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Oracle's PeopleSoft CRM Services
Foundation Preface

This preface discusses:

» PeopleSoft application fundamentals.

» PeopleSoft automation and configuration tools.
» PeopleSoft business object management.

» PeopleSoft product and item management.

» PeopleTools PeopleBooks.

PeopleSoft Application Fundamentals

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

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

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

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

» Interactions and 360-Degree Views

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

» Sdf-Servicefor Customers

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

This part discusses how system users manage their contacts and tasks.
» Entitlement Management

This part discusses setting up agreements and warranties.
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«  SmartViews

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

PeopleSoft Automation and Configuration Tools

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

There are four parts to the PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook:
»  Correspondence Management

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

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

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

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

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

» The setup of the BPEL infrastructure to initiate and manage BPEL process instances.

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

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

» The setup and execution of business projects.

PeopleSoft Business Object Management

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

The PeopleSoft CRM 9.1 Business Object Management PeopleBook has these parts:

X Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.
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Business Object Management Basics

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

Data Management for Organization Business Objects
This part discusses how to set up and manage companies, sites, and partner companies.

Data management for Individual Business Objects

This part discusses how to set up and manage persons, including contacts and consumers, and workers.

Business Object Management

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

Customer and Worker Data | ntegrations

This part discusses how to integrate customer and worker data with other systems.

PeopleSoft Product and Item Management

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

PeopleTools PeopleBooks

Cross-references to PeopleT ools documentation refer to the PeopleSoft PeopleTools 8.52 PeopleBooks.

PeopleBooks and the PeopleSoft Online Library

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

Understanding the PeopleSoft online library and related documentation.
How to send Peopl eSoft documentation comments and suggestions to Oracle.

How to access hosted PeopleBooks, downloadable HTML PeopleBooks, and downloadable PDF
PeopleBooks as well as documentation updates.

Understanding PeopleBook structure.
Typographical conventions and visual cues used in PeopleBooks.

I SO country codes and currency codes.

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.
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» PeopleBooks that are common across multiple applications.

«  Common elements used in PeopleBooks.

« Navigating the PeopleBooks interface and searching the PeopleSoft online library.

» Displaying and printing screen shots and graphics in PeopleBooks.

« How to manage the locally installed PeopleSoft online library, including web site folders.

« Understanding documentation integration and how to integrate customized documentation into the library.
« Application abbreviations found in application fields.

Y ou can find PeopleBooks and the PeopleSoft Online Library in the online PeopleBooks Library for your
PeopleTools release.

Xii Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.
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Getting Started

Chapter 1
Getting Started with PeopleSoft CRM Services Foundation
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Chapter 1

Getting Started with PeopleSoft CRM
Services Foundation

This chapter provides an overview of PeopleSoft Services Foundation and discusses:
»  PeopleSoft services foundation business processes.

» PeopleSoft services foundation implementation.

PeopleSoft Services Foundation Overview

This book discusses the common foundation objects that are shared among PeopleSoft Integrated
FieldService, the call center applications (PeopleSoft Support, HelpDesk, HelpDesk for Human Resources,
and Service Center for Higher Education), and industry solutions that leverage the functionality of these core
applications. These objects are used in service orders and cases to provide solution management, integration
with the Transaction Billing Processor, and geographical information lookup capabilities.

Solution management and integration with Transaction Billing Processor are available to PeopleSoft
Integrated FieldService and most call center applications. Geographical information lookup, also known as
the Environmental Systems Research Institute (ESRI) integration, is available to PeopleSoft Integrated
FieldService and Support.

PeopleSoft Services Foundation Business Processes

This section discusses the business processes associated with solution, time management, integration with the
Transaction Billing Processor, and ESRI integration. We discuss these business processes in the business
process chaptersin this PeopleBook.

Solution Management Business Process

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

Time Management Business Process

Time management enables usersto log time for the work performed on cases. Field service technicians and
managers use a different page that is embedded in the service order component

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved. 3



Getting Started with PeopleSoft CRM Services Foundation Chapter 1

Transaction Billing Processor Integration Business Process

Transaction Billing Processor integration provides the ability to bill and book revenue through PeopleSoft
Contracts for recurring and on-demand services and agreements. The fees sent to the Transaction Billing
Processor include agreement fees, service order fees (including service, material, time, and expense fees), and
case fees.

ESRI Integration Business Process

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

PeopleSoft Services Foundation Implementation

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

PeopleSoft Integrated FieldService and call center applications provide component interfaces to help you load
data from your existing system into PeopleSoft tables. Use the Excel to Component Interface utility with the
component interfaces to populate the tables.

Each product's Getting Started chapter contains specific implementation and component interface information
for that product. This PeopleBook includes information about solution management, time management,
contracts and billing integration, and integration with ESRI.

See PeopleTools 8.52: PeopleSoft Component I nterfaces Peopl eBook

Other Sources of Information

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

See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Getting Started with PeopleSoft CRM Call
Center Applications®

PeopleSoft Integrated FieldService 9.1 PeopleBook, "Getting Started with PeopleSoft Integrated
FieldService"
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Chapter 2
Setting Up Solution Management

Chapter 3
Managing Solutions

Chapter 4
Using Solutions
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Chapter 2

Setting Up Solution Management

This chapter provides an overview of solution management setup and discusses how to:
»  Set up solution management prompt tables.
» Define record-based search index templates.

»  Set up solution history tracking.

Understanding Solution Management Setup

Solutions are resol utions to problems. They exist independently from the cases, service orders, defects, and
email responses to which they can be applied.

This section discusses:

»  Solution relationship types.
» Solution libraries.
+ Solution search templates.

« Solution history.

Solution Relationship Types

Solutions can be related to other solutions. Y ou can relate solutions manually or automatically. When you
relate solutions, you must qualify the relationship using a solution relationship type. Predefined types are
Smilar and Duplicate.

Solution relationship types, unlike case relationship types, are never hierarchical. The system uses the same
relationship label for both solutions. (That is, if solution A is similar to solution B, then solution B is similar
to solution A.)

Solution Libraries

Solution libraries enable you to group solutions into functional areas within a setlD. For example, you can
create solution libraries for each of your product lines. Thislevel of categorization improves search
effectiveness in PeopleSoft call center applications. Solution for cases enables usersto choose libraries to
include in the search domain.
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Setting Up Solution Management Chapter 2

If desired, solutions may also be associated with multiple libraries. Aslong as a user has access to at |east one
of the libraries for a particular solution, the solution will be visible to that user.

Access to solution libraries from transactions can be limited by security settings defined for each library. An
administrator can restrict library accessto users and cases that meet certain criteria. These criteriavary by
transaction, and can include user role, agent location, employee location, and customer region.

Note. The following paragraphs describe ways in which access to solutionsis not limited by the security
settings defined for their corresponding library.

Branch scripts that end with a solution are exempt from any further check to seeif users have access to that
library. All users will be able to view these solutions.

Recommended actions that suggest solutions are also exempt from any checks for solution library access.
Recommended actions can be set based on a quick code, AAF case update action, or AAF suggested action.
In al these cases when a suggested action is a solution, there will be no additional security applied.

Solution security applies only to the solution search process: search results will include only solutionsin the
libraries to which users have access. This security does not apply to the attempted solutions grid in both the
agent facing case and the self-service case. If auser has access to a case, he or she may see any solutions that
were applied to the case (including those applied by any other user).

FAQ Libraries

Selecting the Enable Solution Library as FAQ or Troubleshooting Guide in Self Service check box for a
particular solution library makes that library available to internal agents using Frequently Asked Questions as
well as external customers using the Frequently Asked Questions self-service page. For individual solutions
within that library to be accessible for self service users, the solution's External FAQ check box must be
selected for the corresponding library. Similarly, individual solutions within alibrary are accessible to
internal agentsif the solution's Internal FAQ check box has been selected for the corresponding library.

Note. Self Service FAQ functionality is applicable to Customer Self Service and Employee Self Service for
PeopleSoft Support, HelpDesk, HelpDesk for Human Resources, and Service Center for Higher Education
customers. PeopleSoft Integrated FieldService does not utilize FAQ functionality.

See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Configuring Self-Service Applications’

Solution Search Templates

PeopleSoft CRM provides multiple versions of solutions. Different versions search different objects. For
example, solutions for PeopleSoft Integrated FieldService searches only solutions and service orders, while
solutions for cases a so searches cases, troubleshooting scripts, defects and fixes.

Y ou can use the solution and error message search collection in various ways. In the four PeopleSoft CRM
call center applications (PeopleSoft Support, HelpDesk, HelpDesk for Human Resources, and Service Center
for Higher Education), solution functionality is used to search for objects that can help resolve a case.
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The agent-facing version searches solutions. It also searches cases, troubleshooting scripts, fixes, and defects
which can lead the searcher to a solution. The self-service version searches only solutions. Both versions
enable users to associate selected solutions with the case from which the solution search was invoked. The
self-service version additionally enables self-service users to search for solutions outside the context of a
case.

Note. To be searchable, an object must have a search index template that defines the fields included in the
search collection. PeopleSoft delivers search index templates for solutions, cases, and troubleshooting scripts.

See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search Collections,"
Understanding PeopleSoft CRM Searching

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search Collections,"
Search Index Templates

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Correspondence
Templates," Template Architecture

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Setting Up Search Collections'

Solution History

Solutions History is a system-delivered action type. Solutions History logs information into the History Page
of the Solution component. Thisis a solution-specific action and cannot be used for other applications. Y ou
can determine which policy caused the history item to be logged since the policy name appearsin the history
grid. The details can contain terms, which are resolved at runtime. This action is usually invoked after a
solution is saved.

The system uses Active Analytics Framework (AAF) to create solution history items. Terms are managed in
the AAF datalibrary. They point to disparate pieces of dataresiding in places like data warehouses, external
databases, or operational environments. They are metadata that provide information about the physical data
and can be resolved into actual datato be used in PeopleSoft CRM. When users send template-based letters or
email, the system merges both static text and resolved datainto the template to produce the final
correspondence.

See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active Analytics
Framework," Understanding AAF

Setting Up Solution Management Prompt Tables

To setup solution libraries, use the Solution Library Setup (RC_SOLN_LIB_SETUP) and Solution
Relationship Table (RC_SOLN_RLT_TBL) components.

This section discusses how to:
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View search record types.

Define solution relationship types.

Define default solution templates.

« Define solution libraries.

Note. The Solution History Setup component is no longer in use.

Pages Used to Set Up Solution Management Prompt Tables

Page Name Definition Name Navigation Usage

Search Group Setup RC_SRCH_GRP_SETUP Set Up CRM, Product Define how solutions are
Related, Solution, Search displayed on search results
Group Setup, Search Group | grid in Case, Self-Service,

Setup Service Order, and Defect
page.
Solution Library RC_SOLN_LIB_SETUP Set Up CRM, Product Create solution libraries.

Related, Solution, Solution
Library, Solution Library

Security RC_SOLN_LIB_SECUR Set Up CRM, Product Define solution library
Related, Solution, Solution | security.
Library, Security

Solution Relationship Type | RC_SOLN_REL_TYPE Set Up CRM, Product Define how solutions can be
Related, Solution, Solution | related.

Relationship Type, Solution
Relationship Type

Default Solution Template | RC_SOLN_TEMPLATE Set Up CRM, Product Define a default solution
Related, Solution, Default | template for a SetID.
Solution Template, Default
Solution Template

Viewing Search Record Types

Access the Search Group Setup page (Set Up CRM, Product Related, Solution, Search Group Setup, Search
Group Setup).
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Search Group Setup

Search Group ID 3 Search Group Name SOLUTION ADVISOR + PRODUCTS

Description Saolution Advisor + Products

Record Fields Find | View all First KB 1 of5 I past
RC_ASOLPRSRH_WVW o :
RC_CASE_ w2 Record RC_ASOLPRSRH_VW Record Description Solution
RC_PST_WW ID Field SOLUTION_ID Title Field SOLUTION_SUMMARY
RQ_DEFECT_WW 5"’"“::: SOLUTION_DESCR Summary Length s5pp

e

RQ_FIX_WW .
Record Type Solution

4] 1-7of 7 |+ ] Last

Include Field Name Field Description Order
= SOLUTION_DESCR Solution Details 3
~ SOLUTION_ID Solution ID 1
~ SOLUTION_SUMMARY Salution Summary 2
I SYMPTOM_DESCR Symptoms Description 4

¥ |LIBRARY_ID

~ FROD_DESCRLONG

=l

SETID
 Modify System Data |
This object is maintained by PeopleSoft.

* Required Field

Search Group Setup page

This page is used to configure which fields from the search results are displayed on the solution search results
grid. On this page you can aso view search record types based on the search group ID. The search record
type description is used to display the record type on the resolution search result. The Field Description is
used for displayed field |abels.

This pageis used for search result display purposes only. It is not used for Verity search. Search fields are
configured from the Verity Search Index Template page.

Defining Solution Relationship Types

Access the Solution Relationship Type page (Set Up CRM, Product Related, Solution, Solution Relationship
Type, Solution Relationship Type).
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Solution Relationship Type

ST
Customize | Eind | E | ==

ANE TS i

*Splution

Relationship ::ﬁ::tiunship Relationship Description

Type

|DL.IP |Dup|icate |Dup|icate +] =]
|SII‘~1 |Simi|ar |Simi|ar +] [=]

* Required Field

Solution Relationship Type page

Solution Relationship Type  Enter aunique identifier for the relationship type.

Enter a short and long description of the relationship. The short description

Relationship Name and
appears on the pages where you establish and review solution relationships.

Relationship Description

Defining Default Solution Templates

Access the Default Solution Template page (Set Up CRM, Product Related, Solution, Default Solution
Template, Default Solution Template).

Default Solution Template

SetID CRMO1 Description Appliance

Template | Solution - Simple

Created 06/24/2009 12:17AM PDT

LI Advanced Search Preview Template

By SOLTNMGR

By SOLTNMGR

lohnathon Davis

lohnathon Davis

Modified 05/24/2009 12:17AM PDT

Default Solution Template page

SetID The SetID for which the default solution template will apply.

Select the default template to be applied to solutions associated with this

Template
SetID.

Defining Solution Libraries

Access the Solution Library page (Set Up CRM, Product Related, Solution, Solution Library, Solution
Library).
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Setting Up Solution Management

Solution Library Security

SetID CRMO1

Library ID DISH

*Name |Dishwasher

¥ Enable Solution Library as FAQ or Troubleshooting Guide in Self Service

Description |Dishwasher @
Created 02/08/2002 4:48PM PST By SAMPLE Burt Lee
Modified 02/11/2002 2:47PM PST By SAMPLE Burt Lee

* Requirad Ficld

Solution Library page

Name Enter alibrary name. If thislibrary is associated with the library FAQ, then
the name you enter is exposed to self-service users in the Customer Care -
Frequently Asked Questions page.

Enable Solution Library as  If the check box is selected, this solution library will be available to

FAQ or Troubleshooting external customers using the Frequently Asked Questions page or the
Guidein Self Service Troubleshooting Guide.

See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Configuring Self-Service Applications'

ing Solution Library Security
Access the Security page (Set Up CRM, Product Related, Solution, Solution Library, Security).
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" Solution Library | R0

Library ID DISH

Library Name Dishwasher

Security Authorizations

Use the grids below to restrict access to this solution library. Solution users must meet all criteria to gain
access, When no criteria exist, users have full access.

14

User Roles Customize | Find | Bl | T First 4 1-4 of 4 |+ Last
*Role Name Description
|Sup|:H:|r‘t Agent - Core '% Agent for Core Support E|
|Sup|:H:|r‘t App Admin '% Support Application Admin E|
|Field Service Agent '% Field Service Agent E|
|Field Service Engineer '% Field Service Engineer E|

Agent Location

s il g |
Customize | Find | El | == First 1of1 Last

*Location Code Description

[Loooo1 QL National Office (=l

Employee Location

L Eas ' d | ™
Customize | Find | E | == First 1of1 Last

#| pcation Code Description

| @, [=]
Customer Region Customize | Find | E | T First Kl

*Region 1D Description

[NORTHWEST @, Northwest (=l

INORTHCENTRAL L, MNorth Central States =)

Security page

Specify the combination of user role, agent location, employee location, and customer region that are required
in order to have accessto the solution library. If one or more categories are specified, all categories must be
met to gain access to the solution library. A category with no conditions listed implies no restriction is
imposed based on that category.

Note. The Agent Location,Employee Location, and Customer Region grids are only visible on this page if a
relevant PeopleSoft product has been licensed. For example, the Employee Location grid isonly visible if the
HelpDesk, Sdlf-Service HelpDesk, HR HelpDesk, Service Center for Higher Education, or Self-Service
Service Center for Higher Education product has been installed.

Note. Users can choose not to associate a solution to a solution library by leaving the library field blank on
the solution definition. Security is not applied to solutions with no library.

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.




Chapter 2

User Roles

Role Name

Agent Location

L ocation Code

Employee Location

L ocation Code

Customer Region

Region 1D

See Also

Setting Up Solution Management

Enter a PeopleSoft security role name to restrict access to this solution
library to users with the specified role. An empty row indicates no role
limitation is attached to this solution library.

Enter alocation code to restrict access to this solution library to agents
associated with the specified location. An empty row indicates no agent
location limitation is attached to this solution library.

An agent's location is specified on the job tab of the worker component. If
the agent has more than one job, then all jobs will be considered. A match
on location for one job is sufficient to satisfy the agent location condition.

Enter alocation code to restrict access to this solution library to employees
associated with the specified location. An empty row indicates no employee
location limitation is attached to this solution library.

An employee's location is specified on the job tab of the worker component.
If the employee has more than one job, then all jobs will be considered. A
match on location for one job is sufficient to satisfy the employee location
condition.

Enter aregion ID to restrict access to this solution library to cases whose
customers are associated with the specified region. The customer regionis
retrieved from the customer site address. If no region is specified for the
customer site address, or there is no site associated with the case, the
contact address region is used. If no contact address region is available, the
customer address region is used. If there is no region available for the
customer address, no region will be considered for the transaction

Note that address definitions may be created without an associated region:
if you wish to implement solution security based on customer region, make
sure the relevant customer addresses are associated with aregion.

An empty row indicates no customer region limitation is attached to this
solution library.

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, " Configuring Self-Service Applications’
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Defining Record-Based Search Index Templates

Define search index templates for the PeopleSoft CRM search collection. Use the Search Index Template
page to define record-based search index templates and identify record fields to include in the search
collection.

The Search Index Template page displays the collection that the search index template is associated with and
is used to establish search collections and parameters that are used to build them on the Search Settings page.

Select the fields to include in the collection as searchable fields. When you configure solution search groups,
only these fields are available for field-level searching.

See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search Collections,"
Defining Record-Based Indexes

Setting Up Solution History Tracking

16

Use AAF to define which events are captured in a solution's history.
See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active Analytics
Framework," Configuring Actionsin Policies

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active Analytics
Framework," Configuring Case History Actions
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Managing Solutions

This chapter provides an overview of solutions and discusses how to:

« Create solutions.
» Relate solutions automatically.
» Update solution usage counts and linkages.

» Merge similar solutions.

Understanding Solutions

Solutions are resolutions to problems. A well-established set of predefined solutions for common problems
hel ps resolve customer problems quickly and efficiently.

This section discusses:

« Solution creation.

+ Solution deactivation.

« Solution use in PeopleSoft CRM applications.

» Solution usage counts and linkages.

Solution Creation
Solutions can be created manually or by merging solutions. Y ou can create solutions:

« When auser creates a new text resolution for a case.

Within PeopleSoft call center applications and PeopleSoft Integrated FieldService users can use solutions
to explain how problems were resolved for cases and service orders. When this occurs, the system uses
the text to create a new solution of type Adhoc. Using PeopleSoft Email Response Management System
(ERMYS) users can also attach solutions to emailsin away that's similar to the method users would use to
attach solutions to cases and service orders. In quality management, users can search and associate
solutions to defects.
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»  When aself-service user closes acall center case using a predefined reason.

If you do not associate solutions with the case closure reasons that you create, then the first time a self-
service user closes a case using one of the predefined reasons, the system uses the reason description to
create a new solution of type of Canned. The system associates this solution with the reason.

The only way to edit a solution is through the Solution component.
See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Configuring Self-Service Applications,”
Associating Solutions with Reasons for Closing Cases

Solution Deactivation

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

Y ou deactivate a solution by giving it an expiration date. When you run the Update Solution Usage Counts
process, the system sets the solution status to Expired in al solutions with dates passed the expiration dates.

Y ou can associate an expired solution with a replacement solution. Thisis useful for solutions that explain a
problem or suggest atemporary fix without resolving the problem. When a true solution becomes available,
you can give the temporary solution an expiration date and cross-reference the new solution.

The ability to give a solution an expiration date is particularly important in call center applications. Thisis
because there may be cases associated with a solution, and deleting or modifying the original solution
compromises the data integrity. (Expired solutions that are associated with cases are still accessible from
those cases, but they are no longer found by the solution search process.)

When you merge solutions, you create a master solution that supersedes one or more similar solutions. The
status of the superseded solutions changes to Superseded, and the superseded solutions cross-reference the
new master solution.

Solution Use in PeopleSoft CRM Applications

18

Solutions can apply to problems tracked through service orders, call center cases, defects and resolutions, and
email. Field service technicians and call center agents use solutions differently.
Using Solutions in PeopleSoft Integrated FieldService

PeopleSoft Integrated FieldService users may view existing solutions from service orders and add new ones
as they resolve problems. PeopleSoft Integrated FieldService tracks which solutions are used for specific
service orders. Field service technicians can both view solutions and enter new ones.

Using Solutions in PeopleSoft Call Center Applications

PeopleSoft Support, PeopleSoft HelpDesk, PeopleSoft HelpDesk for Human Resources, and Service Center
for Higher Education users can relate solutions to cases.
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PeopleSoft call center applications track not only the final solution to a case, but also failed solutions and
other solutions considered. By tracking solution usage, you capture val uable information about your solution
Set.

Call center applications track solution usage by associating solutions to cases and using the solution Status
field to indicate whether the solution solved the case. Theinterface is different in the agent-facing case page
and the self-service case page, but the underlying data structures are the same for al users.

Using Solutions in Quality Management

Quality management enable you to track both the final solution (the one that resolved the caller's problem)
and other solutions that were considered. By tracking all solution usage, you capture valuable information
about the effectiveness of your solution set.

Using Solutions in ERMS

In PeopleSoft ERMS, agents can search for solutions to help resolve customer issues on the email workspace.
Additionally, the system uses solutions that are added to the proposed list as the criterion to search for
templates that can apply to the email response.

Using Solutions

Both field service technicians and call center users (agents and self-service users) can search for solutions
using the Solutions page. Solutions for cases, service orders, and email provides search functionality,
including the ability to associate a solution with the case, service order or email from which the search
originated.

When you use Solutions page to search for solutions, search results are ranked by relevance. Relevance scores
range from 1 to 100, with 100 representing the highest relevance.

A solution's relevance score is cal culated based on how well the search criteria match the solution. The search
index template for solutions determines which fields are searched to determine if there is a match.

Call center agents have additional ways of finding solutions for a case. They can or access the Solutions page
and:

«  Search the solutions on the Frequently Used Solutions page by product, by error code, or by category,
type, and detail.

» Search for solutions on the FAQ (frequently asked questions) page.

See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search Collections'
PeopleSoft Integrated FieldService 9.1 PeopleBook, "Working with My Service Orders"

Chapter 4, "Using Solutions," page 41

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Managing Cases'
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Solution Usage Counts and Linkages

Because PeopleSoft call center and field service applications enable you to track the application of a solution
to cases and service orders, the system can track resolution-related metrics for each solution.

This table describes the resol ution metrics that are tracked:

Number Description

Solved count Indicates how many cases or service orders the solution has resolved.

This number isinformational only; Solution Advisor displays this number to help
you determine a solution's potential .

This number increases by one every time that you set a solution status to Successful
Resolution. The number decreases by oneif you change the status of a solution
formerly designated as successful.

Usage count Indicates how many cases or service orders that the solution has been associated
with, regardless of whether the solution was successful.

This number is a minor factor in determining the relevance score when you use
Solution Advisor to search for solutions.

This number increases by one every time that you associate the solution with a case
or service order. The number decreases by one if you change the solution status to
Withdrawn.

Usage count by product Indicates how many times the solution resolved cases or service orders for the
products that are associated with the solution (these products are listed on the
Related Actions page in the Solution component).

This number is used to determine which solutions appear on the Frequently Used
Solutions page.

Usage count by error Works like usage count by product, but is based on the error message recorded for a
case rather than on the product recorded for a case. This usage count pertainsto the
Frequently Used Solutions page and is used the same way that it is used for

products.
Usage count by Works like usage count by product, but is based on the category, type, and details
category/type/detail recorded for a case rather than on the product recorded for a case. This usage count

pertains to the Frequently Used Solutions page and is used the same way that it is
used for category, type, and details.

The system normally maintains the solved count and the (overall) usage count by increasing and decreasing
the values as you work with solutions. But you can reset the counts based using either a specified date range
or al dates. To do this, run the Update Solution Usage Counts process. This process is also the only
mechanism for updating the usage count by product, error, or category/type/detail.
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Creating Solutions

To define solutions, use the Solution (RC_SOLUTION) component.

This section discusses how to:
« Define solutions.
» Track notes and attachments.

+ ldentify solution libraries.

» Manage relationships with cases, products, errors, and other solutions.

» Manage relationships with service orders, products and other solutions.

« Relate solutions.

« View solution history.

Pages Used to Create Solutions

Page Name Definition Name Navigation Usage
Solution RC_SOLN_DETAILS Solutions, Search Solutions, | Create and deactivate
Solution solutions.

Solution - Notes RC_SOLN_NOTES

Solutions, Search Solutions,
Notes

Add notes or attachments.

Solution - Libraries RC_SOLN_LIBRARY

Solutions, Search Solutions,
Libraries

I dentify libraries to which
the solution belongs. When
users search for solutions
using Solution Advisor,
they can choose which
libraries to search.

