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PREFACE

About This Guide

This guide provides detailed instructions and supporting information for installing and configuring Oracle
Knowledge iConnect for Siebel Contact Center for use with an Oracle Knowledge application. This guide is
intended for application developers and systems administrators who need to plan for and perform integration of
iConnect for Siebel Contact Center with an Oracle Knowledge application and a supported Siebel CRM
application.

This preface includes information on:
* “In This Guide” - The general organization of this guide.
« “Screen and Text Representations”
» “References to Web Content”

« “Examples of Product Screens and Text”

In This Guide

The Oracle Knowledge iConnect for Siebel Contact Center Integration Guide is divided into the following
sections:

Chapter 1, Oracle Knowledge This chapter describes Oracle Knowledge iConnect for Siebel Contact Center

iConnect for Siebel Contact Center installation, installed directories and files, product components, and the inte-
gration process.

Chapter 2, Deploying iConnectin a  This chapter describes how to import and deploy the iConnect components

Siebel Environment into the Siebel environment using Siebel Tools.

Chapter 3, Configuring Content This chapter describes how to configure the iConnect components that make
Integration Oracle Knowledge application available to the Siebel application.

Chapter 4, Configuring Data This chapter describes how to configure the data transfer between the Oracle
Integration Knowledge application and the Siebel application.

Chapter 5, Configuring the iConnect This chapter describes how to adjust the height of the search results frame
Integrated User Interface within the Siebel application.

Appendix A, Deploying Intelligent This appendix discusses the Content Converter Style Sheet, the Runtime
Search for Siebel Event, and the Web Services.

Appendix B, Configuring Oracle This appendix discusses the Siebel Content Acquisition and Presentation and
Knowledge Content Processing provides information on configuring a Siebel crawler.

Screen and Text Representations

The product screens, screen text, and file contents depicted in the documentation are examples. This guide
attempts to convey the product’s appearance and functionality as accurately as possible. Application screen
content is compared for overall accuracy with screen shots in the guide prior to release. Updates are made
where necessary. However, the actual product contents and displays might differ from the published examples.
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2 REFERENCES TO WEB CONTENT

References to Web Content

For your convenience, this guide refers to Uniform Resource Locators (URLS) for resources published on the
World Wide Web, when appropriate. We attempt to provide accurate information; however, these resources
are controlled by their respective owners and are therefore subject to change at any time.

Examples of Product Screens and Text

The product screens, screen text, and file contents depicted in the documentation are examples. We attempt
to convey the product's appearance and functionality as accurately as possible; however, the actual product
contents and displays may differ from the published examples.

Operating System Variations in Examples and Procedures

We generally use Linux screen displays and naming conventions in our examples and procedures. We include
other operating system-specific procedures or steps as noted in section headings, or within topics, as
appropriate.

We present command syntax, program output, and screen displays:
* in Linux format first
« in other Unix-specific variants only when necessary for proper operation or to clarify functional differences

 in Windows format only when necessary for clarity

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



CHAPTER 1

Oracle Knowledge iConnect for
Siebel Contact Center

The Oracle Knowledge iConnect for Siebel Contact Center provides a complete intelligent search interface that
enables contact center agents to quickly and easily find accurate answers to customer inquiries from within
their Siebel dashboard.

iConnect for Siebel Contact Center leverages Oracle Knowledge’s patented Intelligent Search technology to
find exact answers to inquiries based on their meaning, and to search unstructured content, structured data
sources and transactional business applications in parallel. The Oracle Knowledge technology can
automatically incorporate customer context, call context, and CRM contextual information in the search for
answers to customer inquiries.

iConnect for Siebel Contact Center user interface is embedded within the CRM desktop, designed to maximize
agent productivity and minimize keystrokes, improving call resolution rates. The answers are more than just
mere links to source content; they also include relevant excerpts that have a high probability of answering the
inquiry based on their intent.

iConnect for Siebel Contact Center significantly streamlines the call wrap-up process by automatically
providing embedded links to associate the right enterprise knowledge with each service request resolution
task.

Integration Requirements and Supported Applications

The following table lists the requirements and supported applications for the iConnect for Siebel Contact
Center for Oracle Knowledge integration:

Oracle Knowledge Requirements Supported Siebel Products
The following Oracle Knowledge products are One of the following supported Siebel products:
required: « Siebel Call Center 7.8
« Complete and configured Oracle Knowledge | « Siebel Call Center 8.1
8.5, or higher, installation « Siebel Call Center 8.2.2
« iConnect for Siebel Contact Center 8.5

Siebel integration with Oracle Knowledge requires a complete and configured Oracle Knowledge installation,
as well as the installed and deployed iConnect for Siebel Contact Center software components.

