notifications.

When the claim is approved, it debits the fund associated with the MDF request.

358 Oracle CRM On Demand Online Help Release 19



MDF Requests Fields

MDF Requests

Use the MDF Request Edit page to add a market development fund (MDF) request or update the details for an
existing MDF request. The MDF Request Edit page shows the complete set of fields for an MDF request.

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the

standard information described in the online help.

The following table provides additional information regarding some fields.

Key MDF Request Information
ID

Request Name

Principal Partner Account

Fund

Submission Status

Due Date

Expiration Date

Campaign

Marketing Purpose
Region
Category

Partner Program

MDF Request Currency
MDF Request Detail Information

Start Date

End Date

Amount Requested

Amount PreApproved

The MDF request identifier (ID).

The uniqgue name of the MDF request.

The partner company, which is taking the lead in
submitting the MDF request.

The name of the fund associated with the MDF request.

The status of the submission, such as Submitted, Not
Submitted, or Recalled.

The date by which you must have the MDF request
approved. It is set to today's date plus 7 days by default.

The date on which the MDF request is no longer valid.

The name of the campaign with which the MDF request is
associated.

The marketing reason for the MDF request.
The region for which the MDF request is being made.
The category to which the MDF request belongs.

The name of the partner program with which the MDF
request is associated.

The requested currency for the MDF request.

The date and time that the marketing activity starts.You
can use the calendar controls to change this date.

The date and time that the marketing activity ends. You
can use the calendar controls to change this date.

The total requested amount for the marketing activity.

The brand owner enters the total approved amount for the
marketing activity.
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Approval Status
Request Date

Submitted Date

Pre-Approval Date

Approver

Last Approved By

Reason Code

Claim Information

Total Claim Amount Requested

Total Claim Amount Approved

Claim Status
Claim Decision Date
Additional Information

Owner

Description

Owner Partner Account

Channel Manager

Originating Partner Account
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The current approval status for the MDF request.
The date and time that the MDF request was created.

The date and time that the MDF request was submitted.

The date and time that the MDF request was preapproved.

The name of the current approver.

The name of the previous approver.

The reason that the marketing activity was not approved.
The default values are: Duplicate, Incorrect Information,
Insufficient Information, and Other.

The total claim amount that the partner is requesting for
the marketing activity.

The total claim amount that is approved by the brand
owner for the marketing activity.

The current status of the claim.

The date on which a decision was made about the claim.

Generally, the owner can update the record, transfer the
record to another owner, or delete the record. However,
you can adjust access levels to restrict or expand a user’s
access.

This value affects which records are included in reports
that you or your managers run from the Reports and
Dashboard pages.

Additional information about the MDF request. This field

has as a limit of 250 characters.

The partner account for which the owner works. So, if the
owner is a partner, then the owner account is populated
with the name of the partner account to which the partner
belongs.

The channel manager is responsible for maintaining the
relationship between the partners and the brand owner
company. Channel managers serve as the primary contact
for the partner.

The name of the partner who started the MDF request.



Special Pricing Requests

Special Pricing Requests

Special pricing requests include the set of business processes, by which a partner asks the brand owner for a
discount on a product. For example, a special pricing request might be a response to a competitive deal or a
downward trend in prices. The brand owner grants the lower prices and provides credits to the partner after
the sale. The specially authorized price is typically valid for an authorized product, quantity, duration, and the
partner or end customer or both.

Special pricing requests include the following two phases:

Special pricing request management. The partner, or the brand owner on behalf of the partner, creates a
special pricing request for a product and provides details, such as the reason for the lower price. The partner
submits the request to the brand owner for approval and when the request is approved, sells the inventory for
a new lower price to the customer. After the sale, the partner can use the special pricing claim process to
claim the difference between the original purchase cost and the new authorized cost.

Special pricing claim management. The partner creates a special pricing claim on approved and open
special pricing requests to receive credit for a loss. Typically, Point-Of-Sale reports are submitted after the
sale with special pricing claims. After the request is approved, the brand owner offers a credit to the partner
for the difference between the original cost and the new authorized cost.

Special pricing requests benefit brand owners and partners in the following ways:
Enable brand owners to support their partners in competitive situations

Encourage partners to buy and stock products from brand owners, even if prices are likely to fall in the
future

Working with the Special Pricing Request Homepage
The Special Pricing Request Homepage is the starting point for managing special pricing requests.

NOTE: Your company administrator can customize the layout of your Special Pricing Request Homepage. In
addition, if your user role includes the Personalize Homepages privilege, you can add sections to the page and
remove sections from the page.

Creating a Special Pricing Request

You can create a special pricing request by clicking the New button in the Recently Modified Special Pricing
Request section. For more information, see Creating Records (on page 38) and Special Pricing Request Fields
(on page 374).