Solution - Related Actions | RC_SOLN_SIMILAR

Solutions, Search Solutions,
Related Actions

Review the solutions, cases,
products, and errors, and
category/type/detail, service
orders, and business
projects that are related to
this solution, and create
relationships with other
solutions and products.
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Page Name Definition Name Navigation Usage
Relate Existing Solution RC_SOLREL_TYPE_SEC Click the Relate an Existing | Identify arelated solution
Solution button on the Case | and the relationship type.
Related Actions page.
Note. This pageis used for
the both the case and
service order related
actions.
Solution - History RC_SOLN_HISTORY Solutions, Search Solutions, | Review ahistory of
History important eventsin the life

of the solution.

Solution Summary RC_SOLN_SUMMARY Click the Summary link on | View solution summary
the Solution page. information for the current
solution.

Defining Solutions
Access the Solution page (Solutions, Search Solutions, Solution).

Note. When solutions appear in the Search Results section on the Solution search page initialy, they are
displayed on thelist by solution ID in ascending order. If you click the Solution ID column name to sort
solutionsin the list, the system reorders them (in ascending or descending order) by solution ID one character
at atime. Suppose that there are three solutions in the search result grid and their IDs are 30, 31 and 301054
respectively. If you click the column name to sort them by solution ID in ascending order, they appear in this
order: 30, 301054 and 31.

Solution

Solution ID 301608 Usage Count 0
Summary Admission Instructions for Graduate Prog... Solved Count 0

Save
m Motes Libraries Related Actions History

*Typelstandard Preview Solution

*Status |4 - Active *Visibility | Al

£ e
=

Superseded B\,r| Expired or Superseded Datel

Solution page (1 of 2)
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D inti
*Summaw|ﬂdmission Instructions for Graduate Programs @
Keywords [Admission Graduate @
Symptoms @
Template | =l Advanced Search Preview Template |~ Apply Template |
Details | @ @ & | 4 G @ Be DD EE & O A2
i Format - | Font ~| Size (B I U ab:
E £ = E i = <€ 5| 8- A~ [
rY
Graduate Admission Instructions
Each graduate program has different admission requirements and instructions, which you will access by
clicking below on the school you wish to apply to. {In order to take courses as a non-degree student or a
student-at-large, you must apply to the college you're interested in.)
Graduate College of Liberal Arts
Graduate College of Law
Graduate College of Communications
For More Information e
Contact a Carpe Diem Admission representative to receive more information or to schedule a campus
visit: -

Solution page (2 of 2)

Note. If you change the solution's type, you must rerun the Build Search Collection process to update the
solution set. This provides users with accurate search results when trying to locate solutions to problems.

Solved Count and Usage Displays the number of cases that the solution is associated with and the
Count number of cases that the solution successfully resolved. These numbers are
updated when you run the Update Solution Usage Counts process.

Type Normally, select either Standard or Workaround.

Solutions created when agents enter an independent text resolution are
given the type Adhoc. Y ou can convert these to standard solutions by
changing the type.

Solutions created when a agent or technician uses external content to
resolve a case or service order are given a solution of type of Link. You
can't manually create a solution of type of Link.

Solutions created when self-service users choose predefined case closure
reasons are given the type of Canned.

Preview Solution Click to see apreview of the solution in a new browser window.
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Status

Visibility

Path Detail

Superseded By

Expired or Superseded Date

Summary

Keywords

24
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Select from:

Draft: When a new adhoc solution is added to a case, the system creates a
solution behind the scenes with a solution type of Adhoc and a solution
status of Draft. Adhoc solutions, however, are not accessible through
Solution Advisor.

Submitted for Review: When an agent clicks the Submit button on the
Resolution Details page, the system changes the solution status from Draft
to Submitted for Review.

In Review: Managers use this status to indicate that the adhoc solution is
being reviewed for approval or denial.

Active: The solution is approved and available to agents.
Denied: The solution is denied for general use by agents.

Expired: The solution isno longer valid as of the expired or superseded
date.

Superseded: The solution is no longer valid because another solution has
replaced it.

Select Al if self-service users are alowed to view this solution. Select
Internal to prevent self-service users from using this solution.

Note. Users cannot search for internal solutions through PeopleSoft Self
Service applications. If an internal solution is added to an agent facing case,
however, it can be viewed from self service once it's added to the case.

See and PeopleSoft CRM 9.1 Automation and Configuration Tools
PeopleBook, "Setting Up Search Collections.”

The system displays this field when the typeis File or Link. It includes a
URL to the website or file where a solution resides.

When the solution status is Superseded, identify the replacement solutionin
thisfield.

Selecting a replacement solution automatically sets the status to
Superseded. Selecting a status other than Superseded clears the Superseded
By field.

When you merge solutions using the Merge Similar Solutions page, the
system sets the status to Superseded and identifies the replacement solution
automatically.

Enter the date the status was set to either Expired or Super seded.

Asdelivered, the search index templates for solutions exclude solutions
with an expired or superseded date after the collection build date.
Therefore, these solutions are not accessible through Solution Advisor.

Enter a short description of the solution.

Enter search keywords or a phrase for the solution.
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Symptoms Enter a description of the problem that the solution addresses.
Template Select atemplate package to be used for this solution.
Apply Template Click this button to apply the template package specified in the Template

field to the solution. More than one template package can be applied to a
solution: each time atemplate package is selected and applied, it will
appear at the top of the solution Details area.

Details Enter the full explanation of how to solve the problem.

See Also

Chapter 2, "Setting Up Solution Management," page 7

Tracking Notes and Attachments
Access the Solution - Notes page (Solutions, Solution, Notes).

The Solution - Notes page uses the standard PeopleSoft CRM interface for working with notes and
attachments.

Attachments are visible on solution summary pages based upon the value of the Attachment Visibility field
for the note with which it is associated. If the value of the field is Internal, the attachments are only visible on
agent-facing pages: if the value is All, the attachments are also visible in self-service pages.

Regardless of the value of the Attachment Visibility field, solution notes themselves are never visible in self-
service pages.

Y ou would normally want attachmentsto have avisibility of All if they are files that a caller uses when
applying the solution: for example, DLL filesor BAT files that fix software problems.

See Also

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

Identifying Solution Libraries

Access the Solution - Libraries page (Solutions, Search Solutions, Libraries).
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Solution

Save

Solution ID 37 Usage Count 1
Summary Basic causes for Camputer System lock-up... Solved Count 0

Solution Motes Related Actions Histary

Solution Libraries

*Library Library Name Internal FAQ External FAQ

[cRM2 @, |crm2 r r i}

|I—|W7Qh Computer Hardware r Il ﬁl
~ Add Library

Solution - Libraries page

Libraries are only applicable to call center applications.

Library Select alibrary to which you wish to associate this solution

Internal FAQ Select this check box to make this solution available to agents searching
Frequently Asked Questions on cases.

External FAQ Select this check box to make this solution available to external customers
using the self-service Frequently Asked Questions page.
See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Configuring Self-Service Applications'

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Working with Self-Service Application
Transactions'

Managing Relationships with Cases, Products, Errors, Service Orders and
Other Solutions

26

Access the Solution - Related Actions page (Solutions, Search Solutions, Related Actions).
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Solution
Save
Solution ID 301368 Usage Count 0
Summary How do I apply for graduate school? Solved Count 0
Solution Motes Libraries Related Actions History

Solutions Cases Products Errors Category/Tvpe Service Orders Business Projects
Related Solutions ize | Fi 8 Firse K g ofs I st
Relationship Type Solution ID  Solution Summary Link Source Datetime Added
Similar 301608 Admission Instructions for Graduate Programs MAN 09/02/2009 2:32PM EI

Relate an Existing Solution

Solution - Related Actions page
Click the links below the tab to see different types of related actionsin the grid.

Solutions

Thisgrid lists all solutions that are related to the current solution. Y ou can relate solutions manually or create
solution relationships by running the Related Solution process.

Click the Relate an Existing Solution button to access the Relate Existing Solutions page. Use this page to
establish arelationship between the currently displayed solution and an existing solution.

This information appears for each related solution:
» Therelationship type.
» Thesolution ID and summary.
Click the solution ID to view the solution summary.
« Thelink source: MAN (manually created) or SY S (system-created).

« Thedate and time the relationship was created.

Note. Y ou cannot relate an existing solution to an adhoc solution.

Issues

Caserelationships, or issues, are relevant only for call center applications. When you resolve a case, the
system adds the newly resolved case to the solution's list of related cases.

Thisgrid lists all cases to which the solution has been applied, regardless of whether the solution solved the
case. The system maintainsthe list of related casesin real-time.

Thisinformation appears for each related case:
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» Thecase |D and summary.
Click the case I D to transfer to the case.

« A resolution status that indicates whether the solution resolved the case.

Products

Thisgrid lists all products for cases that the solution successfully resolved. Y ou can relate products manually
or use the Update Solution Usage Counts process to create additional relationships automatically.

Thisinformation appears for each related product:

« The product ID and description.

« A solved count that indicates the number of cases with this product that the solution resolved.
» Thelink source: MAN (manually created) or SY S (system-created).

» The date and time the relationship was created.

Errors

Errors are relevant only to call center applications. This grid lists all errors for cases that the solution
successfully resolved. Y ou cannot add rows of data manually; you must use the Update Solution Usage
Counts process to create additional relationships.

This information appears for each related error:

» Theerror ID and error message.

» A solved count that indicates the number of cases with this error that the solution resolved.
« Thelink source: MAN (manually created) or SY S (system-created).

Currently, you cannot create manual relationships.

Category/Type

Categories, specialty types, and details are relevant only for call center applications. This grid lists all
categories, types, and details for cases that the solution successfully resolved. Y ou can change the specialty
types and details listed for the category by selecting new values from the drop-down list boxes for the two
fields.

This information appears for each related category/type/detail :
» The category, specialty type, and detail.

« A solved count that indicates the number of cases with this category/type/detail combination that the
solution resolved.

« Thelink source: MAN (manually created) or SY S (system-created).

Currently, you cannot create manual relationships.
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Service Orders

Service order relationships are relevant only for PeopleSoft Integrated FieldService applications. When you
complete a service order, the system adds the service order to the solution's list of related service orders.
Business Projects

You can set up an AAF policy to launch abusiness project after a solution is saved for a case or service order.
The business project is typically used to send notifications to solution managers or send worklist entriesto
specific employees. Thisgrid lists all business projects associated with the solution.

This information appears for each business project that is related to the solution:
» The business project summary and status.

To access the Business Project Status page, click the View Details\Transfer icon for the Related Business
Project.

» The date the business project was created and the person who created it
See Also

Chapter 3, "Managing Solutions,” Relating Solutions Automatically, page 31

Chapter 3, "Managing Solutions," Updating Solution Usage Counts and Linkages, page 32

Chapter 4, "Using Solutions," Understanding Case, Service Order, and Defect Resolution, page 41

Relating Solutions

Access the Relate Existing Solution page (click the Relate an Existing Solution button on the Case Related
Actions page).

Relate Existing Solution

Relationship
Select Solution and Relationship Type
Solution ID 39 OJ
*Solution | Duplicate =l

Relationship Type
plve 0K Cancel

Relate Existing Solution page

Solution 1D Select the solution to relate to the current solution.

Solution Relationship Type  Select from the values established on the Solution Relationship Type page.
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OK Click this button to establish the relationship and return to the Solution -
Related Actions page.

See Also

Chapter 2, "Setting Up Solution Management,” Defining Solution Relationship Types, page 11

Viewing Solution History

Access the Solution - History page (Solutions, Search Solutions, History).

Solution

== Iy

Solution ID 37 Usage Count 1
Summary Basic causes for Computer System lock-up... Solwed Count 0

Solution Maotes Libraries Related Actions m

Date Palicy Name Action Taken Changed By
g?a’giﬁﬂﬂg Salution Stahss is changed gt:':nizu;pui:u:eﬁ? has been changed from 4 - Active to Sty Mar
Solution - History page
Policy Name Displays the name of the policy that caused the history item to be logged.

Thisinformation is usually recorded after the solution is saved.

Note. The components present in Active Analytics Framework (AAF) are
used to build policies. The information that appears on this page is triggered
after the solution is saved.

Action Taken Displays the name of the event. The description of the action comes from
the description of the policy established in AAF.

Changed By The person who made the change that triggered the event.
See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active Analytics
Framework," Configuring Actionsin Policies
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Relating Solutions Automatically

This section discusses how to create solution relationships automatically.

Page Used to Relate Solutions Automatically

Page Name Definition Name Navigation Usage

Update Related Solutions RC_REL_SOL_RUN Solutions, Update Related | Run the Related Solutions
Solutions, Update Related | (RC_RELA_SOL) process,
Solutions which loops through every

solution in the system. For
each iteration of the search,
the system creates
relationships of type Smilar
between the base solution
and similar solutions.

Creating Solution Relationships
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Access the Update Related Solutions page (Solutions, Update Related Solutions, Update Related Solutions).

Update Related Solutions

Run Control ID: SOL_UPD_304 Report Manager Process Monitor s
Score G0
Rows to return 10

Effective Dates: & Al

o Frnml Thrn:uughl (Example: 12/31/2000)

Update Related Solutions page

The RC_RELA_SOL application engine process runs verity search against the summary of all solutions
(specified by in the Effective Dates field) that are included in the process. For each matching solution that
returns, this similar solution islinked to the base solution as related solution.

Adhoc solutions are excluded from this process.
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Score Enter a score. When the system searches for similar solutions, solutions
with arelevance score at or above the level that you specify here are
considered a match.

Rowsto return Enter the maximum number of solutions returned by the search process, and
therefore the maximum number of solutions that will be related to the base
solution.

Effective Dates Select All to include all solutions in the process.

Select From and Through Dates to enter from and through dates to limit
search results to solutions created during the specified date range.

See Also

PeopleTools 8.52: PeopleSoft Applications User's Guide

PeopleTools 8.52: PeopleSoft Process Scheduler PeopleBook

Updating Solution Usage Counts and Linkages

Update usage counts using the Update Solution Usage Counts process.

Page Used to Update Solution Usage Counts and Linkages

Page Name Definition Name Navigation Usage
Update Solution Usage RC_SOLN_RUN_CNTL Solutions, Update Solution | Runthe RC_SOLN_USAG
Counts Usage Counts, Update Application Engine process,
Solution Usage Counts which updates the solved
count, usage count, and
usage count by product for
al solutionsin the database.

Updating Usage Counts

Access the Update Solution Usage Counts page (Solutions, Update Solution Usage Counts, Update Solution
Usage Counts).
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Update Solution Usage Counts

Run Control ID::~ UPD_S0OL_003 Report Manager Process Monitor s

Solution Usage Counts: ¥ solution Usage Counts ¥ Update Product Search Table
¥ Solution Usage by Product
¥ Solution Usage by Error
¥ Update Solution Usage by C/T/ID
Create Solution Linkages: M Link Solution Products
I solution Error Link
¥ Solution CatTypiDet Link
Effective Dates: = Al

o Frn:nml Thmughl (Example: 12/31/2000)

Update Solution Usage Counts page

Running this process updates the usage counts that you select. It also updates the solution status to Expired
for solutions that have had an expiration date in the past.

This process is available to users with the Solution Manager role.

Solution Usage Counts

Solution Usage Counts Select to update usage counts and the solved counts.

Solution Usage by Product Select to update solution counts by product. The process does not affect
existing product relationships where the link sourceis MAN.

Solution Usage by Error Select to update solution counts by error message. The process does not
affect existing error relationships where the link source isMAN.

Update Solution Usage by Select to update solution counts by category, speciaty type, and detail.

C/T/D (update solution usage
count by category/type/detail)

Create Solution Linkages

Link Solution Products Select to update the related products list for all solutions. The system
creates rel ationshi ps between cases and the products in the cases that the
solution solved. It also creates rel ationships between service orders and the
productsin the service orders that the solution solved.
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Solution Error Link Select to update the related errorslist for all solutions. The system creates
relationships between cases and the errors in the cases that the solution
solved.

Solution Cat/Typ/Det Link  Select to update the related categories, types, and details lists for al
(solution category/type/detail  solutions. The system creates rel ationships between cases and the
link) category/typel/details combination in the cases that the solution solved.

Category/type/detail s counts are based on unique combinations of all three
fields.

Effected Dates

These fields affect solution usage counts, not solution linkages.

All Select to count every use of the solution.

From and Through Select to count solution usage during a particular date range. If you select
this option, specify the date range.

See Also

PeopleTools 8.52: PeopleSoft Applications User's Guide

PeopleTools 8.52: PeopleSoft Process Scheduler PeopleBook

Merging Similar Solutions

This section discusses how to:

« Search for similar solutions.
» Select solutions to merge.

» Perform the merge.

e Search for solutions.

Pages Used to Merge Similar Solutions

Page Name Definition Name Navigation Usage

Merge Similar Solutions RC_FIND_SIMLR_SOLN Solutions, Merge Similar Search for solutions similar
Solutions, Merge Similar to a solution that you
Solutions identify.
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Page Name

Definition Name

Navigation

Usage

Merge Similar Solutions -
Search Results

RC_FIND_SSOLN_RSLT

Click the Search Similar
Solutions button on the
Merge Similar Solutions

page.

Review search results and
select solutions to merge.

Merge Similar Solutions -
Select Master Solution

RC_FND_SELECTMASTR

Click the Merge Solutions
button on the Merge Similar
Solutions - Search Results

page.

Select a solution to use as
the master solution and
complete the merge.

Solutions Search

RB_SOLUTION_SEARCH

Solutions, Keyword
Solutions Search, Keyword
Solutions Search, then click
Advanced Search and More
Search Options

Search for solutions based
on the content of an existing
solution.

Searching for Similar Solutions
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Access the Merge Similar Solutions page (Solutions, Merge Similar Solutions, Merge Similar Solutions).

Setil SHARE

Solution 1D

145 @

Merge Similar Solutions

SHARE

¥ Include Solution Description
¥ Include Symptoms
Search Similar Solutions

s Case Resolved with a Motification

Merge Similar Solutions page

SetID

Solution ID

Include Solution Description

Include Symptoms

Search Similar Solutions

Select the setl D of the solutions to be merged.

Select the solution that you want to use to search for similar solutions.

Select to search for similar solutions based on the description of the

solution that you've identified. The system searches all the fieldsin the

search collection.

Select to search for similar solutions based on the symptoms that you
entered in the Solution Summary page for the solution that you've
identified. The system searches all the fields in the search collection.

Click to initiate the search for similar solutions. Results appear on the
Merge Similar Solutions - Search Results page.
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See Also

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Knowledge Management”

Selecting Solutions to Merge

Access the Merge Similar Solutions - Search Results page (click the Search Similar Solutions button on the
Merge Similar Solutions page).

Merge Similar Solutions
Search Results
SetID CRMOZ Solution ID 41
.
. ciumzelenyesa| T F o Hioorso
Select  Score ?glutlun Summary Added By Date Added

T &s% 41 Fixing computer is low on disk space resources 04,/03/2001 9:33AM
Steps to fix hard disk drive problems related to ITN .

r 60% |68 Notebooks 04/03/2001 9:33AM
Fixing problems related to Computer hangs while running a .

M |s5% |38 Sroaram 04/03/2001 9:33AM
Fixing problem relating to Computer hanaing while plaving a .

r s5% 40 Tame 04/03/2001 9:33AM

(| 50% 43 Fixing Display Settings on Personal Computers 04/03/2001 9:33AM
Upgrading Windows 98 or Windows 95 to Windows 2000 on .

r 47% |36 Personal Computer 04/03/2001 9:33AM

M a3% |37 1E_aﬂsﬁlzc‘:::auses for Computer System lock-ups, hangs or 04/03/2001 9:33AM

[T 429 69 Fixing ITM Notebook shutdown problems for Windows NT 4.0 04/03/2001 9:33AM
Procedure for when the Monitor display is blank or unreadable .

M 28% sa e ot 04/03/2001 9:33AM

(| 37% B4 Fixing Remote Scanning Failure for ITN Scanners 04/03/2001 9:33AM

[T Check All / Clear Al

L .

Merge Solutions

Merge Similar Solutions - Search Results page

Select Select to identify the solutions to merge. Use the Select All and Clear All
links as data entry shortcuts.

Score Displays the relevance score calculated by Verity, which indicates how
closely the solution matches the solution that you started with.

Mer ge Solutions After you've selected the solutions to be merged, click to continue the
merging process. The selected solutions appear on the Merge Similar
Solutions - Select Master Solution page, where you can select one solution
as the master solution and complete the merge.

Return to Search Click to return to the Merge Similar Solutions page.
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Performing the Merge

Accessthe Merge Similar Solutions - Select Master Solution page (click the Merge Solutions button on the
Merge Similar Solutions - Search Results page).

Merge Similar Solutions

Select Master Solution
] 4| F |
Solution

Select Score 0 Summary Added By Date Added

Fixing problems related to Computer hangs while
running a program

v 55% 38 04/03/2001 9:33AM

Fixing problem relating to Computer hanging while
plarving & game

r 55% 40 04/03/2001 9:33AM

Use Selected As Master Create New Solution _
Return To Search

Merge Similar Solutions - Select Master Solution page

The column headings on this page are identical to those on the Merge Similar Solutions - Search Results
page.

Select one of the solutions listed before you click one of these page elements:

Use Selected as M aster Click to merge the solutions using the selected solution as the master
solution. Attachments and products associated with the expired solutions
are added to the master solution.

Create New Solution Click to clone the selected solution and merge the solutions using the newly

created solution as the master solution. Attachments and products
associated with the expired solutions are added to the new master solution.

Return to Search Click to return to the Merge Similar Solutions page without merging
solutions.

When you merge solutions, all solutions other than the new master solution (either the selected solution or its
clone) expire as of the date that you perform the merge. Each expired solution identifies the new master as the
superseding solution, including the selected solution, if you cloned it to create the new master.

Searching for Solutions

Access the Solutions Search page (Solutions, Keyword Solutions Search, Keyword Solutions Search, then
click Advanced Search and More Search Options).
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Keyword Solution Search
Search Criteria
with all the Words |map network printer
With the Exact Phrase|
With any of the Wurds|
Without the Wurd5|
Use Word Variations Ll
Rows to Display |50 rows ;I
. Search | . Clear | Basic Search Search Tips Preferences
Hide Search Options
¥ Solution with Products
Fields
¥  Datetime Added [#  Added By [#  Last Modified
[V  Last Maintained By W  setiD F  solution Status
[V  Solution Description F  solution ID F  solution Summary
Rows to DisplayISD rows LI
| Search | | Clear | Basic Search Search Tips Freferences
Hide Search Options

Solutions Search page (1 of 2)

Search Results

First p 1-2 of 2 P Last

Score Solution ID Content Type Summary
How to Map a Network Printer
94.00% 301120 Solutions In the Start Menu go to Start=Settings=Printers Double click the
Add Printer button to launch the Add Printer Wizard. Selec...
57.00% 75 Solutions Map Network Printer

Map the network Printer

Solutions Search page (2 of 2)

Search Criteria

Use thefieldsin this group box to enter information about the solution for which you are searching.

Note. For information on the way that the system uses the various fields in this section for solution searching,
click the Search Tipslink. To display the page to match your personal preference, click the Preferences link.

UseWord Variations Select either Alternate spellings or Include Synonyms to indicate to the

system that you want it to also look for solutions based on different
spellings or words that are similar to the ones that you entered.
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Rowsto Display Select the number of rows that you want the system to display after you
click Search.
M or e Sear ch Options Click thislink to display alist of check boxes that you can select to search

by date and time added, last maintained by, solution description, added by,
setlD, solution ID, last modified, solution status, and solution summary.

Search Domains

Select the fields that you want the system to use to search for solutions. Before you click Search, however,
you must enter the criteria by which you want the system search for the solution in the Search Criteria section
at the top of the page.

For example, if you know the ID of the solution for which you were searching, you could enter it in one of the
fields in the Search Criteria section and then select the Solution ID check box and click Search to locate the
solution.

Or, if you know the date that the solution was last modified, you could enter the date in one of the Search
Criteriafields, select the Last Modified check box and then click Search to find the solution.

Search Results

Summary Click the link under the summary field to view more details for the entry.
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Using Solutions

This chapter provides an overview of case, service order, and defect resolution and discusses how to find and
attempt solutions.

Note. PeopleSoft's email response management system (ERMS) and many of its self-service applications also
use solutions.

Understanding Case, Service Order, and Defect Resolution

PeopleSoft Support, HelpDesk, HelpDesk for Human Resources, Service Center for Higher Education,
Quality Management and Integrated FieldService applications enable you to track both the final solution (the
one that resolved the caller's problem) and other solutions that were considered. By tracking all solution
usage, you capture valuable information about the effectiveness of the solution set.

This section discusses:
« Resolved cases, service orders, and defects.
« Allowing multiple resolutions to resolve a case, service order, or defect.

« Attempted solutions.

Note. Currently, the style.lex file that comes with PeopleTools does not include special charactersand it is
not in the directory from which CRM copies stylefiles. The BAT file that CRM constructs has a command to
copy style filesfrom <PS_HOME> \verity\winx86\common\style\. However, since PeopleTools does not put
the style.lex file in the same directory with other style files and the delivered style.lex file does not include
special characters, users cannot search for solutions using special characters.

Resolved Cases, Service Orders and Defects

Solutions describe the ways you might be able to resolve the caller's problem. A solution can succeed or fail.
When a solution resolves a case, service order, or defect, it is considered a resolution. Resolutions exist in the
context of a case, service order, defect, or email only.

A resolved caseis a case that's associated with a successful solution. A resolved case is not necessarily a
closed case; the case status is independent of the solution status. Y ou can use the Case Defaults page to set up
adefault status for resolved cases. If a default status exists, the system changes the status when you resolve
the case.
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Note. If no default exists, an agent must update the status manually. Y ou can, however, close a case without a
successful solution. You can do thisif you have a solvable action that is related on the case; so a successful
resolution isn't the only way to close a case.

On aservice order the field service technician can record repair actions they have attempted and identify the
actions that were successful. The system feeds the successful actions data to the solution database, so that a
technician's repair actions become available to other technicians. The result of these solutions when added to
the solution database is that new, more efficient and effective solutions become availabl e to the entire work
force.