You must access Siebel Tools to import the Siebel Import Files (.sif) containing the Oracle Knowledge-supplied
Siebel components, including the Project and Workflow for content access integration, as well as integration
Applets and associated Business Components used for application user interface integration.

See the Oracle Knowledge Platform and Language Requirements for complete information on supported
platforms and databases. The document is available at:

http://www.oracle.com/technetwork/indexes/documentation/knowledge-documentation-
1506742 .html#href=Integration/
The%20Information%20Manager%$20Tag%20Library.19.164 . .html&single=true
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4 THE INTEGRATION PROCESS

Terminology

Throughout this guide, the following terms are used:

Term Description

Siebel Import File (SIF) Refers specifically to the files imported into the Siebel application to activate an integration with

another application and have the .sif file extension.

Note: Oracle Knowledge provides a different version of the .sif file for Siebel 7.8, Siebel
7.8.2, and Siebel 8.x.

Siebel Repository File (SRF) | Refers specifically to the files used by the Siebel repository and have the .srf file extension.

integration files Refers collectively to all of the necessary files to implement the iConnect for Siebel application in
the Siebel CRM environment.

The Integration Process

iConnect for Siebel Contact Center integration requires a complete and configured Oracle Knowledge
installation, as well as a supported Siebel CRM application installation.

You need access to Siebel Tools to import the Siebel Import files (.sif) containing the Oracle Knowledge-
supplied Siebel components.

The iConnect for Siebel Contact Center deployment process consists of the following steps:

» Deploy the iConnect for Siebel Contact Center components in the Siebel environment as described in
Chapter 2, Deploying iConnect in a Siebel Environment

» Configure content integration as described in Chapter 3, Configuring Content Integration
» Configure data integration as described in Chapter 4, Configuring Data Integration

» Edit the Siebel user interface as described in Chapter 5, Configuring the iConnect Integrated User
Interface

IConnect for Siebel Contact Center Installation Directories

The iConnect for Siebel Contact Center installation creates the following directory structure in Windows:

Siebel 7.8 Siebel 8.1 and 8.2

\Ccca \cca

\DataMaps \DataMaps

\SIF \SIF

\WebService \WebService

\WebTemplate \WebTemplate

\Workflows \Wsd1?!

\Wsdl?t \CRAWLER
\CRAWLER \DataMaps

\DataMaps \RunTimeEvents

\RunTimeEvents \SIF

\SIF \WebService

\WebService \Wsd1l!

\Workflows®

\Wsdl?!
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ICONNECT FOR SIEBEL CONTACT CENTER

The following tables describe the installation directories and files for iConnect for Siebel Contact Center.

The Siebel directory contains the following sub-directories and files:

Directory

Description

CCA This directory contains the iConnect for Siebel Contact Center components.

CRAWLER This directory contains the iConnect for Siebel Contact Center crawler components. See Appendix B,

“Configuring Oracle Knowledge Content Processing.” for more information on the Siebel crawler.

The CCA directory contains the following iConnect for Siebel Contact Center directories and files:

Directory Description
DataMaps This directory contains two files which are used in the data integration process:
InQuiraLinkUnlinkSRDM.XML
InQuiraSRLinkedAnswersDM.XML
SIF? This directory contains the Siebel Import File for the iConnect for Siebel Contact Center:
InQuiraProject.sif
You import this file into the Siebel environment during the deployment process.
WebService This directory contains the webservices file:

InQuiraSRLinkedAnswers .XML

WebTemplate

This directory contains the Oracle Knowledge search applet, InquiraSearchApplet.swt, for
deployment in the Siebel environment.

Workflows The directory contains the workflows which must be imported into Siebel 7.8:
InQuiraGetSRLinkedAnswers
InQuiralLinkUnlinkAdapter

Wsdl This directory contains the WSDL (Web Services Description Language) files which must be imported

into Siebel 7.8 to link answers.

InQuiraSR_Linked Answers.WSDL
InQuiraSRLinkedAnswers InQuira SR Linked Answers.WSDL.xml

1. Oracle Knowledge provides a different version of the .sif file for Siebel 7.8, Siebel 7.8.2, and Siebel 8.x.

The CRAWLER directory contains the following iConnect for Siebel Contact Center files:

File

Description

DataMaps

This directory contains the datamap file: InQuiraSRDetails.XML

RunTimeEvents

This directory contains the runtime event file: RTE . xm1

SIF? This directory contains the Siebel Integration File, which is imported into the Siebel environment during
the deployment process:
InQuiraCrawlerProject.sif
WebService This directory contains the webservices file:

InQuiraCrawler.XML

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



6 ICONNECT FOR SIEBEL CONTACT CENTER

Workflow This directory contains the packaged workflow processes that you deploy within the Siebel environ-
ment that locate the Integration Objects and write the associated data to XML files for access by the
configured Oracle Knowledge Siebel crawlers.