Working with Special Pricing Request Lists

The Special Pricing Request Lists section shows a number of lists. Oracle CRM On Demand comes with a set of
standard lists. All standard lists are public and visible to everyone. You and your managers can create
additional lists, based on different criteria. These custom lists appear above the standard set of lists.

The following table describes the standard lists for Special Pricing Requests.
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All Special Pricing Requests

Recently Created Special Pricing
Requests

Recently Modified Special Pricing
Requests

My Special Pricing Requests
My Recently Created Special Pricing

Requests

My Recently Modified Special Pricing
Requests

All Pending Special Pricing Requests

My Pending Special Pricing Requests

My Approved Special Pricing Requests

Special Pricing Requests Pending My
Approval

To view a list, click the list name.

This list displays all records to which you have
visibility, regardless of who owns the list. It does not
filter special pricing requests.

Filters all special pricing requests, sorted by the
created date.

Filters all special pricing requests, sorted by the
modified date.

Filters special pricing requests with your name in the
Owner field.

Filters special pricing requests with your name in the
Owner field, sorted by the created date.

Filters special pricing requests with your name in the
Owner field, sorted by the modified date.

Filters all special pricing requests with the approval
status of Pending Approval or the claim status of
Claim Submitted.

Filters special pricing requests that you own with the
approval status of Pending Approval or the claim
status of Claim Submitted.

Filters all approved special pricing requests that you
own.

Filters special pricing requests that have the approval
status of Pending Approval or the claim status of
Claim Submitted, and you are the next approver.

To create a new list, click New. For more information about creating lists, see Creating and Refining Lists (on
page 73).

To review all available lists, create a new list, or view, edit, or delete an existing list, click Manage Lists. The
Manage Lists page also includes the standard lists delivered with Oracle CRM On Demand. These lists are
view-only, therefore you cannot edit or delete them.

Viewing My Recently Modified Special Pricing Requests Section

The My Recently Modified Special Pricing Requests section shows the special pricing requests that you own
and were recently modified. To expand the list, click Show Full List.

Viewing My Pending Special Pricing Requests Section
The My Pending Special Pricing Requests section shows all of the special pricing requests that you own with

the approval status of Pending Approval or the claim status of Claim Submitted. To expand this list, click Show
Full List.
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Adding Sections to Your Special Pricing Request Homepage

If your user role includes the Personalize Homepages privilege, you can add some or all of the following
sections to your Special Pricing Requests Homepage:

Special Pricing Request Lists

All Pending Special Pricing Requests

Recently Created Special Pricing Requests
Recently Modified Special Pricing Requests
My Pending Special Pricing Requests

My Approved Special Pricing Requests

My Recently Created Special Pricing Requests
My Recently Modified Special Pricing Requests
Special Pricing Requests Pending My Approval

One or more report sections (Your company administrator can make report sections, such as the Special
Pricing Request Analytics Report, available on your Special Pricing Requests Homepage.)

To add sections to your Special Pricing Requests Homepage

On the Special Pricing Requests Homepage, click Edit Layout.

On the Special Pricing Requests Homepage Layout page, click the arrows to add or remove sections and to
organize the sections on the page. Then click Save.

Managing Special Pricing Requests
To manage special pricing requests, perform the following tasks:
Linking Products to Special Pricing Requests (on page 364)
Linking Programs to Special Pricing Requests (on page 365)
Submitting Special Pricing Requests for Approval (on page 365)
Recalling Special Pricing Requests (on page 366)
Returning Special Pricing Requests (on page 367)
Rejecting Special Pricing Requests (on page 367)
Approving Special Pricing Requests (on page 368)
Canceling Special Pricing Requests (on page 369)
Submitting Claims for Special Pricing Requests (on page 369)
Rejecting Claims for Special Pricing Requests (on page 370)
Approving Claims for Special Pricing Requests (on page 370)
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For additional procedures that are common to all records, see Working with Records (on page 38).
For step-by-step procedures that are common to many record types, see:

Creating Records (on page 38)

Updating Record Details (on page 60)

Linking Records to Your Selected Record (on page 61)

Working with Lists (on page 69)

Working with Attachments (on page 91)

NOTE: Company administrators can customize Oracle CRM On Demand in a variety of ways, such as changing
the names for record types, fields, and options in lists. So, the information you see might differ from the
standard information described in the online help.

Also, depending on the access level that you have, you might not be able to perform all procedures described
in the preceding list.

Linking Products to Special Pricing Requests

You can link products to special pricing requests to do the following:
Track which products belong to the special pricing request
Calculate the total requested and preapproved (authorized) amounts
NOTE: You click the Update Request Totals button to calculate the total requested and preapproved amounts.