In PeopleSoft Quality Management, atechnician can select afix ID or search for and add a solution to
indicate what they have done to resolve the customer's problem.

See Also

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

PeopleSoft Integrated FieldService 9.1 PeopleBook, "Defining Business Units in PeopleSoft Integrated
FieldService"

Allowing Multiple Resolutions to Resolve a Case, Service Order, or Defect

Y ou can use more than one solution to resolve a case, service order, or defect. If you use multiple solutions,
more than one can have the solution status of successful.

To alow more than one successful resolution, you must configure it on the Business Unit setup pages for
PeopleSoft Support, HelpDesk, HelpDesk for Human Resources, and Service Center for Higher Education.
For PeopleSoft Integrated FieldService and Quality Management you do not need to configure the system to
allow multiple resolutions.

Because you set up the system to close the case automatically when a solution is successful, PeopleSoft has
made these modifications to this process:

« Theautomatic closing of the case on the solution status field is a save event.

This enables the user to change the status on more than one resolution before the case, service order, or
defect is closed.

« Thestatusfield is editable even when the caseis closed if the statusis In Consideration or Failed, so the
agent, technician, or manager can identify other solutions as successful.

The systern makes any resol ution with the status of Successful read only.

Note. Thisis only applicable when cases are configured to allow multiple resolutions; otherwise, the
system makes all the statuses read only after the case is closed.

Attempted Solutions

This section discusses;
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« Attempted solution grids.

» Methods for finding solutions.
* Resolution statuses.

» Resolution process.

« Managing attempted solutions.

Attempted Solution Grids

The Case page includes two grids, the Solutions grid and the Attempted Solutions grid. The Solutions grid is
used to search for solutions and the Attempted Solutions grid includes solutions considered for the case.

Case 06/24/2009 7:48:134M pDT | My Time Zone =l
 Print | %% Spell Check | .'ZZSGD—Eree View | T 360-Deqree Search | =>> Personalize
Case ID 220326 Status Open - New Case
Customer Anonyrmaous Contact
Summary Getting errors when installing router dr... Contact Method
Open Cases 1 Customer Value Gold dririrdr

m Summary Motes (0) Tasks (0) Case History Related Cases (0) IEI

Select ID Description Date Modified Added By  *Resolution Status
Router losing configuration during reboot 06/24/2009
I_ 301266 This solution explains what causes a router to 7:40:35AM PDT Stu Marx IIn Cnnmderatlnn;l 'E
appear to lose its configuration if it is ru.
Troubleshooting tips for router hang
06/24/2009 - -
I- 301236 This solution helps troubleshoot a router that is 7:49:05AM POT Stu Marx IIn Cnn5|derat|nn;| 'E

not responding, the cause, and what shou...

[T Check All / Clear All

L Email View | Solve

Solutions Considered for this Case grid

The Solutions page of the Quality Management component includes the Attempted Solutions grid that lists
the solutions, solution 1Ds, date modified and status of al solutions that may resolve the defect or implement
the enhancement.

Methods for Finding Solutions

There are four ways to find and attempt potential solutions in the Solutions grid on the Solutions page for
cases.

For service orders there are three ways to find and attempt potential solutions using the Solutions grid on the
Solutions page.

For quality management there are two ways to find and attempt potential solutions using the Attempted
Solutions grid on the Solutions page.

Note. When searching for solutions, expired solutions do not show up in search resuilt.
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This table describes the methods that are used to find and attempt solutions:

Page

Tab

Description

Solution

Search

Used for cases, service
orders, and quality
management.

Enter text to search for solutions that might relate to the
case and then click the Search button.

In the search results, click the Select check box for the
solutions that are most likely to resolve the problem and
then click the Attempt or Solve button.

Alternatively, from the search results you can click the
desired solution's Description link to open the Resolution
Details page for that solution, and then click the Attempt or
Solve toolbar button on that page.

The system adds the selected solutions into the Attempted
Solutions grid. Y ou can choose to use the basic, advanced,
or more search options modes when searching for solutions.

Solution

FAQ
Used for cases only.

Select the library of frequently asked questions that are
most likely to resolve the problem associated with the case.

The system displays alist of solutions.
Select a solution and then click the Attempt or Solve button.

The system adds the selected solutions to the Attempted
Solutions grid.

Solution

Frequently Used Solution
Used for cases only.

Select the type of solutions that are most likely to resolve
the problem associated with the case.

The system displays alist of solutions.
Select a solution and then click the Attempt or Solve button.

The system adds the selected solutions to the Attempted
Solutions grid.

Solution

Enter New Solution

Used for both cases and
service orders.

Enter text that describes the solution that you used to
resolve the problem.

Click the Attempt or Solve button.

The system adds the selected solutions into the Attempted
Solutions grid.

Resolution Statuses

Each solution attempt is associated with one of these statuses.

* |nConsideration.

Y ou have not suggested this solution. The solution isin the list and is available when you're ready to try

it.

44
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» Waiting on Customer.

Y ou have suggested this solution, but you don't know whether the solution worked.
+ Failed Resolution.

The caller or technician attempted the solution, but the solution did not solve the problem.
»  Successful Resolution.

The solution solved the problem.

Note. Successful statuses can be applied to multiple solutions based on the way the business unit is set up.

« Withdrawn.

The solution should not have been associated with the case, service order, or defect and isto be
disregarded in all solution-related metrics. Selecting Withdrawn does not remove the solution entirely. It
informs the system that it shouldn't have been there in the first place. Withdrawn solutions areignored in
solution usage statistics and are not visible through self-service.

Resolution Process

This graphic illustrates the resolution process for cases. For PeopleSoft Integrated FieldService and Quality
Management successful resolutions do not change the status of the service order or the defect.
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hoose
resolution
ethod
Choose Change status .
reh : of an _ an | |
== Searc the sf:::;mn existing | consideration
solution
Set the initial Waiting on
— FA — — -
Q status for a Customer
solution
L, Frequently ] v _ Failed
Used Solutions Attempt the Resolution
solution
—» MNew Solution —»  Withdrawn
Successful
| Resolution
¥
Update status to
close case or
service order

Resolution process

There are other methods of attempting a solution from a page other than the Case or Service Order page. You
can launch atroubleshooting guide (atype of script) directly from the solution search grid or the Related
Actions page. Or, if the caseisachild of another case, you can set up Active Analytics Framework (AAF) to
cascade the successful resolution from the parent to the child. Thisis not applicable to service orders,
however.

Note. Y ou can use the Case Update Action in AAF to automatically resolve a case.

Managing Attempted Solutions

Once you've added solutions to the Attempted Solutions grid for the case, service order, or defect, you can
initiate one or more of these actions:

» Update the solution status.
» View the solution details.

The Solutions grids show summary information about each solution. Click the summary text to display
the Resolution Details page. On the Resolution Details page, you can see the full text of the solution, and
you can add notes or attachments to the solution.
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Email the solution.

Often the most efficient way to communicate a solution to a caller, manager, or technician isto send an
email with the solution text. If necessary, you can add attachments to the email. When sending an
outbound notification for a solution, any attachments associated to the solution's notes will be made
available to send as an attachment to the email,

Solve the case by selecting one or more solutions; then click the Solve button. This changes the statusto
Successful Resolution. Or, you can change status on the attempted solution grid directly.

Note. Solveisnot available for Service Orders and Quality Management.

View the text of the solution by selecting one ore more solution and then click the View button.

Click the Add a New Note button to the right of the solution description to add notes to the solution.

Note. PeopleSoft Quality users can view solution details only. They cannot update solution statuses. They
also cannot add resolution notes or attachments from the Resolution Details page.

See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Processing Cases,” Managing Related Actions

Chapter 2, "Setting Up Solution Management," page 7

Chapter 3, "Managing Solutions," page 17

PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, "Working with Active Analytics
Framework," Configuring Actionsin Policies

Finding and Attempting Solutions

This section provides an overview of solutions and discusses how to:

Search for solutions.

Use FAQsto search for solutions.

Use frequently used solutions.

Enter new solutions.

Email solutions.

Review details of attempted solutions.
View external content solutions.

Add resolution notes and attachments.

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.

47



Using Solutions

Understanding Solutions

48

This section discusses:

« Solution library security.

+ Solution advisor searches.

+ FAQs.

»  Frequently used solutions.

« New solution creation.

« Adhoc solutions.

«  Customer notification.

» External content and Verity searching.

+ How external content works.

Solution Library Security

Chapter 4

When selecting solutions for a transaction, only solutions from authorized solution libraries (or solutions that
are not associated with any library) will be available. Solution library security is defined on the Solution

Library Security page.

The solution library security requirements vary by transaction, as shown in the following table.

Transaction

Solution Library Security Factors Considered

Support Case

User Role, Agent Location, and Customer Region

Self-Service Support Case

User Role and Customer Region.

HelpDesk and HR HelpDesk Case

User Role, Agent Location, and Employee Location

Self-Service HelpDesk and HR HelpDesk Case

User Role and Employee Location.

Service Order User Role and Customer Region
Inbound Email User Role, Agent Location, and Customer Region
Defect User Role

Service Center for Higher Education Case

User Role, Employee Location, Agent Location, and Customer
Region

Self-Service Case for Service Center for Higher
Education

User Role, Employee Location, and Customer Region
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Solution Searches

The Solution page has three search modes:. basic, advanced, and more search options:

» Basic Search

ThisisaVerity search that looks at all objects in the search collection. The system ranks the search results
by percentage according to how close the match is. It contains these characteristics:

Basic search is the default when the user selects the tab, unless the user has changed his preferences.

The value in the Search field automatically changes to the problem summary valueif it is not set yet.
Click the Search button to launch a Verity search against all domains in the search collection.
Domains can include solutions, cases, fixes, defects, troubleshooting guides, internet sites, intranet
sitesand file servers.

Note. Click the Search button to launch a Verity search against all the domains that are defined in the
user's preferences. Thereis additional logic that the system uses to display the search text on the Case
page. The system first tries to pull information from the quick code, then from the previous search (the
saved search), and then the problem summary.

When the system performs a search, the text is stored as a keyword so that the next time the user
opens the page, the previously used search text is automatically entered.

The system displays a message listing common or stop words that were not included in the search
(examples arethe, a, and, or and so on) above the search results, if they were set as a configuration
option at the component level during implementation.
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Advanced Search

Includes a series of text boxes used to perform a natural language internet-type search. Advance search
gives you the ability to perform these types of searches:

FAQs

With all the Words: Works like alogical AND. All of the words must be in the text for which you are
searching. The system returns all the solutions where all the words are present irrespective of which
fields they are in within the record. For example, if you entered Error 3029 Vantive, the system does
not return solutions where the record only has either Error or 3029 or Vantive. The system returns
solutions that have all three words in the record. Two words can be in the solution description,
however, and one word can be in the product.

With the Exact Phrase: The exact phrase must appear in the text for which you are searching.

With any of the Words: Works like alogical OR. If any of the words in the search text appear, the
system returns results.

Without the Words: None of the search text entered can appear in the text for which you are
searching.

Restrict by Product: Enables you to restrict solutions by product. Although Restrict by Product
appearsin thelist of solution fields in the advanced search, it is different from the other fieldsin the
list because a solution can be related to many products, and therefore product is not asingle
searchable field in the Solution table.

Use Word Variations: Select one of the options to expand the search using different spellings of words
or synonymes.

Note. These are additional search options available, but they are delivered as hidden out of the box:
Wordsin a Sentence and Words in a Paragraph. Y ou can enable or disable these options through user
preferences options.

See and PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search
Collections," Configuring Search Options.

Rowsto Display: Controls the number of rows in the search results grid.

The FAQ tab displays a predefined list of solutions that the agent can choose from to resolve the case. If the
FAQ check box is selected during implementation on the solution setup page, then the solution qualifies as an
FAQ.

The Library field contains alist of libraries with associated solutions that have been identified as FAQ.

The results grid displays alist of the solutions that have been set up for the library selected. FAQs are sorted
by the date and time that they were last modified on the solution so that the user sees the most up-to-date
solutions first.

Note. Thisfeatureisonly used for PeopleSoft call center applications (PeopleSoft HelpDesk, Support, and
HelpDesk for Human Resources).
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Frequently Used Solutions

The Frequently Used Solution tab lists frequently used solutions by type: either All, Category/Type/Detail,
Error, or Product.

Solutions are sorted based on their solved counts. For exampl e, the solution that solved the most cases for the
product on the current case would be first, and so on. This tab must be turned on when you are configuring
the system during implementation.

Prior to using Frequently Used Solutions, you must first run the Update Solution Usage Counts process
(RC_SOLN_USAG) and then update the search collection by running the Build Search Collection process
(RB_SRCH_BLD). The relationships between solutions and products are not included in the Verity search
collection until the Build Search Collection isrun.

The Frequently Used Solution tab lists the solved count for each solution. Note that if solution counts have
been updated for multiple types (such as Category/Type/Detail and Product.), the solved count displayed on
this tab when viewing Type = All will be a summation of the solved counts for each of the other individual

types.

Note. Thisfeatureisonly used in PeopleSoft call center applications (PeopleSoft HelpDesk, Support and
HelpDesk for Human Resources, and verticals).

See and PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Setting Up Search
Collections.

See and Chapter 3, "Managing Solutions," page 17.

New Solution Creation

If auser isunable to locate an existing solution, they can use the New Solution tab to enter a new solution
(which will be created with atype of Adhoc). When the user enters a new solution and clicks the Attempt
button, the system inserts the solution into the Attempted Solutions grid with the status of In Consideration. If
they click the Solve button, the system inserts the solution in the grid with the status of Successful.

Note. The Attempt and Solve button are visible and applicable on all sections and tabs on the Solutions page,
not just new solutions. This feature is not used in PeopleSoft Quality Management.

Adhoc Solutions
When a new Adhoc solution isfirst created, the solution statusis set to Draft on the Solutions Details page.

Changing the solution status from Draft to Submitted for Review indicates that the Solution is ready for
manager review. PeopleSoft, however, does not deliver an AAF policy to take action or send notification
when the solution status changes. Y ou must configure an AAF policy to send anotification or create a
business project to start the solution approval processif this type of notification is desired.

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

When a solution is in the status of Waiting on Customer you may want to send a notification to the customer.
For example, an agent suggests two solutions on a an open case. One solution has the status of In
Consideration and the other solution has the status of Waiting on Customer. When the agent saves the case,
you could set up an AAF policy that sends a notification to the case contact with the solution details for the
solution that isin the Waiting on Customer status.

To set up such apolicy, use these parameters:

Parameter Value

Term Name Case Resolution Status

Trigger Point After a Support Caseis Saved

Condition Case Solution Statusis equal to Waiting on Customer
Actions Notify case contact via email

Note. You can use AAF policies to send multiple notifications to the case contact when the case has more
than one solution with the status of Waiting on Customer.

External Content and Verity Searching

Included in the Verity search optionsis external content searching using the intranet, internet, and file servers.
The system includes external link matches in the Verity search results, if you have enabled it during your
implementation.

When external content solutions appear in the search results grid, the description includes alink that opens
the external content in anew window. If the external content is afile, it opens in the appropriate application.
The user can turn external search on or off by selecting or clearing the external content domain on the
Advanced Search - More Search Options page.

When a user selects multiple items from the search grid, it transfers the user to the Solution Detail page. If
external content is selected, it displays as alink with a description. Users can navigate into the solution to see
the details or click Attempt or Solve to solve the case, service order, or defect.

How External Content Works

Whenever atechnician or agent uses external content to resolve a service order or case, the system creates a
solution type of Link or File in the background to represent it. The next time an external content searchis
used and the same content is found and used, the system checks to see whether a solution already exists for it
and uses the existing solution by matching the URL or FILE path in summary.

Here's how it works:

1. Verity indexes HTTP files and documents (Word docs, text files, PDF files, and so on) in addition to
regular solutionsin the database.

For example you can index PeopleSoft Planet Intranet and do keyword searches on those files.

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.



Chapter 4

Using Solutions

. When you search on external content (HTTP or File) and then click an item in the results set, the system

opens a new browser with the actual external content using the URL in your browser; so if you index
something on the Planet PeopleSoft website, it opens the page on the website; or it will open the actual
PDF or Word document.

. When you attempt one of the solutions using external content, the system create a solution behind the

scenes and then attempts the solution to the case.

. When you attempt one of external content solutions, the system looks in the database to seeif the external

content has aready been created as a solution.

It does this by comparing the URL of the external content to the existing solutions that were created from
external content. If it has already been created, it uses the existing solution and attemptsit. If it isthefirst
time that user has attempted the external content solution and there is no existing solution for it, it creates
anew solution and attemptsiit.

. When you open an attempted solution that has external content on the attempted solutions grid, it opens

the solution.

The system does not open the actual external content. Thisis different than step 2 where, if you click the
external content solution from the search results grid, it opens the actual external content. In this case, it
opens the solutions detail page and displaysisalink with the URL. If you click the URL, the system
opens the actual external content.

Common Elements Used in This Section

Select Select the check box next to the solution that you want to either attempt,

use as a solution, or view and then click the appropriate button that
corresponds to the action that you want to take.

Attempt Click this button to attempt the solution that you selected. The system adds

the solution to the Attempted Solutions grid for the service order, case, or
defect with the status of In Consideration.

Solve Click this button to use the solution that you selected to resolve the issue.

The system adds the solution to the Attempted Solutions grid for the service
order, case or defect with the status of Successful Resolution.

View Click this button to view the solution that you selected. The system displays
the Resolution Details page.

Search Click to search for solutions that match the search criteria or text that you
entered.
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Page Name

Definition Name

Navigation

Usage

Solution

RF_SO_SOLN
RC_CASE_SOLN
RQ_DEFECT_SOL_LNK2

e Support, Add Case,
Solutions

e HelpDesk, Add Case,
Solutions

* FieldService, Add
Service Order,
Solutions

e Quality Management,
Add Defect, Solutions

Find and attempt solutions
to resolve cases, service
orders, and defects.

Outbound Noatification

RB_EM_OB_NOTIFY

Select a solution from the
Attempted Solutions grid
and then click the Email
button.

Email solution information
to customers or contacts.

Resolution Details

RC_CASE_SOL_SUM
RF_SO_SOL_SUM
RQ_DFCT_SOL_SUM

Click a solution summary
on the Case page, Service
Order page, or Quality
Management page.

Review details of attempted
solutions.

Solutions

RC_SOLN_SUMMARY

Click a solution summary
on the Case page, Service
Order page, or Quality
Management page for a
external content solution of
typelink or file

View resolution details.

Case - Resolution Notes

RC_CASE_RSLN_NOTE

Click the Add Resolution
Note or Attachment button
on the Solutions Detail page
(in attempted solutions
mode).

Add notes and attachments
that are associated with a
resolution.

Searching for Solutions

Access the Solution - Search page. (for support cases go to Support, Search Cases, Solution.) This example
shows the page in Advanced Search mode with More Search Options enabled. Click the Advanced Search
link on the Search tab, and then click the More Search Options link.)

54
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Case 06/24/2009 10:13:01AM COT | My Time Zone =]
Z print | % Spell Check | ‘E 3 ] == Personalize
Case D New Status Open - New Case
Customer MD Engineering Contact Sujav Bandv
Summary Network printer issue Contact Method 200/222-7000(334)
Open Cases 1 Customer Value Gold ¥rirvrir
" Case | " Summary | Motes (0) | Tasks(0) || CaseHistory | Related Cases (D) | [¥

e
Customize | Find | [ | B 1of1

Select iy Description Date Modified Added By *Resolution Status
Install Printer Software 06/24,/2009 Fred - -
O |7 Install your printer softwars 10:25:12AM CDT Dobbs |In Consideration=] &

[T check All / Clear All

L Email || Wiew || Solve |

(Ea@ [ Frequently Used Solutions 1 Mew Solution

Search Criteria

With all the Words [network printer
With the Exact Phrase |
With any of the Wordsl

Without the Words |

Restrict by Product @,

Use Word Variations
Rows to Display |10 rows

I
[

| Search | | Clear | Basic Search Search Tips Preferences

Create New Solution Hide Search Options

Solution - Search page (1 of 3)
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¥ solution with Products
Fields
[#  Solution Library ¥ Product list for searching W  Saolution Description
¥  Solution ID F  Saolution Summary I  Symptoms Description
Libraries
¥  CRMZ [T Financials 2 [T HRMsZ
[¥  Computer Hardware
¥ call center Case
Fields
¥ Cass 1D I  Product ID ¥  Praoblem Description
W  Summary ¥ Last Maintained By F  site Identification Number
Rows to Display |10 rows =]
| Search | | Clear | Basic Search Search Tips Preferences
Create New Solution Hide Search QOptions

Solution - Search page (2 of 3)

Your search returned 2 result(s). Customizz | Find | Vizw Al | E | - - e — -
Select Score®y Type ID Description
Testing the Self-test verification for ITN
Printers
. 1. Verify that the printer can print a self-test page
r a9 Solution 72 (print a self-test page from the printer's control
panel). 2. If the self-te=st page prints...
Maore like this...
Map Metwork Printer
r 87 Solution 75 Map the network Printer
Maore like this...
L Attempt | | Salve | | view |
|  Save Case | | Escalate Case | | Match Cases |

¥ Audit History

Solution - Search page (3 of 3)

Attempted Solutions

This section displays the number of solutions that have been attempted.
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Select the solution that you want to either attempt or that you have used to resolve the problem. To move the
solution to the Attempted Solutions grid, either click the Attempt or Solve button. The system assigns it an
appropriate status.

To email the solution to a customer, employee or agent, select the solution in the Attempted Solutions grid
and click the Email button. The system displays the Outbound Notification page and the selected solution is
prepopulated in the message area. Any attachments belonging to the solution's notes will be made available
on the Outbound Notification page, where you may choose to add the attachment to the email by selecting the
associated Include check box.

To view asolution, select it and then click the View button. The system displays the Resolution Details page.
Y ou can aso click the solution description link to open the solution detail. From there you can attempt, solve,
and add notes to the solution.

[ Click the Add a New Note button to access the Resolution Notes page. The
button changes dightly based on whether a note exists for the resolution or
not.

If there are no notes attached to the resolution, the system displays the Add
aNew Note button. If there are already notes attached to the resolution, the
system displays the View Notes button. The Add a New Note button only
shows up in the Attempted Solutions grid, not in the search results grid.

Search Criteria

The Search Criteria section is shown in the advanced search mode with the More Search Options link
selected. In addition to the Advanced Search mode, you can access the Basic Search by clicking the Basic
Search link. Information on using these search optionsis detailed in the Understanding Solutions section.

To narrow a search and improve performance, you can choose which of the available solution libraries to
include in the search. Select the corresponding check box for each desired library to include it in the search.
Conversely, deselect alibrary check box to exclude that library from the search. Y ou can click the
Preferences link to define and store which of your available libraries should be selected by default each time a
case is opened.

Using FAQs to Search for Solutions
Access the Solution - FAQ page. (for support cases go to Support, Search Cases, Solution. Select FAQ tab.)
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Case 06/24/2009 7:52:06aM pOT | My Time Zane =l
4% Spell Check | & 360-Dearee view | T 360-De
Case ID 220326 Status Open - New Case
Customer Anonvmous Contact
Summary Getting errors when installing router dr... Contact Method
Open Cases 1 Customer Value Gold Triririr
([ Case ) " Summary || Motes (0) | Tasks(0) | CaseHistory || Related Cases (@) | [
Attempted Solutions
There are no attempted solutions for this Case
" Search | " Frequently Used Solutions || New Solution

Frequently Asked Questions

Librar‘b"l Rauter ;I

Your search returned 10 result(s). - 2 mee B yg00f10 O oo

Select b Description

Buffer tuning for GBI routers
- 301269 Buffer tuning allows you to modify the way a router allocates buffers from its available memory, and helps
prevent packet drops during a temporary bur..,
Mare like this...

How can I determine the IP address and mask on the router?
r 301267 Laok for the IP address command under the Ethernat interface in your configuration. Here is an example of
how to find the IP address: Router=enahbl...

Mare like this...

Solution - FAQ page

Library Select the library that you want to use to search for solutions. Once you find
asolution, select it and use the Attempt, Solve, or View buttons to indicate
the action that you want to take. To open the Resolution Details page, click
the Summary link

Using Frequently Used Solutions

Access the Solution - Frequently Used Solutions page (for support cases go to Support, Search Cases,
Solution. Select Frequently Used Solutionstab.)

Note. Users can only search on active solutions. Solutions that are categorized as either canned or adhoc do
not appear in searches on the Frequently Used Solutions page for both agents and self-service users.
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Case 06/26/2009 5:44:26AM PDT | My Time Zone =l

1360-Degree View | e 360-De

Case ID 1 Status Open - New Case
Customer Savannah Lee Contact Savannah Lee
Summary The Ice Maker is broken. Contact Method 642/467-8912(8129)
Open Cases 3 Customer Value Gold frirdrdr
( Case | " Summary || Notes (0) | Tasks (0) | CaseHistory | Related Cases (0) | [¥)

fm
Customize | Find | Bl | = 10f1

Select ID Drescription Date Modified Added By  *Resolution Status
How to fix if the refrigerator runs too j11f
S 04/11/2001 - -
22 7T In Considerat &
r Before making a service appeintmant, answar 3:28:32PM PDT n nsigera ICII'ILI "?

these questions: ..

[T Check All / Clear All

L Email || WView || Solve |

" Search [ Frequently Used Solutions  [BLE R N
Frequently Used Solutions
Type Al =]

Solution - Frequently Used Solutions page (1 of 2)

BT [ T
Your search returned 1 result(s). Customize | Find | view &l | L) | B First 1ofil Las
Solved e
Select Count pin] Drescripbion

Steps to remove frost build-up on the inside of the refrigerator.
If you hawe a manual defrost unit, frast build-up is narmal in humid weather. Simply defrost the unit

r 2 16 during humid months and limit usage.
Mare like this...
L Atempt = Solve | View
| Save Case | | Escalate Case | | Match Cases |

Solution - Frequently Used Solutions page (2 of 2)

Type Select the type of solution that you want the system to use for the search.
Once you find a solution, select it and then click the Attempt, Solve, or
View button to indicate the action that you want to take. To open the
Resolution Details page, click the Summary link.
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Entering New Solutions

Access the Solutions - New Solution page (for support cases go to Support, Search Cases, Solution. Select
New Solutions tab).