The following workflow processes are for Siebel 7.8:

InQuiraCleanUpTransCrawlRecord
InQuiraCrawlerFullGet
InQuiraCrawlerGetSRDetails
InQuiraCrawlerPartialGe
InQuiraInsertTransCrawlRecord
InQuiraMainTransCrawlRecord

Wsdl This directory contains the WSDL (Web Services Description Language) files that must be imported
into Siebel 7.8 to use the crawler.

SiebelInQuira Crawler.WSDL
SiebelInQuira InQuiraCrawler.WSDL.xml

1. Oracle Knowledge provides a different version of the .sif file for Siebel 7.8, Siebel 7.8.2, and Siebel 8.x.

IConnect for Siebel Contact Center Components

iConnect for Siebel Contact Center consists of the following components that you deploy within the Siebel
CRM environment:

» Custom Siebel Projects packaged as Siebel Import Files (.sif) that you import and deploy as described in
Chapter 2, Deploying iConnect in a Siebel Environment

» Custom user interface templates (Inquirasearchapplet.swt) as described in “Deploying the Oracle
Knowledge Search Applet Template” on page 15

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



CHAPTER 2

Deploying iIConnect in a Siebel
Environment

iConnect for Siebel Contact Center contains various integration files that you import into the Siebel repository
and configure within the Siebel environment. You use the Siebel Tools application to import the following
integration files:

Integration File Location

InQuiraProject.sif <InQuira home>\archive\siebel\CCA\SIF
InQuiraLinkUnlinkSRDM.xml <InQuira_ home>\archive\siebel\CCA\Datamaps
InQuiraSRLinkedAnswersDM.xml <InQuira_ home>\archive\siebel\CCA\Datamaps
InQuiraSearchApplet.swt <InQuira home>\archive\siebel\CCA\WebTemplate
InQuiraSRLinkedAnswers.xml <InQuira home>\archive\siebel\CCA\WebService
InQuiraGetSRLinkedAnswers <InQuira home>\archive\siebel\CCA\Workflows
InQuiralLinkUnlinkAdapter <InQuira home>\archive\siebel\CCA\Workflows

Note: To deploy iConnect in Siebel 7.8, you must first import the following additional workflows:

* InQuiraCleanUpTransCrawlRecord
* TnQuiraCrawlerFullGet

* TnQuiraCrawlerGetSRDetails

* InQuiraCrawlerPartialGe

* InQuiraInsertTransCrawlRecord

* ITnQuiraMainTransCrawlRecord

To import the iConnect for Siebel Contact Center integration files:

Ensure that your environment is prepared for the import process as described in “Preparing for the
Import Process” on page 8.

Log onto the Siebel Tools application as described in “Accessing the Siebel Tools Application” on page 8.

Set the repository into which you want to install the Siebel Repository Configuration as the current
repository.

Select a project to import the iConnect for Siebel Contact Center SIF files into, as described in “Selecting
the Project for the Import Process” on page 9.

Import the integration files as described in “Importing iConnect for Siebel Contact Center Integration
Files” on page 9 and “Importing the Crawler Integration Files” on page 14.

Important! This chapter describes the import process using the integration file Oracle Knowledge Project
as an example. You must repeat the import process for each integration file.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE"



8 PREPARING FOR THE IMPORT PROCESS

After you have imported the iConnect for Siebel Contact Center SIF files into the selected project, you
complete the deployment process by:

» Modifying the Service Request business component (BC) within Siebel Tools as described in “Modifying
the Business Component (Service Request)” on page 14.

» Deploying the Oracle Knowledge Search Applet template as described in “Deploying the Oracle
Knowledge Search Applet Template” on page 15.

* Activate the table in Siebel as described in “Activating the Table in Siebel” on page 15.
» Compiling the Siebel repository as described in “Compiling the Siebel Repository” on page 17.

» Deploying the updated repository as described in “Deploying the Updated Repository in the Siebel
Environment” on page 25.

Preparing for the Import Process

To prepare for the import process, ensure that the following prerequisites are met in your environment:
* There are no existing projects having the names of the SIF files that you will import in this process.
» The appropriate Siebel repository is set as the current repository.

Important! If a project of the same name as one of the iConnect for Siebel Contact Center integration
files currently exists, you must lock it to ensure that the import process can resolve any object definition
conflicts.