Before you begin. Your company administrator must have made the Special Pricing Products related
information section available for the detail page. If the related information section is not displayed on the
detail page, click the Edit Layout link, and add the section as a displayed related information section.

To link a product to a special pricing request

Select the special pricing request (listed in the All Special Pricing Requests section on the Special Pricing
Request homepage) to which you want to link a product.

For information on selecting special pricing requests, see Finding Records (on page 41).

On the Special Pricing Request Detail page, scroll down to the Special Pricing Products section, and click
Add.

In the Product field, select the product that you want to add to the special pricing request.

In the Special Pricing Product Detail page, update the required fields.

For information on the fields, see Special Pricing Product Fields (on page 372).

Save the record.
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To calculate the total requested and preapproved amounts

Select the special pricing request (listed in the All Special Pricing Requests section on the Special Pricing
Request homepage) for which you want to calculate the total requested and preapproved amounts.

For information on selecting special pricing requests, see Finding Records (on page 41).
On the Special Pricing Request Detail page, scroll down to the Special Pricing Products section.

Click Update Request Totals in the Special Pricing Products section.

This calculates the total requested and pre-approved amounts and updates the fields Total Amount
Request and Total Amount Authorized on the special pricing request.

Linking Programs to Special Pricing Requests

You can associate a special pricing request with a specific partner program in which you participate.

To link programs to special pricing requests

Navigate to the Special Pricing Request Edit page.

In the Partner Program list, select the partner program that you want to add to the special pricing request,
then click Save.

Submitting Special Pricing Requests for Approval

The partner, or the brand owner on behalf of the partner, creates a special pricing request for a price
adjustment on a product and provides details, such as the reason for the lower price. The partner submits the
special pricing request to the brand owner for approval. The request might or might not be granted by the
brand owner. Most companies have well-defined processes to handle such requests for approval from
partners. Typically, one or more employees of the brand owner evaluate the special pricing request on a
variety of criteria and ultimately decide whether or not to approve the request.

Before you begin. The special pricing request must first be created. For more information on creating
records, see Creating Records (on page 38). A workflow rule must be created that assigns an appropriate user
as the approver for special pricing requests. For more information on creating workflow rules, see Creating
Workflow Rules (on page 1221).

To submit special pricing requests for approval

Select the special pricing request (listed in the All Special Pricing Requests section on the Special Pricing
Request homepage) that you want to submit for approval.

For information on selecting special pricing requests, see Finding Records (on page 41).
On the Special Pricing Request Detail page, click the Edit button.

On the Special Pricing Request Edit page, select Submitted from the Submission Status field.
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Click Save.

After the Submission Status field has been changed to Submitted and the record has been saved, the
following occurs:

The approval status is set to Pending Approval.
The submitted date is automatically set to the current timestamp.

The routing of the special pricing request begins. A workflow rule sets the special pricing request's
Approver field to the appropriate user.

The approver is added (if not already present) to the team of the special pricing request.
A workflow rule sends the required email notifications.

The special pricing request appears on the list of records that is waiting for the approver’s action and becomes
read-only for the partner (owner). Further updates to the special pricing request (for example, adding or
removing products, updating the requested prices, and so on) are not permitted. The partner can make
changes to a submitted special pricing request only after recalling it successfully.

Recalling Special Pricing Requests

After a special pricing request has been submitted for approval and before it has been approved, you can
recall the request. After you recall successfully the special pricing request, you can continue updating it and
resubmit it for approval.

Before you begin. The special pricing request must have a submission status of Submitted and an approval
status of Pending Approval.

To recall special pricing requests

Select the special pricing request (listed in the All Special Pricing Requests section on the Special Pricing
Request homepage) that you want to recall.

For information on selecting special pricing requests, see Finding Records (on page 41).
On the Special Pricing Request Detail page, click the Edit button.
On the Special Pricing Request Edit page, select Recalled from the Submission Status field.

Click Save.

When you change the submission status to Recalled, the following occurs:
The approval status is reset as blank.
A workflow rule creates a new task to track the action.
A workflow rule sends the appropriate email notifications.

You can now update the special pricing request and resubmit it. For more information on submitting special
pricing requests, see Submitting Special Pricing Requests for Approval (on page 365).
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Returning Special Pricing Requests

As a special pricing request goes through the approval chain, an approver can return it to the owner to make
changes. The approver can provide comments and request additional information from the owner.

Before you begin. The special pricing request must have a submission status of Submitted.

To return special pricing requests

Select the special pricing request that you want to return from the All Special Pricing Requests section on
the Special Pricing Request homepage.

For information on selecting special pricing requests, see Finding Records (on page 41).
On the Special Pricing Request Detail page, click the Edit button.

On the Special Pricing Request Edit page, select Returned from the Approval Status field. Then click Save.
When you change the approval status to Returned and c