Case 06/24/2009 11:55:00aM pOT | My Time Zane =l

m | = Print | % Spell Check | $8i360-Dearee view | ¥ 360-De

Case ID New

Customer MD Engineering
Summary Can't use CD drive

Open Cases 3

Status Open - New Case
Contact Sujav Bandy
Contact Method 500/222-7000(334)
Customer Value Gold ¥rirdrir

[ Case | " Summary | Motes (0) | Tasks (0) | CaseHistory || Related Cases (0) | [

Attempted Solutions
There are no attempted solutions for this Case

" Search || FAQ | Freguently Used Solutions | [EENEERITT

Enter Mew Solution

iRBA|lJBEE «» A EEEEL 0
Bluahe]

-

-

Size ‘

TR A*l -

[t
[
[l
B

|

]

[
ini
i

Use commercially available CD readfwrite head cleaner according to manufacturers directions and try again

g
| Attempt | | Salve |
|  Save Case | | Escalate Case | | Match Cases |

¥ Audit History

Solutions - New Solution page

Enter text describing the solution that you are either attempting or have used to resolve the problem. Click
either the Attempt or the Solve button to send the solution to the Attempted Solutions grid, whereit is
assigned a status of either In Consideration or Successful Resolution.

Emailing Solutions

Access the Outbound Notification page (select a solution from the Attempted Solutions grid and then click
the Email button).
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Outbound Notification History | Select One... =]

B send | BfSend later | B Send and Solve | A Add Recipients | Add Attachments |

To cC BCC Name Email Addrass b} Email Worklist
r r M Kyle Warner Gl-c:r:lrner@warnerhousehold_htech. 400082 7 r ﬁ
M O O alexzuli 400011 - W~ i}
M T | T ROUTER SUPPORT ROUTER r 73 i}
+ Transaction Summary
Details |FRouter hanaging. There is no traffic through the (Ed]
Created On 10/22/2002 2:32AM PDT packets.

Case ID 220345
Customer Iyle Warner

Contact Kyle Warner

Summary Router hanging. There is no traffic
through the packets.

Status Open - New Case
Priority Medium

Outbound Natification page (1 of 2)
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Message Details

From |5upp0rt@rt.peop|e.suf‘t.c:om

Template | =l advanced Search Preview Template |~ Apply Template
Subject [Your Case 220345 has been Resolved @,
Message i [ & |4 B9 @ HE ERBEaa0|
Format| - Font‘ |'| Size‘ |l B I U Ebfj
E = = E |iZ = E E| fu- Av! 4
FY

Cear Valued Customer -

Your Case 220345 has been resolved. Please review the below Resolution for your case to see that it b
resalved your problem. If we do not hear from you we will assume that it did.

Details for Case 220345;

Case Summary: Router hanging. There is no traffic through the packets.

Solution Summary: Troubleshooting tips for router hang

L

Add Closing Template ¥ 1nclude URL

*PriuritylMedium ;l Actiunl ;l

Outbound Notification page (2 of 2)

Any attachments from the solution's notes will be automatically added to the Solution Attachments grid on
the Outbound Noatification page. Select the Include check box for any such attachments that you want to be
sent with the email.

See and PeopleSoft CRM 9.1 Automation and Configuration Tools PeopleBook, " Sending Manual
Notifications," Sending Manual Notifications From CRM Transactions.

Reviewing Details of Attempted Solutions

Access the Resolution Details page (click a solution summary on the Case page, Service Order page, or
Quality Management page).
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Resolution Details

Y solve | W Add Resolution Mote | * Return |

Solution ID 301368 Visibility All
Usage Count 0 Solved Count 0

Summary How do I applv for graduate school?

Symptoms Applying for graduate school at the University

Details Students interested in applying for graduate schoal at the University can contact the Office of Graduate
Admissions for general information about applying. Mare specific program information can be obtained
fram the specific graduate department you are interested in studying.

Solution Notes Customize | Find | “i=w all | Bl | T First 4 1of1 n Last
Summary Visibility Added By Date Added
ﬁ 2010 Business School Graduate Level Certificates Internal Fred Dobbs 09/03/2009 8:574M
= ST ]
Solution Attachments Customize | Find | View all | = | ##  First K jor1 Last
File Name File Description Added By Date Added
Graduate Admissions 2010 Business Schooldixt Fred Dobbs 09/03/2009 B8:59AM
Related Solutions Customize | Find | wi=w 2ll | E | T First 4 1af1 |} Last
Relationship Solution ID Solution Summary
Similar 301608 Admission Instructions for Graduate Programs

Resolutions Details page

Use the Resolutions Details page to view the details of a solution, add solution notes and attachments, add
resolution notes, and submit adhoc solutions for management approval.

Toolbar Area

Add Resolution Note Click to add aresolution note that is specific to this solution attempt.

Attempt and Solve buttons  If the solution has not been attempted, an Attempt button and a Solve
button (Solve for Case only) appear. Choose the desired action to attempt or
solve the transaction using this solution. (Once the solution has been
attempted or solved, these buttons no longer appear.)

Solve button If the solution is an Adhoc solution in Draft status, the Submit button
appears. Once the Adhoc solution has been submitted, this button no longer
displays on the toolbar.

Usage Count Indicates the number of times the solution was used to help resolve cases.

Solved Count Indicates the number of times the solution was used to successfully solve
Cases.
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Solution

Summary The Solution summary isalink to the full solution definition.
Symptoms Displays the symptoms as listed on the solution definition.
Details Displays the detail s as listed on the solution definition.

Solution Notes

To add a new solution note, click the Summary link in the Solution region of the page. The Solution page
opensin anew window. Click the Notes tab to add a note to the solution.

Solution Attachments

To add a new solution note, click the Summarylink in the Solution region of the page. The Solution page
opensin anew window. Click the Notes tab to add a note to the solution. Click the Add Note button. When
you are finished adding your note, click the Add an Attachment link at the bottom of the Add a Note section.

Related Solutions

To add anew related solution, click the Summary link in the Solution region of the page. The Solution page
opensin anew window. Click the Related Actionstab. Then click the Relate an Existing Solution button to
relate a similar solution.

Note. Y ou cannot relate an existing solution to an independent text or adhoc solution.

Resolution Notes

This group box appears with data only if the solution is associated with resolution notes.

Summary Click the note's summary link to display note details on the Resolution
Notes page.

To add a new resolution note, click the Add Resolution Note button in the toolbar. The system displays the
Resolution Notes page.

Viewing External Content Solutions

Access the Solution page. (Solutions, Search Solutions, Solution)
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Solution

Solution ID 301610 Usage Count 1
Summary http://www.oracle.com/us/products/applic... Solved Count 1

" Motes | Libraries | Related Actions || History

*TvpelLinI-c Preview Solution
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Solution page (1 of 2)

*Summar‘r|htt|:|:,-’,-’www.oracle.GDmfusfproductsfapplication&fjd—edwards—world!index.htm @
View Details
Kevwordsl @
Symptoms @
Template | x| Advanced search Preview Template | Apply Template |
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Size |
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Font |
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Built for the IBM iSeries platform, Oracle's JD Edwards World delivers the same advanced functionality
available to larger enterprises, not a stripped down version of a larger solution. With a greater than 99
percent software quality and 99.7 percent sys

o

Solution page (2 of 2)

The solution type for external content solutionsis either Link or File.

Whenever atechnician or agent uses external content to resolve a service order or case, the system creates a
solution type of Link or File in the background to represent it.

When external content solutions appear in the search results grid, the description includes alink that opens
the external content in anew window. If the external content is afile, it opensin the appropriate application.
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Access the Resolution Notes page (click the Add Resolution Note or Attachment button on the Solutions
Detail page (in attempted solutions mode).

Case

Resolution Notes

Resolution Notes Find | Viewall First Bl 10f2 I3 1ast

*Suhjedhnstructions for mapping to network printer @
Details | [Q & & B B | & Wi EaEAa L0
Farmat | - | Font | ~| Size ‘ || B I U ==
E = = E | i= = £ E S AT j

Refer to attached file to find detailed instructions about mapping to network printers.

body
g
+visibility | [nternal =l Note Type =l
Added By sStu Marx Added 06/24/2009 1:07PM POT
Attachments Customize | Bl
File Name File Description Added By Date Added
Updated User Instructions June Z008.tdt |Mapping Instructions (updated) @ Stu Marx E%g;ﬁmg ﬁl
Attach a File
(e Resolution Note ! Return to Resolution details Return to Case

Resolution Notes page

Resolution notes created on this page are intermingled with notes on the Notes pages in PeopleSoft Integrated
FieldService, PeopleSoft Support, PeopleSoft HelpDesk, and PeopleSoft HelpDesk for Human Resources.

PeopleSoft CRM provides asimilar interface for working with notes and attachments across al the
components that use this functionality. Y ou can access resolution notes from the Attempted Solutions grid

and the Notes page.
See Also

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook, "Working with Notes and Attachments"
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Chapter 5

Setting Up an Integration to the
Transaction Billing Processor

This chapter provides an overview of PeopleSoft Customer Relationship Management (PeopleSoft CRM)

integration with the Transaction Billing Processor, lists common elements used in this chapter, and discusses
how to:

Set up integrations to the Transaction Billing Processor.

Work with on-demand billing.

Set up sales and use tax for third-party tax vendors.

Understanding PeopleSoft CRM Integration with the Transaction

Billing Processor

This section discusses:
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Billing and contracts functionality.
Agreements and entitlements.
PeopleSoft CRM transactions.
Cost category definitions.
Pricing and invoicing.

Reason codes.

Tax calculations.

Workforce synchronization.
Item definition price types.
Service order reports.
Accounting rules.

Financial profiles of customers.

Delivered enterprise integration points (EIPs).
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» Fields populated in the Transaction Billing Processor.
« Contracts interface tables.

« Transactiona billing plans.

See Also

PeopleSoft Contracts 9.1 PeopleBook, "Working with the Transaction Billing Processor"

Billing and Contracts Functionality

PeopleSoft Integrated FieldService, PeopleSoft Order Capture, and PeopleSoft CRM call center applications
can integrate with the Transaction Billing Processor or any third-party billing applications to:

» Send agreement, service order, and case fees to the Transaction Billing Processor.
» Send order capture service and product agreement information to the Transaction Billing Processor.
» Generate invoices for services, cases and agreement fees.

» Manage and book revenue to the appropriate general ledger accounts for recurring and one-time purchases
of services and products.

Users can take advantage of the feature-rich billing functionality that is available through PeopleSoft
Contracts, such as revenue recognition, billing cycle, and schedule details.

This PeopleSoft application also provides the ability to apply the appropriate surcharges and taxation to
billable amounts and process the information using user-defined invoice formats.

Note. PeopleSoft CRM FieldService and Call Center do not calculate surcharges and taxes. These
transactions are computed in the Transaction Billing Processor.

See Also

PeopleSoft Billing 9.1 PeopleBook, " Structuring Bills'

Agreements and Entitlements

70

Agreement information resides in PeopleSoft CRM. The system sendsiit to the Transaction Billing Processor
for integration with PeopleSoft Billing and General Ledger. If you integrate PeopleSoft CRM with the
Transaction Billing Processor, PeopleSoft CRM sends all agreement-based and on-demand transactions
through to the Transaction Billing Processor.

PeopleSoft CRM sends transactions to the Transaction Billing Processor when a user changes the status to
Active. The timing for billing is decided by PeopleSoft Contracts and Billing based on the options set on the
Recurring Bill Schedule page.
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In preparation for the integration to the Transaction Billing Processor, PeopleSoft CRM includes statuses and
start and end dates on the agreement lines. To control the states that an agreement can move through during
the agreement life cycle, PeopleSoft includes change control |ogic on the agreement status. PeopleSoft CRM
uses the same status values that are used in the Transaction Billing Processor. The Pending Activation and
Action Required statuses are, however, unique to PeopleSoft CRM.

Note. The integration to the Transaction Billing Processor only works with PeopleSoft CRM release 8.9 and
above and Peopl eSoft Financials and Supply Chain Management release 8.81 and above.

Agreement Statuses

Here are the PeopleSoft Integrated FieldService and PeopleSoft Support agreement statuses:

Pending

Pending Activation

Use this status when you create an agreement but you have not completed
entering information into the agreement. This status enables you to save an
agreement without initiating validation checking.

An agreement is in the Pending Activation status when its data entry is
compl ete and manager approval is obtained. Changing the status to the
Pending Activation status triggers the message that is sent to the
Transaction Billing Processor.

From this status, the system attempts to create a contract. If no errors occur,
the contract is created in the Active status.

The agreement remains in Pending Activation status until the associated
contract's billing and revenue plans are set to Ready status.

When the contract line is ready for billing and revenue, the Transaction
Billing Processor sends a message to PeopleSoft CRM and the system
moves the agreement from Pending Activation to Active status
automatically so that PeopleSoft CRM can send transactions to the
Transaction Billing Processor for processing. When the Contract and the
Contract lineis created, it is automatically created with a Billing and
Revenue plan status of Readyand hence the message is sent to CRM
without any user intervention.
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Action Required

Active

Closed

See Also

An agreement isin a status of Action Required when afailure occurs on the
contract activation in the Transaction Billing Processor. If the error occurs
in the Transaction Billing Processor, it sends an error message to
PeopleSoft CRM indicating that the agreement will remain in a status of
Action Required. It remainsin this status until the status changes to Pending
Activation after you add the correct information to the agreement.

If the billing or revenue plan could not be set to Ready status, the
Transaction Billing Processor sends an error message to PeopleSoft CRM
indicating what information is missing or incorrect so that the appropriate
areas can be corrected and another attempt can be made to put the billing
plan or revenue plan in Ready status. In this case the system create a new
contract.

Once the billing and revenue plan are in Ready status, then the system sets
the agreement and contract automatically to Active status.

If any information on the agreement was missing or incorrect, or if a server
was down at the time of transmission, the agreement remainsin Action
Required status.

If no errors exist for the agreement in the Pending Activation status, then
the agreement is set to Active status. This occurs automatically after a
contract is created and set to the Active status and a billing and revenue plan
are created in the Ready status. The contract can now accept transactions
from the agreement in PeopleSoft CRM.

A contract can be set to the Closed status when the agreement and
agreement lines associated with the contract are in Closed status and all
transactions associated with the agreement have been sent to billing and
revenue.

When the Bill Plan or Revenue Plan is attempted to be completed or
canceled, the system checks that the agreement and agreement lines
associated with the contract are closed and that no service orders or cases
are pending. If agreement lines are not closed or pending service orders and
cases exigt, the system displays an error message.

Note. Y ou cannot initiate the closure of a contract from the CRM side.

The agreement becomes read-only when the statusis set to Closed for the
agreement.

Note. A contract can no longer accept transactions from PeopleSoft CRM
once it has been closed. The Pending Activation and Action Required
statuses are available only when you select Contracts I ntegration on the
Installation page for PeopleSoft Integrated FieldService.

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

Warranties'
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PeopleSoft CRM Transactions
These are al the transactions PeopleSoft CRM sends to the Transaction Billing Processor:
» Agreement Fee (including renewal and uplift/discount).

» Order Capture Service Product (including recurring, service product fee, and one time except not on
demand).

« On Demand (including case fee, uplift/discount, service order fee, and service order fee uplift discount).
» Agreement Based (including case fee, uplift/discount, service order fee, and service order uplift/discount).

» Service Order (including labor fee, labor fee uplift/discount, material fee, materia fee uplift/discount,
expenses, expenses uplift/discount).

Note. The transactions with uplifts and discounts are sent to the customer on the same invoice as the fee.
They appear as separate bill lines; therefore, they are considered separate transactions.

Cost Category Definitions

To retrieve the correct rate for aworker's time, you must define cost category types using the Cost Category
Definition page within the Service Level component. Cost category types are set based on the service level,
which defines the service provider's hours of operation.

The Service level setup page is used to configure a customer's hours of operation. For example, a service
provider might define their hours of operation to be;

« Straight hours.

Monday through Friday 8:00 am. to 5 p.m.
» Overtime hours.

Monday through Thursday 5:00 p.m. to 8:00 a.m.
*  Weekends.

Friday 5:00 p.m. to Monday 8:00 am.

Once you tie cost categories to the days and hours of operation, then the system can apply the correct rate to
the provider group or provider group member. The Cost Category Definition page enables you to define the
cost category for the service level hours of operation defined on the service level page. Y ou can override
begin and end times, select different cost categories, and enter multiple values for agiven day.

In addition, you must define cost categories for workers to account for the cost of labor time to your
company. Y ou set up these cost categories using the Provider Group and Provider Group Member definition
pages in the Workforce component.

When technicians enter their hoursin the time log based on that day and time, the system retrieves the correct
rate from the member cost categories.
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See Also

PeopleSoft CRM 9.1 Application Fundamental s PeopleBook, " Setting Up and Managing Agreements and
Warranties," Defining Service Levels

PeopleSoft CRM 9.1 Application Fundamental s PeopleBook, " Setting Up and Maintaining Provider Groups
and Group Members," Establishing Cost Categories for Workers

Pricing and Invoicing

To price cases for acall center agent's time or to implement pricing based on aflat fee per case, whichis
based on the price defined on the agreement, PeopleSoft CRM uses pricing logic that automatically calculates
the number of hours upon saving a case.

Y ou can aso price and invoice prepaid services by time or the number of service orders or cases initiated
through PeopleSoft Integrated FieldService and Support.

Additionally, the PeopleSoft system has incorporated pricing features within the Service Order component to
enable pricing for the billable elements of a service (material, time, and expense fees) and to synchronize the
service price of the materials from PeopleSoft Supply Chain Management (PeopleSoft SCM) with the
information that resides on the service order.

Y ou can also apply a service fee to cases and services orders.

The system retrieves the correct price from the Item Definition page in PeopleSoft CRM when the technician
records material used at the customer site on the service order. The sum of the material used is calculated and
summed up with the total cost of labor, expense charges, and service fees.

The system displays the material price, labor, expense, service charges, and total values separately. However,
when sending information to PeopleSoft Contracts for billing, the system sends the individual transaction
values so that they can be displayed separately on the invoice.

The service manager or contracts administrator can increase or decrease the sum of labor, material, and
expense charges and recal culate fees to generate new service order totals. Surcharges and taxation are not,
however, included in this total. These fees are calculated by billing and included on the invoice to the
customer. Y ou don't, however, need an agreement to bill aflat fee for a case.

The integration begins with the Transaction Billing Processor when a user sets the status to Pending
Activation for an agreement or service. The system creates a corresponding contract and contract linein
PeopleSoft Contracts through the Transaction Billing Processor. Transactions such as service orders, service
agreements, and case details are sent from PeopleSoft CRM to the Transaction Billing Processor and stored in
the Contracts I nterface tables. The Transaction Billing Processor uses PeopleSoft Contracts rate-based
functionality and bills charges on an as-incurred basis. The transaction information is then forwarded to
PeopleSoft Billing as bill lines for invoice generation. The Transaction Billing Processor manages the
appropriate timing of sending these transactions to PeopleSoft Billing.
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See Also

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook, "Defining Pricing Information for Services and
Support Offerings'

PeopleSoft Integrated FieldService 9.1 PeopleBook, "Creating and Managing Service Orders," Managing
Service Orders

Reason Codes

PeopleSoft CRM uses reason codes on the Agreement and Billing pages for service orders and casesto
provide an informational reason as to why an adjustment was made to the fees.

The prompt values for the Reason field are from the Reason Code table (RB_REASON_CD). To facilitate the
integration with the Transaction Billing Processor, the PeopleSoft application uses reason codes to further
describe billing adjustments. When you set up reason codes, you also need to specify the correct reason type
to make the reasons available within the transactions.

For service order billing, you can specify reason codes for adjustments of service fees, material, time,
expenses, and additional adjustments for the total cost of the service order. For agreement billing, you can
specify reason codes for adjustments of service fees, product fees, service and product fees, and additional
adjustments to the agreement fee total. For cases, you can specify reason codes for case fees and time-based
fees.

All reason code types enable the end user to choose predefined reason codes from the Reason Code table
(PS_RB_REASON_CD). If the reason codes in the database are not adequate for the user to make a billing
adjustment, end users can click the Other link and enter their own reason in the Detail field.

See Also

PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Setting Up Call Center Prompt Tables,” Setting
Up Reason Codes

Tax Calculations

For PeopleSoft CRM transactions that require value-added tax (VAT), the system sends the ship from
location along with the address associated with the customer or the location where the product was shipped to
the Transaction Billing Processor.

If VAT isset up for the services or products, the system determines whether VAT isrequired and performs
the tax calculations to include on the invoice.

The system applies taxes during billing invoice finalization for VAT) and sales and use taxes (SUT). Rarely
are both applied at the same time; however, the PeopleSoft application provides the flexibility to handle both
taxes for those countries where both taxes apply.

Note. PeopleSoft Order Capture uses third-party tax calculation routines for Sales and Use tax aswell as
VAT tax calculations and does not use Simple Tax. Also, any taxes calculated by PeopleSoft Order Capture
are recalculated in PeopleSoft Billing.
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See and PeopleSoft CRM 9.1 Order Capture Applications PeopleBook, " Setting Up PeopleSoft Order
Capture," Defining Tax Installation Options.

A service provider can use two methods of determining sales and use taxes that can be applied to a case,
service order, and agreement fee transactions:

» Simple Tax (PeopleSoft tax)

If the customer istax exempt, users can link to the Tax Parameters page from the Billing page on the
service order, case, or agreement and then select the Tax Exempt check box. Customers should inform the
service provider if they are exempt from taxes and provide their tax certificate number. If auser selects
the Tax Exempt check box, they must also enter the tax certificate number.

Since the exemption certificates are synced, the exemption certificate is prompted from the customer
exemption table. However, it does not have to exist in the customer exemption table. PeopleSoft CRM
does not perform avalidation. If auser creates new addresses for a company, consumer, or site, the user
can select atax code from the prompt. When the company, consumer, or site is selected for an agreement
fee, service order fee, or case fee transaction, the newly created address and tax code are be sent to the
Transaction Billing Processor with the transaction.

e Third-Party Tax (Vertex or Taxware).

See and Chapter 5, "Setting Up an Integration to the Transaction Billing Processor," Setting Up Sales and
Use Tax for Third-Party Tax Vendors, page 107.

When the Transaction Billing Processor sends the transaction to PeopleSoft Billing for invoicing, final taxes
are calculated at the time of invoice finalization using either of these methods. For PeopleSoft Billing to
calculate the taxes for service order transaction (including service fees, labor, materials, and expenses) or case
transactions (case fee or labor fee), specific tax fields must be populated and sent along with the transaction.

The fields that need to be populated are dependent on the tax methodol ogy used, either PeopleSoft Tax or
Third-Party Tax. PeopleSoft Billing handles the information for PeopleSoft CRM services.

For transactions that are sent from PeopleSoft Integrated FieldService or PeopleSoft Support, most of the
values are provided by default from within PeopleSoft CRM transactions and passed on to the Transaction
Billing Processor.

Note. PeopleSoft Billing derives some tax calculation information from the contract line in PeopleSoft
Contracts Also, you can override most fields on the billing plan. PeopleSoft CRM also uses order acceptance
location, order origin location, and storage location for third-party tax calculations.

If billable transactions for PeopleSoft Integrated FieldService and PeopleSoft Support require VAT, use the
links on these PeopleSoft CRM setup pages to access the VAT Treatment page in PeopleSoft SCM:

»  Service Types

» Cost Category
+ CaseType
« ltem

» Item Group

To add SUT information, access the Tax Parameters page in PeopleSoft CRM from the billing pages within
the agreement, service order, or case. Y ou can also access the Tax Parameters Definitions page in PeopleSoft
CRM by selecting Set Up CRM, Common Definitions, Tax Parameter Definitions.
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See Also

PeopleSoft Order to Cash Common Information 9.1 PeopleBook, "Maintaining General Customer
Information,” Setting Up Tax-Exempt Certificate Information

PeopleSoft Order to Cash Common Information 9.1 PeopleBook, "Maintaining General Customer
Information,” Adding General Customer Information, Entering Customer VAT Information

PeopleSoft Application Fundamentals 9.1 PeopleBook (FSCM), "Defining Financials and Supply Chain
Management Common Definitions," Defining Sales and Use Tax Authorities and Codes

PeopleSoft Glabal Options and Reports 9.1 PeopleBook, "Working with VAT"

Workforce Synchronization

To apply revenue to the correct general ledger accounts for the time an agent or field service technician
spends on a case or service order, the Workforce EIP (WORKFORCE_SYNC) and the Business Unit HR
Sync EIP (BUS_UNIT_HR_SYNC) from PeopleSoft Human Capital Management retrieves the human
resources (HR) business unit and the general ledger business unit for every worker.

The system stores the general ledger business unit information within the person data structure. The Business
Unit HR Sync EIP (BUS UNIT_HR_SYNC) from PeopleSoft HCM maps the HR business unit information
to the general ledger business unit.

Thislinks the general ledger business unit to the call center agent or field service technician. To accomplish
this, PeopleSoft created two fields in the Worker component for the general ledger business unit.

See Also

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook, "Workforce Management”

Item Definition Price Types

The Item Definition page contains two pricing fields: Service Price and Service Exchange Amount. The
service price iswhat the field technician charges the customer for using an item, regardless of whether it isan
install or repair. The service exchange amount is what the customer is credited when a part is removed. This
chargeis deducted from the service price.

For example, a company has a service price of 10.00 USD for a new PC chip. The service exchange amount
is set to 4.00 USD. When the field technician removes the part (item) from the installed product and replaces
it with anew item, then the new chip costs 6.00 USD. In this case, the service exchange amount (4.00 USD)
is subtracted from the service price (10.00 USD).