Accessing the Siebel Tools Application

To access the Siebel Tools application, log onto the Siebel Tools application as a user with administrator
privileges, and specify the server connection, as in the following example:

Login Parameter | Value

User ID: | <siebel admin ID>

Password: | <siebel passwords>

Connect: | Server

£
ORACI_E Siebel Customer Relationship Management

Siebel Call Center 8.1

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



9 SELECTING THE PROJECT FOR THE IMPORT

Selecting the Project for the Import Process

The import process prompts you to specify the project into which you will import the iConnect integration files.
You can import the integration files into an existing project, or create a new project. In the examples that follow,
we use an example project named InQuira CCA.

ebel flepository - [Projects]

v
- e
I » s
@ Bumes Obmcl B Ac Tas v Eral Canfquratia
B @ Business Sorvice ADM Aop S I’ e
A EIM Inieface Table |0 AcM Coerespondenceroposal Tamp o e
i-[3] Enthy Prelwsonshio Disgram AOM Sl S k) B
o Luk, B oo vam v rray Tha peaect
fi (B Aos ke Comple v
81 ] s o i v
----- Chod B e comt vhn preng v
Tabls -
3519&. AU Celet 4
G Tk G Bl ACS HOS Dpporturdy TUL ¥
byt (B ~csrmr cawrg i v
-w] Web Page B8] ACS HRT Conlact Quids Create TUL v
Fow) Wb lemalale ALS HRT Crualy Compaign TUL [ ADS HRZ O
T P Wkl Process [ sors oz Cay Camguign T v AL BT C
(] Aces bz P Cresse Porsiollo TUL »
(Bl A0S HRZ PRM Crede Progem TUL 4 Ery

Importing iConnect for Siebel Contact Center Integration
Files

Important! The following section applies to Siebel versions 8.1.1.5 and 8.2.2. If you are using a Siebel
implementation later than version 8.1.1.5, except version 8.2.2, you can skip this step and proceed to
“Modifying the Business Component (Service Request)” on page 14.

This section describes how to import iConnect Siebel integration files into the Siebel environment and
discusses:

e Specifying the Conflict Resolution Method for the Import Process
* Reviewing Conflicts

* Confirming the Import

* Viewing the Import Summary

You import the iConnect for Siebel Contact Center integration (.sif) files into the Siebel environment using the
Siebel Tools application.
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10 IMPORTING ICONNECT FOR SIEBEL CONTACT

To import the Oracle Knowledge project:

1 In the Siebel Tools application, select Import from Archive from the Tools menu:

Compile Projects. .. F7
gampile Selected|Gbjects, ., ChrlHEY
Check Qut, ., F10
Check In... Ckrl+F10
Lock Project Ak
Wnlock Project AlE+HL
Add bo Archive,

Irnport Frann A

Compate Objects »
Search Repository, .
Yalidate Object, ..

Upgrade ¥
Ltilities »

You may see the following message:

Siebel [ <]

@ This operation should only be perfarmed while connected ko yvour local database.

‘Whould vou like ko continue anyway?

2 Click Yes to continue.
Siebel Tools displays the Select Archive to Import dialog:

Select Archive to Import HE
Look irc | 3 SIFs x| « @k E-

Inguira Project, sif
5_SRY_REQ_#M.sif
Service Request,sif

Filz narne: Open

Cancel

I

Files of bype: ISiebeI Archive files [ zif)

3 Inthe file browser, navigate to the following directory:
<InQuira homes>\archive\siebel\CCA\SIF

Note: Oracle Knowledge provides a different version of the .sif file for Siebel 7.8, Siebel 7.8.2, and
Siebel 8.x .
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11 IMPORTING ICONNECT FOR SIEBEL CONTACT

4 Select the first integration file in the list, INnQuiraProject.sif.

5 Click Open.
Siebel Tools displays the Import Wizard.

Specifying the Conflict Resolution Method for the Import Process

The Siebel Tools Import Wizard displays a preview screen that:
¢ Lists the objects in the selected archive
*  Prompts you to specify conflict resolution method for any objects that currently exist in the repository

Import Wizard - Preview

InCuira Service Request Answers Applet  [nQuira 04/23/2009 18:49:52 SADMIN
InQuira Service Request Search Applet InCGluira 04/23/2009 18:43:53 SAaDMIMN
(€5 Business Component InCluira Answers InGuira 04/23/2009 18:43:54 SADMIM
(2% Business Component InCluira Angwers EAl InGuira 04/23/2009 18:49:55 SADMIM
InQuira Service Request - Thin InCGluira 04/23/200918:50:10 SAaDMIMN
InGuira Service Flequest - Thin InGuira 04/23/2009 18:50:10 SADMIM
InCluira Link, Unlink Esternal 10 InCluira 04,/22/2009 22:44:29 SADMIM
InGuira Link. Unlink [nternal 10 InCluira 04/22/2003 22:44:56 SADMIM
InGuira SR Linked Answers 10 InCluira 04/22/2009 22:44:57 SADMIM
InCuira Service Request - ThindnOuira ... [nQuira 04/23/2009 18:50:10 SADMIN
Service Request/nCuira Anzwers InCGluira 04/23/200318:50:10 SabMIMN
Service Request/nGura Answers EAI InGuira 04/23/2009 18:580:10 SADMIN
InCuira Service Request Answers View InCluira 04,/23/2003 18:50:11 SADMIN
InGuira Service Fequest Search Yiew InGuira 04/23/2003 18:50:11 SabmIM
InCluira Search Applet InGuira 04/23/2009 18:50:11 SADMIN
TaWorkflow Process InGuira Get 5B Linked Answers: 1 InQuira 04/27/2009 17:24:02 SADMIN
Taworkilow Process InGiuira Link Unlink Adapter: 1 InGuira 04/23/2003 03:33:02 SADMIM

To specify the Conflict Resolution Method:
1 Select Overwrite the object definition in the repository.
2 Click Next > to continue.

Note: You may see a message similar to the following:
Siebel

The following projects need to be modified, but they are not locked by you (SADMING. You musk check out these
projects before proceeding:

Project 'EAL Test'

3 Lock any projects listed, and continue the import process.
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12 IMPORTING ICONNECT FOR SIEBEL CONTACT

Reviewing Conflicts

The Import Wizard lists any object definition conflicts between the project to be imported and an existing
project of the same name if it exists.

Import Wizard - Review Conflicts and Actions

Conflicting Objects: Object differences:
=[] Sistel Objects Name | File | Repository | Action [
1 Applet

(3 Business Component
54 Business Semvice

i B Integration Object
A Link

[#--w7 Web Template

Attribute differences:

Altribute | File | Fepositony | Hesolutionl

% Back I Mext > I Cancel Help

Click Next > to continue.

Confirming the Import

The Import Wizard displays a summary message that details the updates to the repository that will occur in the
import process.

Click Yes to continue. The Import Wizard displays the Summary screen.

Note: The figure above is an example. Repository modification results vary depending on the iConnect
version and configuration specifics of a given installation.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



13 IMPORTING ICONNECT FOR SIEBEL CONTACT

Viewing the Import Summary

The Summary screen displays messages that detail the import process, concluding with a completion
message.

Import Wizard - Summary

Click Finish, and verify the import process results.

Note: If the import fails for some reason, please take a screen capture of the error and escalate the issue to
Oracle Knowledge.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE CJRACLE'



14 MODIFYING THE BUSINESS COMPONENT

Modifying the Business Component (Service Request)

The Service Request business component (BC) within Siebel Tools must be modified to include the following
calculated fields with the properties set as below.

Sichel Tools - Sichel Repository - [Fields]
Ele Edbt  Mew Goeers Go Query Debug Tooks Window Help
SHCEDE NN, E 1y 0| DOKHIT , [«=4,

] [ Dbject Explorer % 1| T Field List |

| Pt [P ]
‘ Twﬂ|l':ldai]Ful | W | Mame Changed | Propc Cach Dats | Clazs
9/ [& 3 Swebel Dbiects IreCuirs Servics Reguast - Thin ¥ TreCuirs s
# [ dpplst | Irwipaira Transachion Cd TreCasira Cravater SEhmCemng
+ [ Apphcation 3 [F] Service Raquant v Swvie CSTBCTarviceR st
=i Busimess Comporent a |
(% BuComp Browses Sor
(% Bulomp Sesver Serp
(% BusComp View Mode Filds
L i f_ﬂ'""f“’“tm""l [ wr ] Hama | hunged | Caleutsted | Caleulated vahm
5 @ Jon 3| 7 IndunaSRSearchPige v v “InGhan SR Saar chPugs”™
R Muli Ve Field I
i Multi Valoe Link
s T T [ Y

To create 'InQuiraSRSearchPage' field within Service Request BC:
1 Log into Siebel Tools and select 'Business Component' within Object Explorer

2 Query for 'Service Request' business component. Lock the object by right clicking on Service Request
BC and selecting 'Lock Object' from the pop-up menu, if the Service Request BC is not locked.

3 Select 'Field' object to display the list of fields.
4 Create a new field by right clicking in the fields list and selecting ‘New' from the pop-up menu.