These fields map to the PeopleSoft Supply Chain Management pricing fields (created specifically for pricing
items in PeopleSoft Integrated FieldService). When the item price is synchronized with the item master, the
system checks the appropriate fields for item definitions. The price and currency code are exposed on the
Item Definition page when an integration with PeopleSoft SCM exists but they are not available for update.
Therefore, the currency and price cannot be modified on the Item Definition page.
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However, if the items are not synchronized with PeopleSoft SCM, the administrator may enter price
information on the Item Definition page. To stay in sync with the Item Definition page in PeopleSoft SCM,
the same fields and labels are used in PeopleSoft CRM.

The system displays these fields on the Item Definition page in PeopleSoft CRM:

» Currency Code

Thisfield prompts on the Currency Code table (CURRENCY_CODE_TABLE). The administrator can
select the currency code for each item because items can have different currency codes. Thisfield is not
required.

« ServicePrice
Enter an amount for the item. Thisfield is not required.
«  Service Exchange Amount

Enter an amount for the item if it is being exchanged for a newer or working item. Thisfield is not
required.

Note. These prices are only used within the service order when calculating the pricing for materials.

See Also
PeopleSoft Managing Items 9.1 PeopleBook, "Defining Items'
PeopleSoft CRM 9.1 Product and Item Management PeopleBook, "Defining Items"

Service Order Reports

78

PeopleSoft Integrated FieldService provides two reports that are used to detail the servicesthat have to be
performed for a service order and provide expense details to customers.

Here are descriptions of the reports:

« Service Order Estimate Report.

Once atechnician enterstime, material, and expense information in a service order, the contract
administrator, service manager, or technician may generate areport to provide to the customer for
services performed. Thisreport is an estimate of the amount that is planned for the job. It includes al
activities with the planned start and stop dates and times, the status of each activity, the charge for
performing the service, and any materials that are going to be used. There is a comments section that the
technician can use to report actual material and labor if it is different than what was specified on the
report. This report does not include taxes and surcharges and it is not a bill. To launch the report from the
Service Order page, the user clicks the Estimate Report button on the toolbar.

» Service Order Detail Report.

Thisreport is used by techniciansto list all of the work needed to fulfill the requirements of the service
order. To launch the report from the Service Order or My Service Order page, the user clicks the Detail
Report button on the toolbar.
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PeopleSoft Integrated FieldService 9.1 PeopleBook, "PeopleSoft Integrated FieldService Reports'

Accounting Rules

To define the various attributes of an agreement, service order, or case that should be sent to specific revenue
accounts, set up accounting rules in the Transaction Billing Processor during implementation.

The integration to the Transaction Billing Processor enables users to manage and book their revenue by
posting revenue accounting entries to their general ledger for agreement fees and services rendered, which are
entered on service orders and cases.

For accounting purposes, these fields must be populated in the Contracts I nterface table by PeopleSoft CRM:

Transaction Source

From GL Unit (from general
ledger unit)

GLBU (general ledger business
unit)

Transaction Typeand
Transaction Subtype

Accounting Date

Department

Indicates the origin of the transaction. For example, if the value is CRM, it
tells the system that the transaction is from PeopleSoft CRM.

The source general ledger business unit (GLBU). Enter the source
PeopleSoft General Ledger business unit. With the exception of employee-
related transactions (service orders), this value should aways be the same
asthevaluein the GL Business Unit field.

The PeopleSoft General Ledger business unit defines where the accounting
entry is booked. The system populates this field from various sources based
on the type of transactions: Agreement Fee Transactions,Service Order
Transactions, or Support Case Transactions.

These fields, which reside in the Transaction Billing Processor, are system-
defined codes that identify whether the transaction is an agreement, service
order, or support case. Thisfield is critical for Transaction Billing
Processor to know the type of accounting. Accounting rules setup is
different depending on thisfield.

Thisfield is populated with the transaction date if no date is sent from
PeopleSoft CRM.

Thisfield is optional. Use awild card with this value in the accounting
rules to use the department sent from PeopleSoft CRM in the revenue
accounting entry.
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See Also

PeopleSoft Contracts 9.1 PeopleBook, " Setting Up the Transaction Billing Processor”

PeopleSoft Contracts 9.1 PeopleBook, "Working with PeopleSoft Project Costing," Setting Up Rules and
Exceptions for Organizational Sharing

PeopleSoft Project Costing 9.1 PeopleBook, "Setting Up Accounting for Projects,” Defining Accounting
Rules

Financial Profiles of Customers

The 360-degree view integration to PeopleSoft Accounts Receivable provides the ability to display financial
profiles of the customer for agreement-based service fees and service order and case transactions.

Customer profile information that is applicable to the services integration to the Transaction Billing Processor
includes. statement number, statement date, statement currency, statement total, bill to customer, outstanding
balance, and past due balance.

For invoice data, PeopleSoft CRM sends a request application message to PeopleSoft Billing. PeopleSoft
Billing sends a response application message to PeopleSoft CRM with the information that appears under the
360-Degree View tree. In addition, once invoices and payments appear on the 360-Degree View tree for a

customer, you can click an invoice or payment to access PeopleSoft Billing, where you can view more details
on theinvoice.

See Also

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook, " Setting Up the 360-Degree View," Setting Up
the 360-Degree View Tree

Delivered EIPs

Thistable lists the EIPs that PeopleSoft CRM delivers to facilitate the integration of PeopleSoft CRM
applications to PeopleSoft Financial Management Services (PeopleSoft FMS), PeopleSoft Enterprise Service
Automation (PeopleSoft ESA), PeopleSoft Supply Chain Management (PeopleSoft SCM), and PeopleSoft
Human Capital Management (PeopleSoft HCM).

Note. The database code for PeopleSoft Financials and Supply Chain Management is FSCM.

Queue Name Description Message and Directions of Technology
Service Operation Integration
Name
FO _SYNC Sends tax code TAX_HEADER _TB | FSCM —> CRM Application Message
definitions from L FULLSYNC
PeopleSoft FSCM to
CRM.
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Queue Name Description Message and Directions of Technology
Service Operation Integration
Name
HR_SETUP Maps PeopleSoft BUS UNIT_HR_SY | HCM —> CRM Application Message
HCM businessunits | NC
E)?Jgi”&eéa'u L?fsger BUS_UNIT_HR_FU
' LLSYNC
CONTRACT Synchronizesrequest | CONTRACT_REQU [ CRM —> ESA Application Message
and response EST
CRM <— ESA
messages from CONTRACT_RESP
PeopleSoft CRM and ONSE
Contracts for pending CRM —>ESA
activities about CONTRACT_TXN | cRM <—> ESA
agreements,
transactions, $5NDI NG_ACTIVI
invoicing, and
contracts.
SERVICE Synchronizes SERVICE_SYNC CRM —> ESA Application Message
messages from
PeopleSoft CRM to ﬁlECRV |CE_FULLSY
Contracts for
accounting SERVICE TYPE_S
definitions, VAT, and | YNC
VAT drivers.
SERVICE_TYPE F
ULLSYNC
COST_CATEGORY | Synchronizes cost COST_CATEGORY | CRM —> ESA Application Message
categories (called _SYNC
labor type in COST_CATEGORY
PeopleSoft FSCM) FULLSYNC
from PeopleSoft -
CRM to Contracts for
accounting
definitionsand VAT
drivers.
CASE Synchronizes case CASE TYPE_SYNC | CRM —> ESA Application Message
types and accounting
definition information géSE—TY PE_FULL
from PeopleSoft
CRM to Contracts. SOURCE_SYNC
SOURCE_FULLSY
NC
ENTERPRISE_SET | Synchronizes SCHEDULE_SYNC | FMS—> CRM Application Message
uUP schedule information
from PeopleSoft $CN%EDUL E_FULLS
Financialsto CRM
for agreement

information and
revenue recognition.
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Queue Name Description Message and Directions of Technology
Service Operation Integration
Name
BI_SETUP Synchronizes hill BILL_TYPE_SYNC | scM —> CRM Application Message
types and bill sources
from PeopleSoft | BILL_TYPEFULLS
SCM to CRM for
contract transactions. | BILL_SOURCE_SY
NC
BILL_SOURCE_FU
LLSYNC
VAT_TRANSFER Generates request and | VAT_TRANSFER_R | SCM <—> CRM Application Message
response messages EQ
from PeopleSoft
CRM to global VAT \S’QT—TRANSFER—R
to generate VAT
defaults.
PAY_TERMS Synchronizes PAY_TERMS SYN | sSCM —> CRM Application Message
messages from C
PeopleSoft FSCM to
CRM for payment gﬁLETERM S FULL
terms.
AGREEMENT Generic message that | AGREEMENT_SYN | FieldService—> Application Message
synchronizes C External
agreement
information with
third-party vendors.
SERVICE_ORDER | Generic messagethat | SERVICE_ORDER_ | FieldService —> Application Message
synchronizes service | BILLING_SYNC External

order billing
information with
third-party vendors.

Fields Populated in the Transaction Billing Processor

82

This section discusses:

« Contract header
« Contract line

« Billing plan

* Revenueplan

« Tax parameters
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Note. PeopleSoft CRM sends fields to the Transaction Billing Processor to create the contract, contract line,
and revenue and billing plans. Many of these fields can be changed manually on the contract. If you want to
change afield after contract activation has taken place, you must create an amendment using the Transaction
Billing Processor amendment functionality.

Contract Header

These fields must be populated in the contract header. These values are sent from the PeopleSoft CRM
agreement. These fields can be overridden on the contract header once they are populated from the CRM
agreement:

+ Bill To Contact
 Bill To Customer
« Bill To Address

e Purchase Order ID

Note. Thisfield is not required and it is populated from the Billing Plan at a Contract Line.

+ Payment Terms

« Sold To Customer

These fields cannot be overridden on the contract header:
« Sold To Customer

« CA Business Unit

» Currency Code

Thistable lists additional fields that are required on the contract header and the source from which the system
retrieves the value for the field:

PeopleSoft Contracts Field Name Source

Bill Type PeopleSoft Contracts Business Unit.
Note. Thisfield is sent from PeopleSoft CRM.

Legal Entity PeopleSoft Contracts Business Unit.

Contract Signed Date The system popul ates this field with the current date. PeopleSoft
CRM must send this date to override the default contract signed
date.

Contract Type PeopleSoft Contracts Business Unit.

Exchange Rate Type PeopleSoft Contracts Business Unit.
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Contract Line

These fields that must be populated in the contract line. These values are sent from the PeopleSoft CRM
agreement or on-demand service order/case. The list contains fields that can be overridden on the contract
line once they are populated from the CRM agreement.

These fields can be overridden on the contract line:

» LineDescription

« Ship From Location (source = PeopleSoft Contracts business unit)
+ Start Date

« EndDate

Note. Except for Line Description, these fields are not sent from PeopleSoft CRM.

The Currency Code field cannot be overridden on the contract line. The source for the currency codeis the
contract header.
Billing Plan

These fields that must be populated in the billing plan. These values are sent from the PeopleSoft CRM
agreement or on-demand service order/case. The list contains fields that can be overridden on the billing plan
once they are populated from the CRM agreement.

These fields can be overridden on the contract line:

« Bill To Contact
e Bill To Customer
* Bill To Address

These fields appear on the Billing Plan General page. The system popul ates the fields on this page upon
contract creation. This table shows the source from which each field is populated, if the value can be changed
in the billing plan in the Transaction Billing Processor, and if the field can be overridden by transactions sent
from PeopleSoft CRM:

Billing Plan Field PeopleSoft Changeable? Can Be Overwritten by CRM on
Contracts Source Transaction?

Billing Notes Manual process Yes Yes

Note. You can create anotein
the Transaction Billing
Processor and attach that note
to abilling plan. It can be sent
to PeopleSoft Billing as part of
the generated invoice.

Contract Number Contract header No No
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Billing Plan Field PeopleSoft Changeable? Can Be Overwritten by CRM on
Contracts Source Transaction?

Billing Plan Number Billing plan No No

Billing Method Contract line No No

Currency Code Contract header No No

Bill Plan Description Contract header Yes No

Other fields on the Billing Plan General page, such asthe Billing Inquiry,Billing Specialist,Billing Authority,
CycleID,Bill By ID, and Invoice Form can be added to the billing plan manually or left blank.

Revenue Plan

A contract line islinked to a revenue plan to recognize revenue. The required revenue plan fields popul ate
automatically during contract creation and cannot be overwritten from the transaction data that is sent from
PeopleSoft CRM. The revenue plan fields are managed entirely from the contract.

These fields are required for the Revenue Plan page. The table shows the source from which each field is
populated. These fields cannot be overridden by transactions sent from PeopleSoft CRM:

Revenue Plan Field PeopleSoft Contracts Source
Contract Number Contract header

Sold To Customer Contract header

Business Unit Contract header

Revenue Method Contract Line

Currency Code Contract header

Revenue Plan Description Contract header

Hold (flag) Revenue Plan

Events Contract header

Note. If acredit hold exists on a customer in PeopleSoft CRM, you must put the revenue plan for the contract
on hold by selecting the Hold check box on the Revenue Plan page to prevent transactions from processing. If
you select the Hold check box, then you must rel ease the hold manually when you are ready to recognize
revenue for the customer.

While every created contract line has a revenue plan, recurring fees do not use the revenue plan for revenue
recognition. Revenue plans build a deferred revenue schedul e associated with the billing transactions. In
addition, on-demand transactions do not need a revenue plan to recognize revenue. PeopleSoft Billing
manages revenue for on-demand transactions. PeopleSoft Billing also manages the revenue method for all on-
demand and recurring transactions.
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To ensure that your customers are billed properly, you should also validate the billing plan and revenue plan
detailsin PeopleSoft Contracts.
Tax Parameters

PeopleSoft CRM sends tax parameter information for agreements to the Transaction Billing Processor. The
Transaction Billing Processor stores the CRM tax information in the Contract Interface tables (INTFC_CA)
and passes this information on to PeopleSoft Billing for processing. The Billing Plan General - Tax
Parameters tab is not available for CRM contracts.

These tax fields are passed from PeopleSoft CRM to the contract interface tables:

»  Ship From Location

e Tax Code

« Tax Group

» Transaction Type

» Transaction Sub Type

» Exemption Certificate

» Physical Nature

»  Order acceptance location.
e Order origin location.

« Storagelocation.

PeopleSoft CRM sends fields to the Transaction Billing Processor to create the contract, contract line, and
revenue and billing plans. Many of these fields can be changed manually on the contract. In addition, the
Transaction Billing Processor receives sales and use and VAT tax parametersif they are sent by PeopleSoft
CRM.

Transaction Billing Processor interface tables (INTFC_CA, INTFC_CA2, INTFC_CA_HDR, and
INTFC_CA_NOTE) are duplicates of the Billing interface tables. However, the first two keys on the billing
table, INTFC_ID and INFC_LINE_NUM, have been changed to the single key CA_TXN_ID on the
Transaction Billing Processor tables.

See Also

PeopleSoft Contracts 9.1 PeopleBook, "Processing PeopleSoft Contracts Billing"

Peoplesoft Billing 9.1 PeopleBook, "Entering Bills Online"

Contracts Interface Tables
The Contracts interface tables store the transactions from PeopleSoft CRM. The first two keys on the billing

table, INTFC_ID and INFC_LINE_NUM, have been changed to the single key CA_TXN_ID on the
Transaction Billing Processor tables.
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PeopleSoft Integrated FieldService and Support

PeopleSoft CRM sends service order transaction information, case transaction information, and service
agreement fees to be billed or accounted for to the Transaction Billing Processor interface tables.
PeopleSoft Order Capture

PeopleSoft Order Capture sends these fields to the Transaction Billing Processor for every transaction:
+ Sold to Customer.

« Sold To Contact.

« Sold To Address.

« Contract Business Unit.

The Transaction Billing Processor sends these fields to PeopleSoft Order Capture as a response:

» Contract Number

» Contract Line Number

» PeopleSoft Contracts Business Unit

» Error Status

« Error Message

Transactional Billing Plans

The system creates a billing plan with an As-incurred billing method for the service transactions sent from
PeopleSoft CRM to PeopleSoft Contracts. Pricing occurs in PeopleSoft CRM for all services on the
agreement, such as service order transactions, service agreement fees, and cases. Contract lines within an
agreement-related contract are linked to the billing plan. Although these billing plans contain rules defined by
default upon contract creation, you can manually override the system defaults.

This table presents source and override information for the fields on the billing plan:

Field CA Source Override on Override from CRM
Billing Plan? Transaction?

Billing Notes Manual Process Yes Yes

Contract # Contract Header No No

Billing Plan # Billing Plan No No

Billing Method Contract Line No No

Currency Code Contract Header No No

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved. 87



Setting Up an Integration to the Transaction Billing Processor Chapter 5

Field CA Source Override on Override from CRM
Billing Plan? Transaction?
Bill Plan Description Contract Header Yes No

You can link only CRM linesto abilling plan created from CRM transactions. Y ou cannot mix lines with
different transaction sources on the billing plan. For example, you cannot link a CRM contract line with a
Project Costing contract line.

PeopleSoft Integrated FieldService, PeopleSoft Support, and PeopleSoft Order Capture send credit card
information to the Transaction Billing Processor. The Transaction Billing Processor does not validate the
credit card numbers.

Common Elements Used in This Chapter

Agreement A PeopleSoft CRM agreement isalist of obligationsto which a service
provider has agreed or committed to the customer. The agreement lines
listed on the agreement include services and products covered by the
agreement, information about who or what customer |ocations can regquest
service, and the level of service that is provided, which includes restore
time, response time, prime period of maintenance, and service coverage
(time, material, and expense).

Agreement Pricing Agreement pricing records define the fee paid for a specific service or
support offering. The agreement price is defined when the agreement is
issued to the customer. PeopleSoft CRM also enables you to initiate
recurring charges for which a customer might pay a monthly or quarterly
fee.

Agreement Service Pricing  Agreement service pricing records define what the customer pays when the
work associated with the service or support offering on the agreement is
performed. Thisrecord includes the price paid per transaction covered by
the agreement line.

Billing Plan When the system creates a contract, it also generates a billing plan that is
linked to a contract line. The billing plan determines how a transaction
should be billed. It contains customer billing information, billing method
(for example, as-incurred), and status of the billing plan.

Contract Amendment A contract amendment is any change made to an active contract for which
you are atering the fundamental obligations and entitlements of the
contract.

Deferred Revenue Deferred revenue helps to create and send invoices for products or services

that are to be delivered in the future or over arange of time. Y ou may use
deferred revenue to generate accounting entries that defer revenue
recognition based on a revenue recognition date and proration method that
you select.
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General Ledger Genera ledger iswhere al of the journal entries are posted. Journal
Generator populates the general ledger with accounting entries (for
example, accounts receivable and revenue entries).

L ocation Select the location of the store where the order isto be purchased. Thisfield
is used for tax vendor exceptions and reporting.

Order Acceptance Location  Select the location where the order isto be accepted. The system uses this
field to determine tax jurisdiction.

Order Origin Location Select the location where the order originated. The system uses thisfield to
determine tax jurisdiction.

Rate Based Contract Line A rate based contract line is a transaction-based offering (or an ad hoc
offering) that the Transaction Billing Processor picks up and sendsto
Peopl eSoft Billing.

Revenue Plan When the system creates a contract, arevenue plan is also created and
associated with a contract line. Y ou can create revenue plans either
automatically or manually. The contract line, however, must be linked to
the revenue recognition plan to recognize revenue.

Revenue Recognition Revenue recognition occurs when the system sends revenue information to
the general ledger and it is counted in the revenue projection for the
accounting period.

Store Location Enter the address of the store location.

Note. If you are using a third-party tax vendor, the entry in this field should
match the store location code in Vertex or Taxware.

Setting Up Integrations to the Transaction Billing Processor

To define agreement options, time types, and tax parameters, use the Agreement Options
(RF_AGR_OPTIONS), Time Type (RF_TIME_TYPE), and Tax Parameters (RF_TAX_PARAM)
components.

This section discusses how to:

« Establish billing and pricing options.

« Map agreement setl Ds with contracts and general ledger business units.
«  Set up time types for PeopleSoft Integrated FieldService.

» Set up billing options for PeopleSoft Integrated FieldService.

»  Set up billing options for PeopleSoft Call Center.

»  Set up billing options for PeopleSoft Order Capture.
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Note. Y ou must activate the messages, queue statuses, service operations, and routings (from the EIP chart
discussed previoudly) to use the integration to the Transaction Billing Processor.

See Also

Chapter 5, "Setting Up an Integration to the Transaction Billing Processor," Delivered ElPs, page 80

Pages Used to Set Up Integrations to the Transaction Billing Processor

Page Name

Definition Name

Navigation

Usage

Billing and Pricing Options

RB_INTEGRATION

Set Up CRM, Install,
Installation Options, Billing
and Pricing Options

Turn on integration to the
Transaction Billing
Processor for PeopleSoft
Integrated FieldService,
Call Center, and Order
Capture. Enable pricing for
service order and cases.

Agreement Options

RF_AGR_OPTIONS

Set Up CRM, Common
Definitions, Agreement
Options, Agreement

Map the agreement setlDs
with the business units for
both the Transaction Billing

Options Processor and PeopleSoft
General Ledger.
Time Types RF_TIME_TYPE Set Up CRM, Product Establish the defaults for
Related, FieldService, Time | the types of time that are
Type, Time Types billable for the business
units being set up under the
selected setD.
Billing Options RF_BU_BILL_OPTIONS Set Up CRM, Business Unit | Set up billing options for

Related, FieldService
Definition, Billing Options

PeopleSoft Integrated
FieldService.

Business Unit Billing
Details

BUS_UNIT_RC_BI_SEC

Set Up CRM, Business Unit
Related, Call Center
Definition, Options

Select Bill for Cases and
then click the Details link.

(Note that you must have
Billing enabled or this link
will not appear.)

Set up billing options for
PeopleSoft call center
applications.

Order Capture Definition -
Internal

BUS UNIT_RO1

Set Up CRM, Business Unit
Related, Order Capture
Definition, Internal

Set up billing options for
PeopleSoft Order Capture.
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Page Name Definition Name Navigation Usage

Tax Parameter Definitions | RF_TAX_PARAM Set Up CRM, Common Set up sales and use taxes
Definitions, Tax Parameter | for service, material, labor,
Definition, Tax Parameter | expenses, and cases for
Definition third-party tax vendors.

Establishing Billing and Pricing Options

Access the Billing and Pricing Options page (Set Up CRM, Ingtall, Installation Options, Billing and Pricing
Options).

General Options Calendar Options Alt Character Anonymous Object

Send Billing Transactions to Contracts

< =

Calculate Price on Service Orders

Send Billing Transactions to Contracts

<l X

Calculate Price on Case

¥ send Billing Transactions to Contracts

Billing and Pricing Options page

Note. No installation options exist for third-party integration since no method of determining what validation
checking is required on the system to receive agreement, service order, or case data exists.

Send Billing Transactionsto  Select this check box to send agreement fee billing date, service order
Contracts billing data, case fees, and order information to the Transaction Billing
Processor for billing and accounting.

The system sends agreement fees, case fees, or service order feesto the
Transaction Billing Processor when the case or service order is closed. For
PeopleSoft Order Capture, the system sends the information to the
Transaction Billing Processor when you submit the order. These options are
not available without customizing the application.

Calculate Price on Service Select this check box if you want the system to price on-demand and
Orders agreement-based service orders.
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Calculate Price on Case Select this check box if you want the system to price agreement- and on-
demand cases.

Mapping Agreement SetIDs with Contracts and General Ledger Business
Units

Access the Agreement Options page (Set Up CRM, Common Definitions, Agreement Options, Agreement

Options).
Agreement Options
ﬁl D L} '
) Biling Options Tax Options
*SatiD Contracts Business Unit GL Business Unit Location Code Location Description Schedule
A A fi)
crMo1l &, [usoos @5 [usoos @0 |[usizo @, SE,E’I'&PPLI"NCE MAIN € N [+]|[=]
CRM
crmoz | @, |[usool @, = [usoo1 @, 5 ([usi3o @, |Hardware/Software @, = =+ [=]
Main
¥ o) - @ e @ Carporation @ =
crmoz @, [usooz &= [usoor = [kunvoo \ |Homdoumrters = |[FH|[=]

Agreement Options page

Agreement Options Tab

Use the fields within this tab to map the agreement setl Ds to the business units for both the Transaction
Billing Processor and PeopleSoft General Ledger.

This mapping links the agreement to the corresponding contract. The system uses the existing business unit
EIP to obtain all contracts and general ledger business units from the PeopleSoft FSCM database.

SetID Enter the setlD that you want to use with the agreements that you create for
integration to the Transaction Billing Processor.

Contracts Business Unit Enter the business unit that you want to use to create contractsin the
Transaction Billing Processor.

The Transaction Billing Processor business unit must betied to the
agreement to facilitate the proper creation of a contract and to enable the
appropriate default values to be selected when the contract is created.

GL Business Unit (genera Enter the general ledger business unit that you want associated with the
ledger business unit) setID.

The GL Business Unit field is required for contracts integration with
PeopleSoft Global to send revenue to the appropriate general ledger
account.
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L ocation Code The location code prompts from the Location table (LOCATION_TBL ) in
PeopleSoft CRM and returns alocation code. The system sends the country
and state information to the Transaction Billing Processor with the
agreement transaction. Thisinformation is needed to calculate VAT tax
rates. The location table in PeopleSoft CRM is synced with the location
table in the PeopleSoft FSCM database (two-way).

Schedule Select the schedule by which you want to report revenue recognition.

Note. When the system creates the agreement, it uses the setlD, the contracts business unit, and the general
ledger business unit from the Agreement Options page.

Billing Options Tab
Use the fields within this tab to map the agreement setID to the bill type and the bill source.

For example, if the CRMOL setlD identifies the bill type and bill source as a SERVICE, then the system sends
the information to the Transaction Billing Processor to override the Bill Source and Bill Type fields on the
Transaction Billing Processor billing plan.

Bill Type Select the bill type that you want associated with the setlD.

The bill type prompts on all bill type identifier codes that are synced from
PeopleSoft Billing to PeopleSoft CRM. The hill type code is a user-defined
value in PeopleSoft Billing.

Bill Source Select the bill source that you want associated with the setID.

The bill source prompts on all bill source identifier codes that are synced
from PeopleSoft Billing to PeopleSoft CRM. The hill source codeis a user-
defined value in PeopleSoft Billing.

Note. Y ou can use both the Bill Type and Bill Source fields to define bill by identifiersin PeopleSoft Billing.
If CRM overrides the Bill Type and Bill Source fields on the Transaction Billing Processor billing plan with
values defined in the CRM Billing Options page, then depending on the Bill By Identifier hierarchy in
Billing, these values may be used to control the way that the invoices can be grouped.

On the Billing Options page, the Bill Type and Bill Source fields are optional. If they are not set in
PeopleSoft CRM, the billing plan in the Transaction Billing Processor sets these fields based on the contracts
business unit. PeopleSoft Billing still determines the bill by identifiers that are used based on its bill by
identifier hierarchy.

Tax Options Tab

Use the fields within this tab to indicate where the order originated, where it will be accepted, and where the
store islocated. Thisinformation is used for tax purposes.

Setting Up Time Types for PeopleSoft Integrated FieldService

Copyright

Accessthe Time Types page (Set Up CRM, Product Related, FieldService, Time Type, Time Types).
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Time Types
SetID CRMO1
Byl 2
*Time Type *Short Description *Description Billable
001 Activity Service Order Activity v ﬁ
00z Break Break Time - ﬁ
003 Wait Wait Time 2 T
04 Travel Travel Time v ﬁ

Add Time Type

Time Types page

Use this page to establish time types and indicate to the system which time types are billable. The system uses
thisinformation on the Billing Options page when you are setting up business units. If you enter one or more
time types for agiven setlD, all PeopleSoft Integrated FieldService business units that use that setlD asa
default inherit the time types for the setl D, including the billable flag.

For example, if you select the Billable check box for the Break time type, the system selectsit as billablein
the Time Type grid on the Billing Options page for the PeopleSoft Integrated FieldService business unit.

Time Type Enter a number by which you want to order the time type that you are
entering. The numbers that you enter determine the order in which the time
types appear on the Billing Options page.

Short Description and Enter the short and long description of the time type.
Description
Billable Select if you want to set the default to billable for the time type.

Note. If the installation option is not set to Calculate Price on Service Orders, then the system hides the
Business Unit - Billing Option page, which contains the billable fields that you are entering on this page.

Setting Up Billing Options for PeopleSoft Integrated FieldService

Access the Billing Options page (Set Up CRM, Business Unit Related, FieldService Definition, Billing

Options).
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FieldSenice Business Unit Billing Options

*Contracts Business Unit| C},ﬂ
*GL Business Unit [U5200 @5 crMco APPLIANCES

Bill T\_.rpe| @,

Bill Source | @, =]

¥ Material Billable
V Expense Billable

Type Billable
Activity v
Break r
Wait 3
Travel r
Test r

Tax Information

Order Origin Location |

@,
Order Acceptance anatinnl Q@.
@,

Location |

Store Location |

Billing Options page

Billing Information

Use the fields within this group box to enter the information that is needed for PeopleSoft Integrated
FieldService to integrate with the Transaction Billing Processor. To apply revenue to the correct general
ledger account for service order fees, link the business units for PeopleSoft Integrated FieldService,
Contracts, and General Ledger. Thisinformation isincluded in the contract transaction message that the
system sends to the Transaction Billing Processor when the service order closes.

Note. Y ou can link only one general ledger business unit to a service order. Y ou cannot override the GL
Business Unit field from the service order. The system does not display thisfield on the Service Order pagein
PeopleSoft Integrated FieldService.

Contracts Business Unit Enter the contracts business unit that you want to use for billing.
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GL Business Unit

Bill Type

Bill Source

Material Billable and Expense
Billable

Time Type and Billable

Tax Information

Enter the general ledger business unit that you want to use for billing.

The prompt values for this field include all business units for all product
lines. Populating this field enables mapping between the general |edger
business unit and the field service business unit.

The Service Order page does not display the general ledger business unit or
contracts business unit. When a service order closes, the system sends the
general ledger business unit, contracts business unit, and contract ID to the
Transaction Billing Processor with other transaction information.

Select the bill type that you want associated with the business unit.

The prompt values for theBill Type field include al bill type identifier
codes that are sent from PeopleSoft Billing to PeopleSoft CRM.

Enter the bill source that you want to associate with the business unit.

The prompt values for the Bill Source field include all bill source identifier
codes that are sent from PeopleSoft Billing to PeopleSoft CRM.

Note. The system sends the Bill Type and Bill Source fields with every
service order transaction if one or both are set on the FieldService Business
Unit - Billing Options page.

Select the check boxes that you want to use for billing purposes on service
ordersfor the business unit that you are defining.

If you select the Send Billing Transaction to Contracts and Calculate Price
on Service Orders check boxes on the Installation Options page, then the
system automatically selects the Material Billable and Expense Billable
check boxes.

The system administrator, however, can override these values by clearing
the check boxes.

Select the Billable check box to make the time type a billable item on the
service order for the business unit.

Default time types are based on the setup of the time types. If you enter one
or more time types for agiven setID, al PeopleSoft Integrated FieldService
business units that use that setlD as the default setlD inherit the time types
of the setID, including the billable option. Y ou can, however, override time
types for a business unit.

For example, if the time type for Break is not set to billable on the Time
Types page, then the system does not display it in the Time Type section on
this page.

Use the fields on this tab to indicate where the order originated, where it will be accepted, and where the store
islocated. Thisinformation is used for tax purposes. The Order Origin Location,Order Acceptance Location,
and Location fields prompt from the Location table (LOCATION_TBL), which is sent to PeopleSoft CRM
through an EIP from PeopleSoft HCM and PeopleSoft FSCM.
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Note. PeopleSoft Billing uses the fields in the Tax Information group box for integration to Vertex and
Taxware, which are third-party tax vendors. Please refer to the setup for sales and use tax for third-party tax
vendors for details on the function and behavior of each third-party tax field. These third-party tax fields are
always blank when you first create a PeopleSoft Integrated Fiel dService business unit.

See Also

PeopleSoft Integrated FieldService 9.1 PeopleBook, "Defining Business Units in PeopleSoft Integrated
FieldService," Defining FieldService Business Units

Chapter 5, "Setting Up an Integration to the Transaction Billing Processor," Setting Up Sales and Use Tax for
Third-Party Tax Vendors, page 107

Setting Up Billing Options for PeopleSoft Call Center

Access the Business Unit Billing Details page (Set Up CRM, Business Unit Related, Call Center Definition,
Options. Select Bill for Cases and then click the Details link).

Business Unit Billing Details

Business Unit COMO1 Communications
Billing Information
On Demand Price By | Case |

Currency EudelUSD @, Us Dollar
Rate Type |CRRNT @, Current Rate
Contracts Business UnithDMDl A communications
GL Business UnithDMDl A5 communications
Bill Type[CA A5 conTracTs
Bill SuurcE|5ER‘~"ICE A5 service

Tax Information

Order Origin LucatiunlMMNHQ ., GBAI Main Office - Headguarter
Order Acceptance Lucatiunl':DMSHIP @, california Shipping Location
LucatiunlCDMSHIP @, california Shipping Location
Store LucatiunllES MATIM
OK Cancel Refresh

Business Unit Billing Details page
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Billing Information

Use the fields within this group box to enter the information that is needed for the integration to the
Transaction Billing Processor.

On Demand Price By Select either Hour or Case.

Thisfield provides the flexibility to price case transactions by hour or by
case. For example, if you have aNew Y ork business unit and a California
business unit, the New Y ork unit could price a case by flat fee while the
Cdlifornia unit could price the case by the total number of hours that an
agent spends working on a case. Thisfield is blank when you enter the page
for the first time.

Currency Code Enter the currency that you want to use for billing purposes for the business
unit that you are defining.

Rate Type Select the exchange rate type that is used to cal culate monetary transaction
amounts in aternate currencies.

Contracts Business Unit Enter the contracts business unit that you want to use for billing.

GL Business Unit Enter the general ledger business unit that you want to use for billing.

The prompt values for this field include all business units for all product
lines. Populating this field enables mapping between the general ledger
business unit and the call center business unit.

The Case page does not display the general ledger business unit. It does
display the contracts business unit, which appears by default from the
agreement. When a case closes, the system sends the general ledger
business unit, contracts business unit, and contract 1D to the Transaction
Billing Processor with other transaction information.

Bill Type Select the bill type that you want associated with the business unit.

The prompt values for thisfield include al bill type identifier codes that are
sent from PeopleSoft Billing to PeopleSoft CRM. The bill type codeisa
user-defined value in PeopleSoft Billing. Sample dataincludes SVC
(Service), CASE, and CRM_ORDER..

Bill Source Enter the bill source that you want associated with the business unit.

The Bill Source field prompts on all bill sourceidentifier codes that are sent
from PeopleSoft Billing to PeopleSoft CRM. The bill source codeis a user-
defined value in PeopleSoft Billing. Sample data includes SERVICE,OES
(Order Entry System), and GSO (Genera Service Orders).

Note. The system sends the Bill Type and Bill Source fields with every
transaction if one or both are set up on the Business Unit Billing Details

page.

See and PeopleSoft CRM 9.1 Call Center Applications PeopleBook, "Defining Call Center Business Units
and Display Template Options," Defining Call Center Business Units,
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Tax Information

Use the fields on this tab to indicate where the order originated, where it will be accepted, and where the store

Setting Up an Integration to the Transaction Billing Processor

islocated. Thisinformation is used for tax purposes. The Order Origin Location,Order Acceptance Location,
and Location fields prompt from the Location table (LOCATION_TBL), which is sent to PeopleSoft CRM

through an EIP from PeopleSoft HCM.

Note. Thefieldsin the Tax Information group box are used by PeopleSoft Billing for integration to Vertex
and Taxware, which are third-party tax vendors. Please refer to the setup for sales and use tax for third-party
tax vendors for details on the function and behavior of each third-party tax field. These third-party tax fields
are always blank when you first create a business unit for a PeopleSoft call center application.

See and Chapter 5, "Setting Up an Integration to the Transaction Billing Processor," Setting Up Sales and

Use Tax for Third-Party Tax Vendors, page 107.

Setting Up Billing Options for PeopleSoft Order Capture

Access the Order Capture Definition - Internal page (Set Up CRM, Business Unit Related, Order Capture

Definition, Internal).

\ [ Self Service Communications

Business Unit COMO1
*Description |Communications

*Short Description |COMO1

FieldService |[COMO1 @,

L

Order Management |[COMO1

Contracts [COMO1 @,

=-‘=TaxVE||dDr|NC'I'IE vl Test Tax Interlink

Order DriginllCaIifnrnia Shipping Location = |

Order Accepta|1ce|Ca|if0rnia Shipping Locatiunll

*Status | Open =l
" Default Business Unit
" Submit Confirmation

¥ Show Communications Tab

Marketing |COMO1 @,
Proposal Management OJ
General Ledger @,

Company |FSFT
Division

Store Location

Order Capture Definition - Internal page (1 of 3)
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*Freight VendorlNcune vI Test Freight

Ship From I California Shipping Loc.ationll

Preferred Carrierl UPS 2nd Day Air LI

Quote Conversion Warning I No Warning ;l

*Site Address Includesl Customer Bill To Addressesll

Fulfillment Specialist Email |

Catalog Refresh (Minutes) |

Bill Type Identifier| @,
| Months LI

Order Lewvel Adjustmenisl Do Not Prorate Adjustments =]

Default Service Duration |

Subscription Terml ;l

Mon-submitted Order Valid
For
[ Allow Line AAF Processing

Agreement Coverage Grid |Alwavs Populate Grid LI

Order Capture

*Card Vendor | Maone

*Source | Storefront

Sub Source Codel

Capture Priority |

Base Currency |US Dallar

Ll bef Lefbed L] Qe

Rate Type | Average

Credit Rating Value |
Quote Valid For| 30 Days Quote Due| 10

Bill Sourcel Qz,

Quote Conversion I Convert to Order and Subm =]
Schedule | |

Clone Options

r Copy Line Adjustment
I Copy Header Adjustment

Order Change Motifications

Accepted I MNotify Nobody ;l
Partially Accepted | Notify Nobody =]
Rejected | Notify Nobody =]

Advisor Dialogs

[ Display Session Information

Order Capture Definition - Internal page (2 of 3)

Bulk Order
Consumer HierarchvlCGNS_HIERARCHY @,
Organization Hierarchv|CUST_HIERAF{CHY Qz,

il Multiple Orders Per Recipient

Fulfillment

" Fulfillment Logging

Product Availability Displavl Display Highest Quantity ;l

Catalog Display Options

Customer Priority I 2 > I

v Display By Partner Contact Partner Prioritvl 3 'I

User Priority I 1 = I

v Display By Customer

v Display By User

r Display Browse Catalog
Max Rows Returned 250

Order Submission
¥ Allow Future Dated Orders
[ Allow Temporary Services

[" Line Dates Editable on Order
¥ Use Lead Time for Start Date

Submission Mode | Only Queus Future Dated Or x|
Price Orderl Price as Lines Added ;I
Initial List Price | Pricing Engine =l

Modified 07/20/2009 4:51FM FDT SAMPLE

Order Capture Definition - Internal page (3 of 3)
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To set up hilling options for PeopleSoft Order Capture, you must establish values for the Contracts, General
Ledger, Bill Type, Bill Source, and Default Service Duration fields.

Contracts

General Ledger

Bill Type Identifier

Bill Source

Default Service Duration

Enter the contracts business unit that you want to use for billing.

Enter the general ledger business unit that you want to use for billing. The
prompt values for thisfield include al business units for all product lines.
Populating this field enables mapping between the general ledger business
unit and the order capture business unit.

Select the bill type that you want associated with the business unit.

The prompt values for thisfield include all bill type identifier codes that are
sent from PeopleSoft Billing to PeopleSoft CRM. The bill type codeisa
user-defined value in PeopleSoft Billing. Sample data includes SVC
(Service), CASE, and CRM_ORDER.

Enter the bill source that you want associated with the business unit.

The Bill Source field prompts on &l bill source identifier codes that are sent
from PeopleSoft Billing to PeopleSoft CRM. The bill source codeis a user-
defined value in PeopleSoft Billing. Sample data includes SERVICE,OES
(Order Entry System), and GSO (General Service Orders).

Note. The system sends the Bill Type and Bill Source fields with every
transaction if one or both are set up on the Business Unit Billing Details

page.

Enter the default duration for service products. Thisvalueis used to
calculate the service end date for service products ordered through order
capture by adding the duration to the service start date. The duration
specified in the order capture business unit is used when the duration on the
product definition is blank.

For more information on setting up billing options, refer to this PeopleBook:

See Also

PeopleSoft CRM 9.1 Order Capture Applications PeopleBook, "Defining Order Capture Business Units"

Defining Tax Parameters

Accessthe Tax Parameter Definitions page (Set Up CRM, Common Definitions, Tax Parameter Definition,

Tax Parameter Definition).

See Also

Chapter 5, "Setting Up an Integration to the Transaction Billing Processor," Page Used to Set Up Sales and

Use Tax for Third-Party Tax Vendors, page 109
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Working with On-Demand Billing

This section provides an overview of on-demand billing and discusses how to set up on-demand billing
transactions.

Understanding On-Demand Billing

102

This section discusses:

Overview

Setup

Contract creation and processing
Integration points

Error handling

Note. On-demand billing is specific to PeopleSoft CRM FieldService and CRM Support.

Overview

On-demand billing provides back office processing for one-time fee transactions for service orders and cases.
These transactions are not linked to agreements. The fees are usually one-time fees that are billed to the
customer. Through an integration with the Transaction Billing Processor, you can bill and book revenue for
on-demand service fees for cases and service orders.

Note. PeopleSoft CRM enables the system to bill on-demand transactions through the Transaction Billing
Processor. The same messages and interface tables are used. Revenue recognition for on-demand transactions
is managed by PeopleSoft Billing through the Contracts Billing Interface (CA_BI_INTFC) process.

Here is an overview of the on-demand functionality:

Through PeopleSoft Contracts, on-demand cases and service orders are processed through the Transaction
Billing Processor and General Ledger for billing and revenue.

PeopleSoft CRM identifies a transaction as on demand when passing the transaction from PeopleSoft
CRM to the Transaction Billing Processor.

Closure of a service order or case in PeopleSoft CRM triggers the sending of transaction information from
PeopleSoft CRM to the Transaction Billing Processor.

PeopleSoft CRM determines whether anew contract is created or if an existing contract is used based on
the sold to customer. PeopleSoft CRM requests one on-demand contract per sold to customer and
PeopleSoft Contracts business unit mapping.

The Transaction Billing Processor launches the revenue and billing processes immediately after the on-
demand transaction loads into the contract staging table (INTERFACE_CA) without any manual
intervention.
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« |If afailure occurs during the creation of the contract or during processing of the on-demand transaction,
the system does not create the contract or process the transaction.

The system sends an error message to PeopleSoft CRM with the failure reason. In this case, you must
resubmit the transaction.

Note. The Transaction Billing Processor allows no visibility to on-demand contract lines in any components,
processes, or reports. Deferred revenue is not applicable for on-demand transactions.

Setup

To implement on-demand transaction processing, you must set up:

» PeopleSoft Contracts business units.

+ Contract statuses.

« Accounting definitions.

« Accounting rules.

» Billing plan detail template (optional).

Before creating on-demand contracts, set up the contract business unit and contract status. Additionally, you
must set up the accounting rules for on-demand transactions to ensure that the system allows only one REV
row per transaction. Y ou must also select the Transaction Billing check box on the Installed Products page.

Y ou have the option to create a billing plan detail template to populate or override the fields on the billing
plan. Select the billing plan detail template on the Contract Definition - BU Options page. If you select a
template on this page, the billing plan detail template populates or overrides the corresponding fields on the
billing plan when the billing plan is created.

Contract Creation and Processing

PeopleSoft Integrated FieldService and Support send one-time fee transactions to the Transaction Billing
Processor to use the contracts functionality to bill and book revenue. The Transaction Billing Processor
initiates billing processing and completes both revenue and billing processing for on-demand transactions.

The system compl etes these steps to create and process on-demand transactions through the Transaction
Billing Processor:

1. If the service order or caseis not covered by an agreement, the system sends the transaction to the
Transaction Billing Processor as an on-demand transaction when a PeopleSoft CRM Support case or
FieldService service order is closed.

2. Thefirst time PeopleSoft CRM creates an on-demand service order or case, the system searches for the
sold to customer or PeopleSoft Integrated FieldService or Support business unit to map to the PeopleSoft
Contracts business unit and contract number.

If the search does not find a mapping, PeopleSoft CRM sends a contract request message
(CONTRACT_REQUEST) to the Transaction Billing Processor to create a new on-demand contract.
PeopleSoft CRM sends a contract request message only when the system needs to create a new contract.
The request message from PeopleSoft CRM specifies the transaction type (service order or case).
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The Transaction Billing Processor creates an on-demand contract and sends a contract response message
(CONTRACT_RESPONSE) to PeopleSoft CRM providing the contract business unit, contract number,
contract line number, error status, and error message.

The system creates the contract and contract lines, including an As-incurred billing plan, using the
CA_HDR_CI component interface. On success, the Transaction Billing Processor responds to PeopleSoft
CRM with the new contract number.

On receipt of the contract response message, PeopleSoft CRM sends the transaction to the Transaction
Billing Processor through a transaction message (CONTRACT_TXN) with all necessary data for the
invoicing and booking revenue.

In the transaction message, the contract number identifies a particular contract. Each transaction is unique
and is marked by its own transaction ID (CA_TXN_ID). For al future transactions for the same sold to
customer, only the transaction (through the transaction message) is sent to the Transaction Billing
Processor.

the Transaction Billing Processor retrieves the transaction data and |oads the on-demand transaction from
PeopleSoft CRM into the contract staging tables (INTFC_CA).

L oading the contract staging tables triggers both the revenue process to apply the revenue to the
appropriate account and billing process to generate the invoice to run. The transaction populates the
contract interface tables, initiates the Billing Interface process (CA_BI_INTFC), and prepares the
transaction for billing processing. Revenue recognition is handled by PeopleSoft Billing.

If errors occur during processing, the system sends a reply message to PeopleSoft CRM containing the
contract business unit, contract number, contract line number, CRM identifier, and status indicating that
the process fail ed.

If the transaction posts successfully to both PeopleSoft General Ledger and PeopleSoft Billing, the system
sends areply message to PeopleSoft CRM containing the contract business unit, contract number, contract
line number, CRM identifier, and status indicating that the process succeeded. The response messageis
CONTRACT_RESPONSE for both request and transaction messages, and it contains the appropriate
success and failure codes and descriptions.

The CRM transaction changes the billing status from submitted to completed. This action marks the end
of the PeopleSoft CRM processing. Contracts that are created for on-demand transactions are not visible
in the front end on the Transaction billing Processor.

PeopleSoft Billing runs the Billing Interface and Finalization processes.

Integration Points

These are the four major stepsin the integration process between PeopleSoft CRM and PeopleSoft Contracts
for on-demand contracts:

1

2
3.
4

Create a billing plan.

. Create a contract.

Populate the Contracts interface tables.

Process hilling.
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Creating a billing plan, creating a contract, and populating the interface table are the same steps that occur
with agreement-based processing. These steps use the contract request (CONTRACT_REQUEST and
CONTRACT_RESPONSE) and transaction (CONTRACT_TXN) messages. The last step, process billing,
differs from agreement-based transactions since hilling for on-demand contracts takes place immediately
through PeopleSoft Billing.

With agreement-based hilling, you have control over the billing plan in PeopleSoft Contracts, and you can
make changes to the contract before it goes to PeopleSoft Billing for processing. The on-demand process uses
the same integration points as agreement-based transactions.

Error Handling

Errors can occur during the contract and billing plan creation process, when the system |oads the staging
table, or when the system runs the revenue and billing processes. The Transaction Billing Processor initiates
billing processing and sends the transactions to PeopleSoft Billing. PeopleSoft Billing completes both the
revenue and billing processing for on-demand transactions.

Here is how the system handles errors:

« If afailure occurs during contract creation, the system creates the contract in a cancelled status and a
response is sent back to PeopleSoft CRM with a message stating the nature of the error.

Once you correct the error manually, you must resubmit the transaction.

« |f acontract was successfully created and is ready for billing, but the transaction fails to popul ate the
contract interface tables, the transaction is not created, and the response message sends an error message
back to PeopleSoft CRM stating the cause of the error.

Once you correct the problem manually, you must resubmit the transaction. PeopleSoft CRM resubmits
only the Contract Transaction message since the contract has already been created.

» If errors are triggered during the revenue or billing processes, each process sends a response message
back to PeopleSoft CRM with the failure and message.

Once you correct the problem manually, you must resubmit the transaction. PeopleSoft CRM resubmits
only the Contract Transaction message since the contract has already been created.

Setting Up On-Demand Transactions

This section lists the pages used to set up on demand transactions in PeopleSoft Financials and Supply Chain
Management.

Pages Used for Setting Up On-Demand Transactions

Page Name Definition Name Navigation Usage

Installation Options - INSTALLATION_FS Set Up Financials/Supply Select the Contracts

Installed Products Chain, Ingtal, Installation | Transaction Billing check
Options box to indicate that this

product isinstalled on the

Click the Productslink in system.

the General Options group
box.
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Page Name Definition Name Navigation Usage
Contracts Definition - BU | BUS_UNIT_TBL_CA Set Up Financials/Supply | Create a new PeopleSoft

Definition

Chain, Business Unit
Related, Contracts,
Contracts Definition, BU
Definition

Contracts business unit
definition or manage an
existing business unit.

Contracts Definition - BU
Options

BUS_UNIT_OPT_CA

Set Up Financia s/Supply
Chain, Business Unit
Related, Contracts,
Contracts Definition, BU
Options

Select abill plan template
ID to useto override the
fields on the billing plan
(optional). If you select a
template on this page, when
the billing plan is created
the billing plan detail
template overrides the
corresponding fields on the
billing plan.

Contract Status

CA_STATUS PNL

Set Up Financial s/Supply
Chain, Product Related,
Contracts, General Options,
Contract Status

Define contract statuses and
map them to processing
statuses. The system uses
the contract status to control
all processing that can occur
against a contract.

CRM Accounting Rules

CA_ACCT_CRM

Customer Contracts, Create
and Amend, CRM Acct
Distribution

Define the accounting rules
to apply to PeopleSoft CRM
transactions. Set up the
accounting rules for on-
demand transactions to
ensure that the system
enables only one REV row
per transaction.

Setting Up Installation Options

Access the Installation Options - Installed Products page (Set Up Financials/Supply Chain, Install, Installation
Options. Then click the Products link in the General Options group box).

Select the Contracts Transaction Billing check box to indicate that this product isinstalled on the system.

See Also

PeopleSoft Application Fundamentals 9.1 PeopleBook (FSCM), " Setting Installation Options for PeopleSoft

Applications’

Creating new PeopleSoft Contracts Business Unit Definitions

Access the Contracts Definition - BU Definition page (Set Up Financials/Supply Chain, Business Unit
Related, Contracts, Contracts Definition, BU Definition).

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.



Chapter 5 Setting Up an Integration to the Transaction Billing Processor

For detailed instructions, refer to the PeopleSoft Contracts 9.1 PeopleBook.

See Also

PeopleSoft Contracts 9.1 PeopleBook, "Defining PeopleSoft Contracts Business Units'

Selecting a Bill Plan Template ID

Access the Contracts Definition - BU Options page (Set Up Financials/Supply Chain, Business Unit Related,
Contracts, Contracts Definition, BU Options).

For detailed instructions, refer to the PeopleSoft Contracts 9.1 PeopleBook.