5 Set following properties for the field:

Property Value

Name InQuiraSRSearchPage
Calculated Yes (select the check box)
Calculated Value "InQuiraSRSearchPage”
Type DTYPE_TEXT

Importing the Crawler Integration Files

Repeat the process described in “Importing iConnect for Siebel Contact Center Integration Files” on page 9 to
import the InQuiraCrawlerProject.sif file, stored in the following location:

<InQuira home>\archive\siebel\CRAWLER\SIF

Note: Oracle Knowledge provides different versions of the .sif file for Siebel 7.8, Siebel 7.8.2, and Siebel 8.x.
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15 DEPLOYING THE ORACLE KNOWLEDGE SEARCH

Deploying the Oracle Knowledge Search Applet Template

You deploy the iConnect for Siebel Contact Center search applet template by copying it from the installation
location into the Siebel instance web template folder.

To deploy the applet template, copy the file InquiraSearchApplet.swt, from:
<InQuira homes\archive\siebel\CCA\WebTemplate
to

<Siebel home>\siebsrvr\WEBTEMPL

Activating the Table in Siebel

To activate the table in Siebel:
1 Access Siebel Tools - Siebel Repository - Table List
2 Select the CX_INQ_TRANS table from the list.

% siebel Tools - Siebel Repository - Table List

Fle Edit Yew Sweens Go Query Debug Tooks Window Help

SN E=P EN. F[1 o r n|ODOBEY iewn @OFE.
Object Explorer 2 %|| Orable List|
R ke H
Types | Detail | Flat | s
=[] Siebel Objents
Applet Extend ‘ Apphy OOL |
Application E— _ﬁ—
Business Component J Madule Chbiject Language Locked |
B8 Business Object [> SRS
£ Business Service || Em_accom_THT
EIM_ACCMTROUTE
EIM_ACCNT_cUT
-1 EIM Interface Table : EIM_ACCMT DL
[I-{] Entity Relationship Diagram || em_acanass
& Intearation Object EIM_ACCNT PROF
o Link || em_acanT_ske
Fick Lt : EIM_ACCNT_SREL
' ' gmleu EIM_ACCHT_UT
-] creen =
EIM_ACCOUNT
&g Tabl (B ETH.
o Eﬂ '; ;nlumn || Em_accounT:
B Index || Em_accounTt2
B Userkey || Em_accounTs
[ Task || EIM_ACCOUNT AT
= view || EmM_accounT LS
w] WwebPage | | EIM_ACCPOSROLE
w) web Template || EIM_ACCSRCPIDTL
T Workflow Pracess || em_accsrcom
3 Click Apply/DDL.
If you receive a warning like the one below, click Yes.

Warning: do not proceed until you have applied ywour changes successfully,

Activation will make your changes available to all users of this database. Do you want bo continue?

J w |

4 In the Choose Option dialog box, select Apply and click OK.
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16 ACTIVATING THE TABLE IN SIEBEL

Choose option

‘¥ou may either choose to apply schema changes to
the database or to select the creation of a DOL file,

& apply

" Generate DOL
Apply:  Action that alters your database structure
to match the current database extension defintions
in the repositary.
Generate DLL File: Action that creates & file

containing SQL statements defining the extensions
made ta the repaositary,

Cancel

The Apply Schema window displays.

Apply Schema [ ]
Tables:
|Cunent Row |
Table space

16K tabls space

32K tabls space

Index space:

Storage contial s

Diatabase user:

|wbe\

Diatabase user passward:

ODBC data source:

|55|: default instance
DOL file

| Browse.

\warning: data changes made to new tables or columns will nat be propagated ta
the client. Updating the client schema will not propagate this data, Test the
server schema, but dont make substantial data changes unti the clisnt schema

has been updated.

5 Enter the Database user and Database user password in Apply Schema.
6 Click Apply.

Siebel Tools applies the table and provides a Changes successfully applied notification when complete.

Siebel

A

7 Click OK in the Siebel notification.
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COMPILING THE SIEBEL REPOSITORY

Compiling the Siebel Repository

You must compile the Siebel Repository File (SRF or file extension .srf) to make the configuration available to

the Siebel client application. We suggest that you select the option to compile all projects.

Important! Stop the Siebel server and the Siebel gateway services prior to compiling the repository.

To compile the Siebel repository:

1 Select Compile Projects from the Tools menu.

| Tools ‘Window Help
| —— e

Compitéselected Ohjects, .,

ChHAFT

Check Qut...
Check In....

F10
Chrl+F10

Lock Project
Unlock Project:

AL
Al

Aidd o Archive. ..
Impark From Archive...