See Also

PeopleSoft Contracts 9.1 PeopleBook, "Defining PeopleSoft Contracts Business Units"

Setting Up Contract Statuses

Access the Contract Status page (Set Up Financials/Supply Chain, Product Related, Contracts, General
Options, Contract Status).

For detailed instructions, refer to the PeopleSoft Contracts 9.1 PeopleBook.

See Also

PeopleSoft Contracts 9.1 PeopleBook, " Structuring Contracts”

Setting Up CRM Accounting Rules

Access the CRM Accounting Rules page (Customer Contracts, Create and Amend, CRM Acct Distribution).
For detailed instructions, refer to the PeopleSoft Contracts 9.1 PeopleBook.

See Also

PeopleSoft Contracts 9.1 PeopleBook, " Setting Up the Transaction Billing Processor”

Setting Up Sales and Use Tax for Third-Party Tax Vendors

This section provides an overview of the tax setup for third-party tax vendors, lists the common elements
used in this section, and discusses how to set up sales and use tax for third-party tax vendors.
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To enter sales and use tax, use the Tax Parameters (RF_TAX_PARAM) component. To load datainto the
tables for this component, you can also usethe RF_ TAX_PARAM component interface.

Understanding Tax Setup for Third-Party Tax Vendors

Use the Tax Parameter Definitions page to integrate with third-party tax vendors, such as Taxware or Vertex.
The system passes the values in the fields that appear on the page to the Transaction Billing Processor with
every PeopleSoft CRM transaction and uses the values during invoice finalization when the taxes are
calculated.

Y ou can calculate Sales and Use Tax in one of two ways in PeopleSoft Billing, either the third-party tax
calculations or the PeopleSoft internal tax calculation. Basically, the tax code and the address overrides are
used for calculating taxes through the PeopleSoft internal system.

The data required for the internal tax calculation is sent through the integration with the Transaction Billing
Processor. If the Billing business unit on the SCM side is configured for the PeopleSoft internal tax
calculation, it calculates the taxes. It is basically the tax code.

Y ou can define fields for each type of transaction (agreement fees, service order fees, and case fees)
independent of each other. Use the fields listed in the next section only if you have a third-party integration
with either Taxware or Vertex.

See Also

PeopleTools 8.52: PeopleSoft Integration Broker PeopleBook
PeopleTools 8.52: PeopleSoft Integration Broker Administration PeopleBook

Common Elements Used in This Section

Product Tax Group Identify special tax-related charge information associated with individual
transaction lines. For example, alaptop computer for the hearing impaired
might receive a better rate than alaptop computer that doesn't have a
feature for the hearing impaired.

The values for thisfield come from the Product Group table. Y ou may,
however, enter free-form values. Thisis not arequired field, so you may
leave it blank.

See and PeopleSoft CRM 9.1 Product and Item Management PeopleBook,
"Product and Item Management."

Note. These values should match the values defined by either Taxware or
Vertex. Asthe administrator, you must enter the values accurately because
no interface exists to verify that the tax group is avalid Taxware product
code or Vertex product group.

108 Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.



Chapter 5 Setting Up an Integration to the Transaction Billing Proces:

Transaction Type Determines how a vendor can calculate taxes. For example, the State of
Illinois charges a six percent sales tax for purchases. Thisfield includes
these tranglate values: Rental, Sales, and Service. It isnot arequired field
and may be left blank.

Transactions Sub Type Use for reporting purposes with the Vertex product only. Thisfield istied
to the Transaction Type field and has predefined translate values that
include Expense, Freight, Misc, None, Property, Rental, and Service. Itis
not required and may be left blank.

Page Used to Set Up Sales and Use Tax for Third-Party Tax Vendors

Ssor

Page Name Definition Name Navigation Usage

Tax Parameter Definitions | RF_TAX_PARAM Set Up CRM, Common Set up sales and use taxes

Definition, Tax Parameter | expenses, and cases for
Definition third-party tax vendors.

Definitions, Tax Parameter | for service, material, labor,

Setting Up Sales and Use Tax for Third-Party Tax Vendors

Accessthe Tax Parameter Definitions page (Set Up CRM, Common Definitions, Tax Parameter Definition,
Tax Parameter Definition).
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Tax Parameter Definitions

SetID CRMO1

Service Material Labor Expense Support  All

Service Sales and Use Tax Customize | Find | view All | E | i First |4 1-2 of 2 > Last
;iﬁne Service 1D Service Product Tax Group Transaction Type Transaction Sub Type

|Repair @, [aPPoDDDDDE 2, Repair A/C lasc @, |service =l |service =] il
[PM @, ||apPooooooi |9y PM for A/C = @, |[service x| |Expense =] m

| Add Service Sales and Use Tax |

. ¥ i ™
Material Sales and Use Tax Customize | Find | Wizw All | Bl | ¥ First 1ofl Last

Item Group Ttem ID Product Tax Group Transaction Type  Transaction Sub Type

[AIR CONDITIONER @, (10009 @, |larc @, [service x| [mone = I

| Add Material Sales and Use Tax

Labor Sales and Use Tax Customize | Find | “isw All | = | i Firct B 10f1 I3 Lot
*Cost Category Product Tax Group Transaction Type Transaction Sub Type
[Travel @, |ac 3, |Ser\rice B! | MNone | m

| Add Labor Sales and Use Tax |

Tax Parameter Definitions page (1 of 2)

¥ v |
Expense Sales and Use Tax Customize | Find | Wi=w 211 | | &5 First 1of1l Last
#*Expense Type Product Tax Group Transaction Type Transaction Sub Type
| Mileage =l |ac @, |5ervioe E3 | Expense =l i

| Add Expense Sales and Use Tax

Support Sales and Use Tax Customize | Find | “izw 2l | Bl | i First |4 1of1 o Last
*Product Case Type Source Product Tax Group Transaction Type Transaction Sub Type
|air Cond, Fan 2, |Service Redd, [PHONE @, |a/c Q@ |Ser\rioe x| |N0ne | E

| Add Support Sales and Use Tax |

Tax Parameter Definitions page (2 of 2)

Service Sales and Use Tax

Select the service type and service ID for which you want to enter tax information. To add additional rows of
information, click the Add Service Sales and Use Tax button.

Material Sales and Use Tax

Select the item group and item 1D for which you want to enter tax information. To add additional rows of
information, click the Add Material Sales and Use Tax button.
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Labor Sales and Use Tax

Select the cost category for which you want to enter tax information. To add additional rows of information,
click the Add Labor Sales and Use Tax button.

Expense Sales and Use Tax

Select the expense type for which you want to enter tax information. To add additional rows of information,
click the Add Expense Sales and Use Tax button.

Support Sales and Use Tax

Select the product and case type for which you want to enter tax information. To add additional rows of
information, click the Add Support Sales and Use Tax button.
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Setting Up ESRI Integration

This chapter provides overviews of geographical information systems, Environmental Systems Research
Ingtitute (ESRI) integration, and ESRI processes and discusses how to:

»  Set up Integration Broker for ESRI integration.
»  Set up integration flags.

»  Set up ESRI integration.

» Access the Map Dashboard.

« View the Map Dashboard.

« View geocode errors.

Understanding Geographical Information Systems

ESRI is ageographical information system (GIS) and mapping software solution. Using ESRI's mapping and
GI S software, you can spatially enable the geographical data. The GIS can be an effective way to explain
events, predict outcomes, or plan strategies.

The cornerstone of GISislocation information. Addresses are actually the most common form of location
information. An address specifies alocation in much the same way as a geographic coordinate does. But,
addresses are merely text strings containing a house number, street name, direction, and postal code. The GIS
needs a mechanism to calcul ate geographic location coordinates such as latitude and longitude before you can
display them on amap.

Use address geocoding to display tabular data containing addresses as points on a map.

Use geocodes and ESRI mapping functionality to generate incident-related maps that are tailored to your
business needs. For example, you can use this functionality to show:

» Incidents or cases of the same type on a map.

« All typesof incidentsin agiven area.

Note. For information on installing the ESRI software, refer to the installation documentation that was
provided by ESRI when you purchased the ESRI software.
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Setting up ESRI integration is a two-step process:

1. Set up Integration Broker for address geocoding, map extent, and map integrations.

2. Set up the integration with ESRI for map and query definitions.

Note. PeopleSoft Customer Relationship Management (CRM) integrates with ArciMS 4.0 and ArcIMS 9.0.
ArclMS provides the foundation for distributing high-end GIS and mapping services using the internet.
ArclMS software enables users to integrate local data sources with internet data sources for display, query,

and analysis in an easy-to-use web browser.

This flowchart illustrates the steps that you follow to set up Integration Broker for the ESRI integration:

Define ESRI node

v

Define Messages

v

Define Routings

v

Define Connectors

v

Define Transformations

v

Define Services

v

Define Service Operations

v

Set Up Integration flags

Integration Broker setup for the ESRI integration
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This flowchart illustrates the steps you follow to set up the ESRI integration:

Set up map definition

.

Set up query defnition

ESRI integration setup

Understanding ESRI Processes

Once ESRI isinstalled and you have set up the integrations, three processes occur on an ongoing basis:
geocode retrieval, map service information updating, and map generation.

This section discusses:
» Geocode addresses
» Map serviceinformation

« Map generation

Geocode Addresses

PeopleSoft CRM stores geocodes for all consumer and company addresses, case addresses or locations, and
service order addresses or locations. Y ou can enter either an absolute address, which requires address and the
postal code, or an intersection, which requires two cross streets and an optional postal code.

Geocoding is available for U.S. addresses only.

Note. The Geocode Integration check box on the Installation Options page must be selected to enable
geocode address functionality.

Y ou have two options for obtaining geocode addresses:

» Synchronous, real-time connection with ESRI.
» Scheduled batch job that runs periodically.

Y ou can obtain geocodes from ESRI in synchronous real time. When you create or modify an address, the
system calls ESRI to get the geocode. If the geocode is found, the system updates the address record with the
geocode. If no geocode is found, the system logs an error.

This flowchart illustrates the request process for synchronous geocode addresses:
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Create/Modify Address

y

Get Geocode

Yes

v

Address

Update address record
with geocode

Request process flow for synchronous geocode addresses

Geocodes for addresses can be obtained by a scheduled job that runs periodically. When you first set up the
system, use this method to retrieve geocodes for addresses. Y ou can also run this process periodically to pick
up any addresses that do not have geocodes. The address record is updated with geocodes obtained from the
ESRI system. The system transforms the address or intersection information from XML to ArcXML and

sendsit to ESRI.

This flowchart illustrates the outbound process flow for obtaining geocode addresses using a batch process:

Initiate batch program -
automatic or manual

s

Search for all active U_S.
addresses with no geocode

.

Make call to ESRI to get
geocodes

.

Transform XML to ArcxXML

Request process flow for batch geocode addresses

ESRI publishes the geocode for the address or intersection. If no geocode isfound, an error islogged. If a
corresponding geocode is found, the PeopleSoft system transforms the incoming ArcXML sent by ESRI to
XML. The address record is updated with the geocode.

This flowchart illustrates the inbound process flow for geocode retrieval:
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Read incoming ArcXML

Address
found?

Yes

¥

-G

ArcxML to X

Transform incoming

ML

v

Update address

with geocode

record

Reply process flow for geocode addresses

Setting Up ESRI Integration

The RBG_GEO _CODE_US channel is used for the PeopleSoft ESRI integration. Thistable lists the EIPs for

geocode retrieval:

EIP Name Description Message Name Direction of Technology
Integration
Request Message | Address RBG_SYNC ADDRESS | CRM —> ESRI Integration Broker
Definition information _US MSG
Reply Message Geocode for the RBG_SYNC GEO _CO ESRI —> CRM Integration Broker
Definition requested address | DE_US MSG
Map Service Information

Each map that is available in the system is called a map service. Y ou can use one map or a number of
different maps, depending on your business needs. For example, you can access a city map, a state map, and a
map of the U.S. The number of map services to which you can subscribe is not restricted.

In addition to setting up the map services to which you have subscribed, ESRI defines the minimum and
maximum extents to be used when zooming in and out on the Map Dashboard.

Y ou create the map service record in the Map Definition component. The PeopleSoft system transforms the
XML to ArcXML and sends the map service information to ESRI. This flowchart illustrates the outbound
process flow for map service information:
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Create Map Service record

4

Send Request for Map Extents

4

Transform XML to ArcxML

Request map service information process flow

Chapter 6

ESRI sends the map service information and the PeopleSoft system reads the incoming ArcXML. If the map
serviceisfound, the PeopleSoft system transforms the ArcXML to XML and updates the map service record
with the minimum and maximum extents. The minimum and maximum X and Y coordinates appear on the
Map Definition page. This flowchart illustrates the inbound process flow for updating the map service record:

Read incoming ArcXML

Yes

¥

ap Service

Transform incoming
ArcXML to XML

v

Update map service record
with Min/Max X coordinates

Reply map service information process flow

The RBG_GEO _CODE_US channel is used for the PeopleSoft ESRI integration. Thistable lists the EIPs for

map service information:

Copyright © 2001, 2012, Oracle and/or its affiliates. All Rights Reserved.



Chapter 6

Setting Up ESRI Integration

EIP Name Description Message Name Direction of Technology
Integration
Request Message Service map RBG_MAP _EXT_REQ MS CRM —> ESRI Integration
Definition information to G Broker
obtain map
coordinates from
ESRI
Reply Message Minimum/Maximu RBG_MAP _EXT_REPLY _ ESRI —> CRM Integration
Definition m X/Y coordinates MSG Broker
of the service map

Map Generation

Thisintegration is used to send alist of geocodes from either a case or service order search. A request XML
is sent to the ESRI system to generate a map with geocodes that appear as dots. The PeopleSoft system gets
the map service name, the minimum and maximum extents for the map, and all address geocodes associated
with cases or service orders. It sends the message in ArcXML. This flowchart illustrates the outbound process
flow for generating the map:

Get map service name

s

Get Min/Max XY
valuas for map

v

Get all address geocodes
associated with cases or
service orders

.

Request for map

.

Transform XML to ArcxXML

Request map generation process flow

The ESRI system responds with a URL to the image map based on the map service and geocodes. The map
appears on the PeopleSoft page. This graphic illustrates the outbound process flow for generating the map:
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Subscribe to the
incoming ArcxXML

s

Transform XML to ArcXML

.

Parse XML and obtain URL
to image map

.

Assign image to HTML area

Reply map generation process flow

Chapter 6

The RBG_GEO _CODE_US channel is used for the PeopleSoft ESRI integration. Thistable lists the EIPs for

map generation:

EIP Name Description Message Name Direction of Technology
Integration
Request Message Service map RBG_MAP REQ MSG CRM —> ESRI Integration
Definition information and list of Broker
geocodes to be
displayed on the map
Reply Message URL to the generated RBG_MAP_REPLY_M ESRI —> CRM Integration
Definition image map SG Broker

Setting Up Integration Broker for ESRI Integration

122

PeopleSoft CRM uses Integration Broker to send and receive messages for the ESRI integration. Before
setting up the integrations for the geocode, map extent, and map integrations, read the PeopleTools 8.52:

PeopleSoft Integration Broker PeopleBook.

This section does not provide details on Integration Broker; instead, it provides directions for setting up the

geocode, map extent, and map integrations.
This section discusses how to:

» Definethe ESRI node.

» Define messages.

» Defineroutings.
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Define connectors.
Define transformations.

Define services.

Define service operations.

Review routing definitions for service operations.

See Also

PeopleTools 8.52: PeopleSoft Integration Broker PeopleBook

Pages Used to Set Up the ESRI Integration

Setting Up ESRI Integration

Page Name

Definition Name

Navigation

Usage

Node Definitions

IB_NODE

PeopleTools, Integration
Broker, Integration Setup,
Nodes, Node Definitions

Define the ESRI node.

Message Definition

IB_MESSAGE_BUILDER

PeopleTools, Integration
Broker, Integration Setup,
Messages, Message
Definition

Define messages for address
geocoding, map extents, and

maps.

Routing Definitions

IB_ROUTINGDEFN

PeopleTools, Integration
Broker, Integration Setup,
Routings, Routing
Definitions

Define routings for address
geocoding, map extents, and
maps.

Connector Properties

IB_ROUTINGDEFNCON

PeopleTools, Integration
Broker, Integration Setup,
Routings, Connector
Properties

Define node connectors for
address geocoding, map
extents, and maps.

Parameters IB_ROUTINGDEFNDOC PeopleTools, Integration Define node
Broker, Integration Setup, | transformations for address
Routings, Parameters geocoding, map extents, and

maps.

Services IB_SERVICEDEFN PeopleTools, Integration Define services for address
Broker, Integration Setup, | geocoding, map extents, and
Services, Services maps.

Find Service Operation IB_OPERATION PeopleTools, Integration Find service operations for

Broker, Integration Setup,
Service Operations, Find
Service Operation

address geocoding, map
extents, and maps.
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Page Name

Definition Name

Navigation

Usage

Routings

IB_SERVICERTNGS

Click the Service Operation

Review the routing

link on the Find Service definitions of the service
Operation page. Then click | operation. Thisincludes
Routings. name, version, routing type,

sender node, receiver, node,
direction, and status

Defining the ESRI Node
Access the Node Definitions page (PeopleTools, Integration Broker, Integration Setup, Nodes, Node

Definitions).
'.' Node Definiti ui Connectors | Portal || WS Security || Routings
Node Name: ESRI Copy Mode
*Description: |3rd party - ESRI Node Rename Node
*Node Type: I External 'I ™ Default Local Node
M Local Hode Delete Mode
- 3] ¥ Active Node
*Authentication Option: I one [ Non-Repudiation

" segment Aware

Codeset Group Name:

External User ID;

External Password:

*DefaultUseriD:  |VP1 @,
WSEIL URL: |
Hub Node: | @,
Master Node: | @
Company D |
IB Throttle Threshold: I—

Image Hame: | Qa
| @
|
|
|

External Version:

ContactTotes Froperies

Save

Node Definitions page

Y our ESRI node definition should look similar to the example shown here.
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See Also
PeopleTools 8.52: PeopleSoft | ntegration Broker PeopleBook
PeopleTools 8.52: PeopleSoft | ntegration Broker Administration PeopleBook

Defining Messages

Access the Message Definition page (PeopleTaools, Integration Broker, Integration Setup, M essages, M essage

Definition).
Message Definition Schema
Waring:  Structure references work records. Explanation

Schema Exists: Mo

Message: REG_MAP_EXT_REPLY_M3G [ Part Message

Versiom VERSION_1
™ Exclude Description in Schema

Description: |Sync message for Address I single Level 0 Row
" Include Namespace
™ suppress Empty XML Tags

Comments: |Reply message from ESRI with Map Extents
* Rowset-based
¢ Nonrowset-based
" Container

onwner [D: IGDvernment Base Objects j

Senvice Operation References

View Records Only View Included Fields Only Add Record to Root
Left | Right

[= RBG_MAP_EXT_REPLY_MSG
= & RBC MAP EXT WRK
& v RBCMAPMAXX STR
& « REGMAPMAXY STR
& v RBGMAPMINX STR
& ¢ RBGMAPMINY STR
& M RECMAPSERVICE
Save _ _ Save As

Return to Search

Message Definition page (RBG messages)
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Schema

Schema Exists: Mo

Message: ESRI_ADDRESS_US_MSG I Part Message

Version: VERSION_1

Alias:
Description;  |Transformed Request message
owner I0: Government Base Objects j
Comments:
" Rowset-based
% Nonrowset-based
" Container
Save Save As

Return to Search

Message Definition page (ESRI messages)

Note. The system does not display the Service Operation References and Add Record to Root links on the
Message Definition pages for ESRI messages. Also, the system does not display links to the message record
and message fields on the Message Definition pages for ESRI messages.

These messages are used for the integration:

Message Name Description

RBG_MAP_EXT_REPLY_MSG Reply message from ESRI with map extents.

RBG_MAP_EXT_REQ_MSG Request message from PSFT for map extents.

RBG_MAP_REPLY_MSG Reply message for ESRI with the map.

RBG_MAP_REQ_MSG Request message from PSFT for map.

RBG_SYNC_ADDRESS US MSG Request message from PSFT to get the geocode of an address or
intersection.

RBG_SYNC GEO _CODE _US MSG Reply message from ESRI with the geocode of an address or
intersection.

To re-configure these messages for your business operation, click the link under the Message Name field. The
system displays the M essage Definition page. Use the fields on the pages to make any necessary changes or
add new information.

These messages are used to contain the transformed request or reply messages.
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Message Name

Description

ESRI_ADDRESS_US_MSG

Transformed request message to get the geocode of an address or
intersection.

ESRI_GEO_CODE_US MSG

Transformed reply message with geocode of an address or
intersection.

ESRI_MAP_EXT REPLY_MSG

Transformed reply message from ESRI with map extents.

ESRI_MAP_EXT_REQ MSG

Transformed request message for map extents.

ESRI_MAP_REPLY MSG

Transformed reply message from ESRI with the map.

ESRI_MAP_REQ MSG

Transformed request message for map.

To re-configure these messages for your business operation, click the link under the Message Name field. The

system displays the Message Definition page. Use the fields on the pages to make any necessary changes or

add new information.

See Also

PeopleTools 8.52: PeopleSoft I ntegration Broker PeopleBook

Defining Routings

Access the Routing Definitions page (PeopleTools, Integration Broker, Integration Setup, Routings, Routing

Definitions).
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.

Routing Hame:

*Senvice Operation:
Version:
*Description:

Comments:

*Sender Node:
*Receiver Node:
Operation Type:

Object Owner ID:

*Log Detail:
Save

Farameters Connector Properties Routing Properties
= i
MAP_EXTENTS_ROUTING W Active
IF:EG_I.F.F‘_E;.T_REE_I.15'3 " system Generated
[VERSION_1
|ESRI EXTENT ROUTING Graphical View
Routing for ESRI Extents
|PSFT_CR
[ESRI
Synchronous ™ user Exception
Government Base Objects j
Header and Detail j

Routing Definitions page

Before you access this page, enter Map in the Routing Name field and click Search. These routings appear as

search results:
Routing Name Description
MAP_EXTENTS ROUTING Routing for Service Map Extents.

MAP_GEOCODE_ROUTING

Routing for geocoding an address or intersection

MAP_ROUTING

Routing for getting a Map.

To re-configure these routings for your business operation, click the link under the Routing Name field. The
system displays the Routing Definitions page. Use the fields on the pages to make any necessary changes or

add new information.

Defining Connectors

128

Access the Connector Properties page (PeopleTools, Integration Broker, Integration Setup, Routings,

Connector Properties).
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Routing Definitions Farameters Connector Properties Routing Properties

Routing Hame: MAF_EXTEMTS_ROUTING
Service Operation: REG_MAP_EXT_RECQ_MSG
Service Operation Version: VERSIOM_1
Gateway ID: ||—':' CAL @
Connector 1Dz |HT|—F'T’E‘“RGET @,

Pr [1V] Pr: Name Value

HEADER sendUncompressed |"r Q; |£| |:—|

HTTPPROPERTY Method |POST @ [+ [=]

FRIMARYURL URL |http:ﬁ~:ESF€|_SERUER_N%.ME}ISEWIEC{, [+]1[=]
Save

Connector Properties page

Access the Connector Properties page for each of these routings:

Routing Name Description
MAP_EXTENTS ROUTING Routing for ESRI extents.
MAP_GEOCODE_ROUTING Geocode routing for map.
MAP_ROUTING ESRI routing for map.

To re-configure the connector properties for these routings, use the fields on the pages to make any necessary
changes or add new information.
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PRIMARYURL Use the examples below to enter aURL in the PRIMARY URL field:
« MAP_EXTENTS ROUTING

http://< ESRI-SERVER
NAME>/serviet/com.esri.esrimap.Esrimap?ServiceName= SFBusiness

+ MAP_GEOCODE_ROUTING

http://<ESRI-SERVER
NAME> .peoplesoft.com: 7001/ser viet/com.esri.esrimap.Esrimap?Servic
eName= SFBusiness& CustomService= Geocode

+ MAP_ROUTING

http://< ESRI-SERVER
NAME>/serviet/com.esri.esrimap.Esrimap?ServiceName= S-Business

Note. Y ou must substitute your map service for the ServiceName parameter
and the name of your server for <ESRI-SERVER NAME>.

Defining Transformations

Access the Parameters page (PeopleTools, Integration Broker, Integration Setup, Routings, Parameters).

Routing Definitions Connector Properties Routing Properties

Routing Name: MAP_EXTENTS_ROUTIMNG
Service Operation: RBG_MAF_EXT_REQ_MSG
Senvice Operation Version: VERSION_1
Sender Node: CO10RAA
Receiver Node: ESRI
Type: Inbound Response
External Alias: |FEEIG_M&F'_EKT_REG_MSG.‘JERSIONJ
Alias References
Message Ver into Transform 1: | Q‘a
Transform Program 1: |REG—|EKT—KSL Qﬁ
Transform Program 2: | Qﬁ
Message.Ver out of Transforms: |REIG_MAF'_EKT_REF'LY_MSG.VERSION_1 @,

Parameters page (1 of 2)
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Type:

External Alias:

Message Ver into Transform 1:

Transform Program 1;

Transform Program 2;
Message Ver out of Transforms:

Save

Alias References

Cuthound Request
RBG_MAF_EXT_REQ_MSGEVERSION_1

WS Security

RBG_OEXT_XSL

ESRI_MAFP_EXT_REQ_MSGVERSION_1

]

a

Parameters page (2 of 2)

Access the Parameters page for each of these routings:

Routing Name Description

Outbound Request
Transform Program 1

Inbound Request
Transform Program 1

MAP_EXTENTS RO | Routing for Map extents. RBG_OEXT_XSL RBG_IEXT_XSL
UTING

MAP_GEOCODE R | Routing for Address RBG_ADDR _XSL RBG_GEO_XSL
OUTING geocoding

MAP_ROUTING Routing for Map RBG_OMAP_XSL RBG_IMAP_XSL

To re-configure the transformations for these routings, use the fields on the pages to make any necessary

changes or add new information.

Defining Services

Access the Services page (PeopleTools, Integration Broker, Integration Setup, Services, Services).
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Services
Service: REG_MAP_EXT_RECQ_MSG
*Description: Request message for Map Extent
Comments: Transformed Request message from PSFT fro
Map Extents

Service Alias: |

Object Owner ID: |GnuernmentElase Objects j
*Namespace: |http:m.ru'mnnr.nra cle.com/enterprise/crm
Link Existing Operations View WSDL

Service Operation; |
Operation Type: | | Add
Existing Operations Customize | Find | View 20| B 3 mae B g ope 1 Lo

Mes=age Links =k

Operation.Default Version Description Active Operation Type

FBG MAP EXT REQ MSGVERSIOMN 1 Requestmessage for Map Extent ¥ Synch I:—l

Save

Services page
These services are used for the integration:
Service Description
RBG_MAP _EXT _REQ MSG Service to get the extents of aMap Service.
RBG_MAP _REQ MSG Serviceto get aMap.
RBG_SYNC _ADDRESS US MSG Service to get the geocode of an address or intersection.

To re-configure these services for your business operation, click the link under the Service field. The system
displays the Service page. Use the fields on the pages to make any necessary changes or add new information.

Note. Y ou must change the URL in the Namespace field so it coincides with your business for both the RBG
and ESRI messages.
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Defining Service Operations

Access the Find Service Operation page (PeopleTools, Integration Broker, Integration Setup, Service
Operations, Find Service Operation).

\ [ Add Service Operation
Senvice: RBG @,
Service Operation; Oa
Operation Type; ﬂ
Operation Alias: Oa
Search
= 4] b ]
Service Service Operation Operation Type Operation Alias
RBG_MAF_EXT_REQ_MSG REG MAF EXT REQ MSG Synchronous
RBG_MAF_REQ_MSG REG MAFP REQ MSG Synchronous
RBG_SYNC_ADDRESS_US_MSG RBEG SYMNC ADDRESS US MSG | Synchronous

Find Service Operation page

Enter RBG in the Servicefield, and click Search. These services appear as search results:

Service Service Operation Operation Type
RBG_MAP_EXT_REQ _MSG RBG_MAP_EXT_REQ _MSG Synchronous
RBG_MAP_REQ _MSG RBG_MAP_REQ _MSG Synchronous

RBG_SYNC_ADDRESS US MSG | RBG_SYNC_ADDRESS US MSG | Synchronous

Click the link under the Service Operation field and then click the Routings tab to view the routing definitions
associated with the service operation.

Reviewing Routing Definitions for Service Operations

Access the Routings page (Click the Service Operation link on the Find Service Operation page. Then click
Routings.).
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General Handlers
Service Operation: RBG_MAFP_EXT_REQ_MSG
Default Version: VERSION_1

[ User Exception

exception status on the actual routing will be used.

Routing Name: Add
H
Selected Name Version Operation Type Sender Hode Receiver Node Direction Status Results
r MAP EXTENTS ROUTING VERSION_1 Synch CO10RAA ESRI Outbound Active Success
Inactivate Selected Routings Activate Selected Routings

Note: This user exception status is applicable only if an outbound routing cannot be determined. If a valid outbound routing can be determined then the user

Routings page

Setting Up Integration Flags

Three integration flags must be selected for the ESRI integration to work effectively. To implement ESRI,

select integration flags for the geocode, map extent, and map integrations.

This section discusses how to:

» Select the geocode integration flag.

» Select the map extent and map integration flags.

Pages Used to Set Up Integration Flags

General Options,
Installation Options

Page Name Definition Name Navigation Usage
Installation Options RB_INSTALLATION Set Up CRM, Install, Select the flag for geocode
Installation Options, integration.

Rules, Map Services, Map
Services

Map Services RBG_MAP_HDR_PG Set Up CRM, Common Select the flags for map
Definitions, Integration extent and map integration.

Selecting the Geocode Integration Flag

Access the Installation Options - General Options page (Set Up CRM, Install, Installation Options, General

Options, Installation Options).
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General Options
Country|[USA @, |jnited States

Exchange Rate Type [CRRNT @, Current Rate

MarkethInbaI |
Agreement Renewal Lead Time |9[J Days
[ collector/Credit Analyst Req. ¥ 360-Degree Search Context

V Geo Code Integration

Installation Options - General Options page

Select the Geo Code Integration check box.

Note. After you save the page, you must clear the cache and reboot the application server.

Selecting the Map Extent and Map Integration Flags

Access the Map Services page (Set Up CRM, Common Definitions, Integration Rules, Map Services, Map
Services).

EREW -0 Query Definition |

Vendor Information

Market Global ¥ Enable Map Extent Integration
GIS Vendor NamelESF{I ¥ Enable Map Integration
Description |Map Service definition to integrate iEd]

PeopleSoft CRM and ESRI - ArcIMS.

fisw All  First 4] 1of1 ¥
¥ Active Map Service E|

Map Service |SFBusi ness

v -
Description (Bl ¥ Default Map Service

Request Message [REG_MAP_EXT_REQ_MSG @,

 Get Map Service Extents

Map Minimum X -122.51340000000000000000  Map Minimum Y 37.70520000000000000000
Map Maximum X -122.30313928571400000000 Map Maximum Y 37.83250000000000000000
Modified 04/09/2004 9:39AM PDT GOVADMIN

Map Services page

Select the Enable Map Extent Integration and Enable Map Integration check boxes.
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Pages Used to Set Up ESRI Integration

Setting Up Map Services

136

To set up ESRI Integration, use the Map Setup (RBG_MAP_SETUP) component.

Y ou must define the ESRI map services to which you subscribe. Y ou can define one or more map servicesto
be used in PeopleSoft CRM. The map services that you define appear as options on the case and service order
components. On the Query Definition page, you define the components that support map-related queries.

This section discusses how to:

»  Set up map services.

»  Set up query definition.

Page Name

Definition Name

Navigation

Usage

Map Services

RBG_MAP_HDR_PG

Set Up CRM, Common
Definitions, Integration
Rules, Map Services, Map
Services

Define the GIS vendor and
the map services that you
are using.

Query Definition

RBG_MAP_QRY_PG

Set Up CRM, Common
Definitions, Integration
Rules, Map Services, Query
Definition

Define the components used
for map-related queries. As
delivered, map-related
gueries are enabled for case
and service order.

Access the Map Services page (Set Up CRM, Common Definitions, Integration Rules, Map Services, Map

Services).

Note. The previous section includes an example of the Map Services page.

Market

GlSVendor Name
(geographical information
system vendor name)

Description

Enable Map Extent
Integration

Displays market defaults from the search page.

Enter the name of the GIS vendor.

Enter a description of the service defined on this page.

Select to enable map extent integration. Map extent information determines
the boundaries for zooms and pans. Y ou must select this check box to
enabl e the Get Map Service Extents button in the Services group box.
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Enable Map Integration

Services

Map Service

Description

Request Message
Active Map Service
Default Map Service

Get Map Service Extents

Map Minimum X (minimum
X coordinate), Map Maximum
X (maximum X coordinate),
Map Minimum Y (minimum
Y coordinate), and Map
Maximum Y (maximum 'Y
coordinate)

Setting Up ESRI Integration

Select to enable the publishing of maps to the PeopleSoft CRM system.

Enter each map service that isto be used. The user can select the
appropriate map service from the Map Dashboard search. Map services are
set up on the ESRI site.

Enter a description of the map service.

Enter the message to be sent to ESRI to request the service.
Select to make the map service active.

Select to use the map service as the default.

Click to get the extents for the map service that you are defining. This sends
arequest to ESRI for the map service extent data and popul ates the map
extent information on the page. The Get Map Service Extents button only
worksif you have selected Enable Map Extent Integration.

After you request the map service extents, the system populates the
minimums and maximums for the X and Y coordinates. This data
establishes the boundaries for zooms and pans. Latitude and longitude
appears in degrees.

Setting Up Query Definition

Access the Query Definition page (Set Up CRM, Common Definitions, Integration Rules, Map Services,

Query Definition).
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/ﬂapSem'oes N Query Definition

[ T Ty

GIS Vendor Name ESRI

Market Global

Query Information

Component Information

*Query Name |C-‘-°«5E

Find | Wiew All

¥ Active Query

First

1of2 n Last

[#[=]

*Component Interface [RC_CASE_CI @, ¥ Default Query
*Component ::mz|RC_CA5E @,
*Base Record |REG_CASE_GEQ_VW @

Copy Fields Customize | Find | vizw 211 | B First B 1150F15 13 Last
From Record From Field To Record To Field Active

[rc_casE @, [pusINESS_UNIT |@, [RBG_CASE_GEO_ W@, [BUSINESS_UNIT |[@, v =]
[rc_casE @, [case_D @, [RBG_casE_gEo_W\@, |[cAsE_ID @, - =]
[rc_casE @, [case_TvrE @, [RBG_casE_GeEo_ W@, |CASE TYPE @, Il =]
[rc_case 2, [crREATION_DATE @, [RBG_CASE GEO_WV@, |CREATION_DATE [ - [+] [=]
[rc_case @, [MARKET @, [RBG_CASE_GEO_WV@, |[MARKET @, - [+] [=]

Query Definition page (1 of 2)

|Rc_case @, |[Rc_cATEGORY |9, |RBG_CASE_GEO_W@, |[RC_CATEGORY @ I =]
|rc_case @, [rRc_pETAIL @, [rBG_casE cGEO_WW@, |[RC_DETAIL 3@ v =]
|rc_case @, [RC_PRIORITY @, [rBG_cAsE_GEO_W\@, |RC_PRIORITY Q@ r =]
[Rc_case @, [rRc_sTATUS @, [rRBG_caseE GEO_W®, [RC_STATUS @, r =]
|rc_case @, [rc_summary @, [RBG_CASE_GEO_W\, [RC_SUMMARY Q@ - =]
|Rc_case 2, [Rc_TveE 2, |RBG_CASE_GEO_W\Z, [RC_TYPE @ r =]
[DERIVED_RD_GUI @, |cITY @, [rBG_INCI_ADD_WWE, [cITY ey - =]
[DERIVED_RD_GUT |9 [COUNTRY @, [RBG_INCI_ADD_WWE, [COUNTRY Gy r =]
[DERIVED_RD_GUT  [@,  [POSTAL @, [rBG_INCI_ADD_wWE, [POSTAL 3@, v =]
|[DERIVED_RD_GUI @, [STATE @, [rBG_INCI_ADD_WWE, |STATE Q@ r =]
Modified 04/18/2004 9:17AM PDT GOVADMIN

* Required Field

Query Definition page (1 of 2)

Query Name

Dashboard search page.

Component Interface Name

Enter aname for the query. The query name is selected on the Map

Enter the component interface that provides access to the component.
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Component Name Enter the name of the component on which you want to perform the query.
PeopleSoft CRM is delivered set up to query on cases and service orders.

Base Record Enter the name of the base record for the component.
Active Query Select to enable the query definition.

Default Query Select to use this query as the default.

Copy Fields

In the Copy Fields group box, define the fields that you want to appear in the case or service order-related
information grid that appears under the map on the Map Dashboard page. For example, in a service order-
related query, you may want to display the business unit, service order ID, consumer name, city, postal code,
state, service order status, and service order priority. Each of these rows corresponds to a point shown on the

map.
From Record Select the record name from which to retrieve the data.
From Field Select the field name from which to retrieve the data.
To Record Select the record name in the destination table.
ToField Select the field name in the destination table.

Active Select to enable the copying of the specified fields.

Accessing the Map Dashboard

Using the Map Dashboard search page, you can create customized searchesto display the data. You can
access the Map Dashboard search page from the agent view, navigation bar, Case page, or Service Order

page.

This section discusses how to access the Map Dashboard.

Pages Used to Access the Map Dashboard

Page Name Definition Name Navigation Usage
Map Dashboard - Query RBG_VIEW_MAP_PG From the left navigation, Define the criteriafor the
click the Map Dashboard search. You can search on
link on the menu. one or more fields to define
the results.
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Page Name Definition Name Navigation Usage

Map Dashboard - Map RBG_VIEW_MAP_PG +  Onthe Case page, click | Click the button on the Case

the Map Dashboard page or the link on the

button on the toolbar. | Service Order page to go

directly to the Map

e OntheServiceOrder | Dashboard. The system
page, click the Map carriesforward all of the
Dashboard link. values that you defined in

the Query Definition setup.

Accessing the Map Dashboard

Access the Map Dashboard - Query page (from the |eft navigation, click the Map Dashboard link on the
menu).

Map Dashboard

*Search | CASE

Lef L«

Map Service | SFBusiness

Map Dashboard - Query page (1 of 2)
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Use Saved Search |

Map It Clear

[~

8 Save Search Criteria EI Delete Saved Search @Pers:unalize Search

Business Unitl =

Case I[II|=

Customer Name I =

Contact Name|=

Date Created I =

Problem Summaryl begins with

Case Status | =

Case Tvpe|=

Case Priurityl =

Eategury|=

Specialty Tvpe|=

Detail | =

Postal Eudelbegins with

Euuntryl =

Map It Clear

=l | @
=l |
=l a
=l a
= | !
=l |
= @
=l | @
=l | @
= @
=l | @
=l | @
Citylbegins with LI |
State | begins with =] |
=l |
=l @

ﬁSave Search Criteria '@ Delete Saved Search .@.Pers:unalize Search

Map Dashboard - Query page (2 of 2)

Note. Users must specify a business unit, setlD, and market on the Overall Preferences page under Set Up
CRM, Security, User Preferences in order to access the map dashboard.

Search

Map Service

Use Saved Sear ch
Map It
Save Search Criteria

Per sonalize Sear ch

Select Case or Service Order.

The map service appears by default to the map that you defined on the Map
Definition page. Y ou can select from alist of available map services. The
map services are configured on the ESRI site.

Select a saved search from the list.
Click the Map It button to submit the search and generate the map.
Click the link to save the search criteria.

Click thelink to display alist of search fields. Y ou can select the fields that
will appear on the search page.
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Viewing the Map Dashboard
The Map Dashboard presents a graphical and tabular representation of the search results.
This section discusses how to:
« View the Map Dashboard.
» View case-related information on the Map Dashboard.
» View service order-related information on the Map Dashboard.
Pages Used to View the Map Dashboard
Page Name Definition Name Navigation Usage
Map Dashboard - Map RBG_VIEW_MAP_PG Click Map It on the Map Use this page to view the
Dashboard - Query page. map and tabular data
generated by the search.

Viewing the Map Dashboard

142

Access the Map Dashboard - Map page (on the Case page, click the Map Dashboard button on the toolbar).
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= Map

Map Dashboard - Map page

Use the directional arrows and zoom in and zoom out buttons to navigate to the areas on the map that you
want to view.

Viewing Case-Related Information on the Map Dashboard

Access the Map Dashboard - Cases page (from the left navigation, click Map Dashboard, then select Casein
the Search field of the Query section of the page to search for Cases).

The Cases grid displays details of the case-related information that appears on the map. Click the Case ID
link to navigate to the case details.

Viewing Service Order-Related Information on the Map Dashboard

Access the Map Dashboard - Service Orders page (from the left navigation, click Map Dashboard, then select
Service Order in the Search field of the Query section of the page to search for Service Orders).

The Service Orders grid displays details of the service order-related information that appears on the map.
Click the Service Order ID link to navigate to the service order details.

Viewing Geocode Errors

If the ESRI system cannot return a valid geocode for the address that is published, the system create an error
log.
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This section discusses how to view geocode errors.

Page Used to View Geocode Errors

Chapter 6

Page Name Definition Name

Navigation Usage

Geocode Error Log CM_GEO_ERR_LOG_PG

View addresses that do not
generate valid geocodes.

Customers CRM, Geocode
Error Log, Geocode Error
Log

Viewing Geocode Errors

144

Access the Geocode Error Log page (Customers CRM, Geocode Error Log, Geocode Error Log).

Geocode Error Log

CM ID 160537361041040311094374023084
Address Type Address
Address Line 1 3454 Owens drive
Address Line 2
Date Created 04/05/2004 7:07PM

Description

Modified 04/05/2004 7:07PM PDT FSEM

Status
City Dublin
State Ca
Country USA

Created By PSEM

Geocode Error Log page

This page displays addresses that do not generate valid geocodes.
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PeopleSoft CRM Solution Management

Reports

This appendix provides an overview of PeopleSoft CRM Solution Management reports and enables you to
view asummary table of al reports.

Note. For samples of these reports, see the Portable Document Format (PDF) files that are published with

your online documentation.

See Also

PeopleTools 8.52: PeopleSoft Process Scheduler PeopleBook

PeopleTools 8.52: PeopleSoft Applications User's Guide

PeopleSoft CRM Solution Management Reports: Ato Z

This tables lists the two solution management reports that are shared by PeopleSoft Support, PeopleSoft
HelpDesk, and PeopleSoft Integrated FieldService.

Solutions Usage

created during the specified
date range. For each
solution, the report shows
the solution usage count,
solved count, and success
rate.

Usage

Report ID and Report Description Navigation Run Control Page
Name
RCC2012 This report lists solutions Solutions, Reports, RUN_RCC2012
. that were used in cases Solutions Usage, Solutions
Solution Usage
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Top Ten Solutions By Product

146

Appendix A

Report ID and Report
Name

Description

Navigation

Run Control Page

RCC2014

Top Ten Solutions By
Product

For each included product,
thisreport liststhe ten
solutions that most often
resolved cases that were
created during the specified
date range.

For each solution, the report
shows the number of cases
solved for that product.

Solutions, Reports, Top Ten
Solutions By Product, Top
Ten Solutions By Product

RUN_RCC2014
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A

address geocoding 115

Agreement Options 90

application engine (AE) program
updating related solutions 31
updating solution usage counts 32

application fundamentals ix

attempted solution grids 43

automation and configuration tools x

B

BAT files 25
Billing and Pricing Options 90
billing options

call center 97

establishing 91

field service 94

order capture 99
Billing Options page 90
BUS _UNIT_OPT_CA 106
BUS UNIT_RC_BI_SEC 90
BUS_UNIT_RO1 90
BUS UNIT_TBL_CA 106
business object management x
Business Unit Billing Details 90
business units, mapping between contracts and

GL 92

C

CA_ACCT_CRM 106
CA_STATUS PNL 106
Case Related Actions page - Solution 21
cases

attempted solutions 42

related to solutions 26

viewing information on Map Dashboard 143
CM_GEO_ERR_LOG_PG 144
Connector Properties page 123
connectors, defining 128
Contracts Definition - BU Definition 106
Contracts Definition - BU Options 106
Contract Status 106
CRM Accounting Rules 106

D

Default Solution Template page 10, 12
defects 41
Defining Connectors page 128
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E

emailing solutions 60
enterprise integration point (EIP)
geocode retrieval 119
map generation 122
map service information 120
Reply Message Definition 119, 121, 122
Request Message Definition 119, 121, 122
Environmental Systems Research Institute (ESRI)
defining connectors 128
defining messages 125
defining routings 127
defining service operations 133
defining services 131
defining the ESRI node 124
defining transformations 130
integration, setting up 122
processes, types of 117
reviewing routings 133
setting up integration 136
setting up map definition 136
setting up query definition 137
turning on the geocode integration flag 134
turning on the map extent and map
integration flags 135
understanding integration 116
errors, related to solutions 26
ESRI
See Environmental Systems Research Institute
(ESRI)
external content
how it works 52
external content searching 52

F

FAQ page 57

FAQs (frequently asked questions) 12, 25, 50
Find Service Operation page 123, 133
frequently used solutions 51, 58

G

geocode addresses

reply process flow 119

request process flow 117

understanding 117
Geocode Error Log page 144
geocode errors, viewing 143
geocode integration flag, turning on 134
Geographical Information Systems (GIS) 115
GI'S See Geographical Information Systems (GIS)
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H

history of solutions 9
History page - Solution 22, 30

IB_MESSAGE_BUILDER 123

IB_NODE 123

IB_OPERATION 123

IB_ROUTINGDEFN 123

IB_ROUTINGDEFNCON 123

IB_ROUTINGDEFNDOC 123

IB_SERVICEDEFN 123

IB_SERVICERTNGS 124

INSTALLATION_FS 105

Installation Options - Installed Products 105

Installation Options page 134

Integration Broker, setting up for ESRI integration
116

integration flags, setting up 134

L

Libraries page - Solution 21, 25
library 58
link solution products 33

M

map dashboard
accessing 139
viewing 142
Map Dashboard - Map page 140, 142
Map Dashboard - Map Search Criteria page 140
Map Dashboard - Query page 139
map extent integration flag, turning on 135
map generation 121
process flow for reply 122
process flow for request 121
map integration flag, turning on 135
map service information 119
process flow for reply 120
process flow for request 120
map services, setting up 136
Map Services page 134, 135, 136
Merge Similar Solutions - Search Results page
35, 36
Merge Similar Solutions - Select Master Solution
page 35, 37
Merge Similar Solutions page 34, 35
Message Definition page 123, 125
messages, defining 125
multiple resolutions 42

N

new solution

creation 51

entering 60
Node Definitions page 123, 124
nodes, defining 124
Notes page - Solution 21, 25

O

Order Capture Definition - Internal 90
Outbound Email page 60
Outbound Notification page 54

P

Parameters page 123, 130
pricing options, establishing 91
products, related to solutions 26

Q

query definition, setting up 137
Query Definition page 136, 137

R

RB_INSTALLATION 134
RB_INTEGRATION 90
RB_SOLUTION_SEARCH 35
RBG_MAP_HDR_PG 136
RBG_MAP_QRY_PG 136
RBG_VIEW_MAP_PG 139, 140, 142
RC_CASE_RSLN_NOTE 54
RC_CASE_SOL_SUM 54
RC_CASE_SOLN 54
RC_FIND_SIMLR_SOLN 34
RC_FIND_SSOLN_RSLT 35
RC_FND_SELECTMASTR 35
RC_SOLN_DETAILS?21
RC_SOLN_HISTORY 22
RC_SOLN_LIB_SECUR 10
RC_SOLN_LIB_SETUP 10
RC_SOLN_LIBRARY 21
RC_SOLN_NOTES 21
RC_SOLN_REL_TYPE 10
RC_SOLN_RUN_CNTL 32
RC_SOLN_SIMILAR 21
RC_SOLN_SUMMARY 22, 54
RC_SOLN_TEMPLATE 10
RC_SOLREL_TYPE_SEC 22
RC_SRCH_GRP_SETUP 10
related actions

business projects 29

category/type/detail 28

errors 28

issues 27

products 28

service orders 29

solutions 27
Related Actions page - Solution 26
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Relate Existing Solution page 22, 29
Reply Message Definition
geocode for the requested address 119
Min/Max X/Y coordinates of the service map
121
URL to the generated image map 122
Reports 145
Request Message Definition
address information 119
service map information 121
service map information and list of geocodes
to be displayed 122
resolution
metrics, solved count 20
metrics, usage count 20
metrics, usage count by category / type/
detail 20
metrics, usage count by error 20
metrics, usage count by product 20
notes and attachments 66
process 41, 45
Resolution Details page 54, 62
Resolution Notes page 54, 66
resolved cases 41
RF_AGR_OPTIONS 90
RF_BU_BILL_OPTIONS 90
RF_SO_SOL_SUM 54
RF_SO_SOLN 54
RF_TAX_PARAM 91, 109
RF_TIME_TYPE 90
routing
defining 127
definition, reviewing 133
Routing Definitions page 123, 127
Routings page 124, 133
RQ_DEFECT_SOL_LNK254
RQ_DFCT_SOL_SUM 54

S

sales and use tax
expenses 111
labor 111
materials 110
service 110
setting up third-party vendors 107
support 111
score 31
search domains 39
Search Group Setup page 10
Security page 13
service operations, defining 133
service orders 41
related to solutions 26
viewing information on Map Dashboard 143
Services 123
Services page 131
Solution - Frequently Used Solutions page 58
Solution - Search page 54
solution libraries
FAQ libraries 8
security 48
Solution Library page 10, 12
Solution Library Security page 10, 13
Solution page 21, 22
Solution page (inquiry) 22
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and FAQs 12, 25
attempting solutions 47
call center-specific characteristics 17, 18
creating 17, 21
creating links 33
creating relationships 31
deactivating 17, 18
defining 22
defining default solution templates 12
defining record-based search index templates
16
defining relationships 11
defining security 13
defining solution libraries 12
emailing 60
expired 18
external content 64
frequently used 20, 26
history tracking 9, 16
independent text solutions 17
merging similar 17, 34
new 60
quality management 19
relating 29
relationships among 7
relationships to cases, products, and errors 26
resolution metrics 20
searches 49
searching 54
searching for similar solutions 35
setting up 7
solution libraries 7, 25
statuses 42
templates 8
tracking attempted solutions 46
tracking notes and attachments 25
tracking usage 20, 32
understanding 17
usein CRM applications 18
using 41
using for service orders 18
using independent text solutions 43
viewing history 30
Solutions page 54
Solutions Search page 37
Solution Usage Report 145
solved count 20
special characters, searching solutions 41
statuses for resolution 44

T

Tax Parameter Definitions 91, 109

time types 93

Time Types 90

Top Ten Solutions By Product 146

Transaction Billing Processor
accounting rules 79
agreements and entitlements 70
agreement statuses 71
billing and contracts functionality 70
billing plans, transactional 87
contract header 83
contracts interface tables 86
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cost category definitions 73

CRM transactions 73

delivered EIPs 80

fields populated 82

financial profiles of customer 80

item definition price types 77

on demand billing setup 103

on demand contract creation and processing

103

on demand error handling 105

on demand integration points 104

pricing definitions 74

reason codes 75

service order reports 78

setting up 69, 105

setting up integrations 89

tax calculations 75

tax parameters 86

workforce synchronization 77
transformations, defining 130

U

Update Related Solutions page 31
Update Related Solutions process
(RC_RELA_SOL) 31
Update Solution Usage Counts page 32
Update Solution Usage Counts process
(RC_SOLN_USAGQG) 32
usage count
by category / type/ detail 20
by error 20
by product 20
description 20
updating 32

W

web services, defining 131
word variations 38
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