Compare Objects

Conert to Grid Layaut,., .,

Search Repository...
Yalidate Object, .,

Upgrade
Utilities

2 Select All projects from the Object Compiler project selection screen

Object Compiler |

— Project:

" Selected projects

" Locked projects

Siebel repositony file:

|C:\siebel\siebe|tools\0 BJECTSAEMLUsigbel. srf Browse... |

I Auto-start web clisnt

LCompile I

Cancel

Reference SRF

I

" Statu:
|

3 Click Compile.

Note: Compile time varies depending on the size of the repository and server characteristics. Compile
may take between 5-30 minutes. After the compile is complete, you must copy the compiled SRF file to
the appropriate location on the Siebel Server, as described in step 4, below.

Important! If compile errors out, please note the error, abort the configuration process, and
escalate the issue to a Siebel admin/Oracle Knowledge Consultant.
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18 COMPILING THE SIEBEL REPOSITORY

4  After a successful compile, copy the compiled SRF to both the server and the client application.

a Unlock the locked project on the server.
b Copythe siebel . srf file to the following location on the Siebel server:
<SIEBEL_HOME>\siebsrvr\objects\enu
Use the following location for the client:
<SIEBEL_ HOME>\client\objects\enu
It is recommended that you rename the current siebel.srf in the <SIEBEL HOME>/siebsrvr/
objects/enu directory to siebel.srf.old<date&time>.

Important! For Siebel Industry Applications, you must also replace the siebel sia.srf file
in the same directory, with the compiled siebel. srf file. In this case, you will have two files with
the same compiled SRF content but with different names. It is recommended that you rename the
current siebel sia.srftosiebel sia.srf.old<date&times.

Ascertaining Siebel Applications Type

You can ascertain the Siebel application type by either of the following methods:

Finding from the Siebel Application:
1 Inthe Siebel application, click on Help in the Menu bar.

2 Select About SRF... from the dropdown menu.

A pop-up window appears as shown below. Note the file name in the pop-up window. If the file name is
siebel sia.srf, then the application is a Siebel Industry Application and you must copy the
compiled SRF over siebel sia.srf as well

'3 About SRF - Microsoft Internet Explorer H=E3

Internal version: 43
User Yersion: 0

Compile information

Full compile: FUIl Cormpile Repository: Siebel Repasitary
When: 05/12/09 15:23:13 Tools Yersion: 3.1.1 [21111] LANG_INDEPENDENT
Machine Name: MARS Schema Yersion: 45,19.0.0
Language: EMIL User Name: SADMIN

File Name
E:\S1A211Ysiebsrvryobjectsienusiebel_sia.srf
Ok

Finding from the Siebel Tools Application:
1 Inthe Siebel Tools application, click on Help in the Menu bar.

2 Select About SRF... from the dropdown menu.

A pop-up window appears as shown below. Note the file name in the pop-up window. If the file name is
siebel sia.srf, then the application is Siebel Industry Application and you need to copy the
compiled SRF over siebel sia.srf as well.
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19 IMPORTING WORKFLOWS IN THE SIEBEL

About Repository File
—Wersion
Intemal wersior: User version:
E |0
— Compile information
& Full compile  Lastincremental compile
‘wher: Fieposzitory:
|10/18/08 02:37:18 |Sisbel Repository
Machine name: Tools version:
iSDEP1950ID4B |8.1.1 [21110] LANG_INDEPE
Language: Schema version:
|ENU [45.13.01
User name:
|REBUILD
File: name:

Importing Workflows in the Siebel Environment

Important! This section applies only to customers who are integrating Oracle Knowledge iConnect for
Siebel 7.8 Contact Center. If you are integrating Oracle Knowledge iConnect for either Siebel version 8.1 or
Siebel version 8.2, please go to the next section titled “Deploying Workflows in the Siebel Environment”.

1 Select Workflow Process in the object explorer within Siebel Tools.

2 Inthe object list editor where all workflow processes are listed, right-click and select Import Workflow
Process.
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IMPORTING WORKFLOWS IN THE SIEBEL

::";?.-Siehel Tools - Siebel Repository - Workflow Process List
File Edit

View Screens Go Query

Reports  Format

Debug  Tools

Window  Help

| % BB o

[BE 1w «» m[ D004

JMn:u:Ie: I vI Template: |

NN =Nz N N

J Target Erowser: IIE 5.5

Object Explarer

Project: | = All Prajects

=~

Types | Detal | Flat |

j Application: I.ﬁ.ll Applications

j Inkerackivity:

1= | Process Mame Aubo Persisk
@ Report - |T TEE Arrmumoes [ . 1 e
..... 3 Reposion NEniRscordll ) [T— o
B Schema Maintenance Ph v Delete Record MO
g- Schema Maintenance P | Copy Record Lement) MO
-3 Schema Maintenance Ste | Undo Record or) N
=
EDH gz:sﬂ Categorn —  Calumns Displayed. .. te) He
; i | Sork Order. .. H Azzets Sub Proc MO
@ Search Enaine — ment Sub Proces MO
"ﬂ'l Search Index | Compare Objects ¥ lisnce Check Sub MO
+-4%d# Server Companent Type -
1= Symbalic Sting L walidate.., petails MO
~m? System Activity Object L ] ion SubProcess MO
‘E T able B Check O.ut Object - For ‘erify O
3% Toolbar B Lock Object MO
Q'EE Type - Edit Warkflaw Process pRrocess Mo
g View | Simulate Workflow Process  [bProcess MO
[+~ w] ‘web Page O
ug Web Template k (e
e H e ark o Policy Column Export wWorkflow Process MO
- Workflows Policy Object || 135 validation (Order) Mo
bbbl okl Bl Bragis || 155 validation (Quote) MO
Irnport Assigried Fees Drata M

...... WAy 0

K

alelclolelrlalmlzl5TklcIminlolelolr s+ L
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21 IMPORTING WORKFLOWS IN THE SIEBEL

3 Navigate to the directory where you have extracted the iConnect files.

RN [ PSS [ P [N T O T, ) [ VISR T PR -

Look i | 55 workflows j =
1 ky Recent Docurments —
Dezktop

(5} My Documents
W 04w33213
JA 3% Floppy (&)
g Local Dizk [T
24 DVD Dirive D)
58 ky Hetwark Places
I Siebel-7.8

My Documents

4 Navigate to the Workflow directory under the CCA folder. Select the workflow process for import from
the Workflow directory and click OK.

Open (2] %]
Lock in: I = whorkflowes j - &k Ef-
|2 InGuiraLinknlinkadapter xml %
File name: IInQ uiraG et R Linkedanswers. sml j Open I
Files of wpe: IXML Files [=r) ﬂ Cancel |

5 Select a project to import the workflow into when prompted next and click OK to import the workflow
process.
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DEPLOYING WORKFLOWS IN THE SIEBEL

| Process Marme ko Persist | Statuz
T. 155 Approval [Agresrnant]) M Caomplatad
| I=5 Approwval (Crder) M Completed
IS5 Approwal [Guote) M mpleted

| 155 post approval we rplated

155 Post Approwal Wic . . . rmpleted
Bl =5 ot approval e Pleaze select the project in which you want to add thiz ltem. mpleted
| IS5 Promotion Agreen mpleted
| 155 Promoction Agreen | j rmpleted
| I=5 Promotion Commi || nQuira i mpleted

IS5 Promotion Create rmpleted
: IS5 Promation Discon Siebel to Siebel Connector LI mpleted
__| IS5 Promotion Disconnect Process - For Weriby M Completed

IS5 Promoation Disconnect Process Rl Completed

6 Confirm that the workflow process selected has been imported into Siebel Tools by querying for it by its

name.

7 Confirm that the status of newly imported workflow is ‘In Progress’.

Deplay I\J Expire
|}

| Process Mame | Aubo Persist | Stabuz

| i ark Ao Mode

> InQuira Get SR Linked Answers M i In Progress

i Service Flow

8 Repeat steps 1 through 7 to import the rest of workflows from Workflow directory under the CCA

folder.

9 Import the workflows provided in the Workflow directory under the Crawler folder by following steps 1

through 7.

Important! Import the following workflows first while importing workflows provided under Crawler

directory:
e InQuira Insert Trans Crawl Record
* InQuira CleanUp Trans Crawl Record

These workflows are referred as ‘sub-processes’, and hence should be imported before importing the

other workflows to maintain the reference.

Deploying Workflows in the Siebel Environment

This section applies to Siebel versions 7.8, 8.1, and 8.2 customers integrating Oracle Knowledge iConnect for

Siebel Contact Center applications.

After importing the workflows, check that the workflow status for all is ‘In Progress’.

1 Select a workflow in object list editor in Siebel Tools and click Deploy.

2 Notice the status of the workflow changed to Completed.

3 Repeat step 1 to deploy all imported workflows.
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23 ACTIVATING WORKFLOWS IN THE SIEBEL

Deplay : |
Process Mame Auto Persist Status
|| InQuira Cleanlp Trans Crawl Record MO Campleted Sar
|| Inuira Crawler Full Get M Completed Ser
|| ImGQuira Crawler Get SR Details M Campleted Ser
|| InQuira Crawler Partial Get M Completed Ser
_ Iriuira Set SR Linked Answers M Campleted Ser
|| InQuira Insert Trans Crawl Record MO Carmpleted Ser
|| ImGuira Link Unlink Adapler MO M) =
|T Iresuira Main Trams Crawl Record MG i In Progress i Ser

Activating Workflows in the Siebel Environment

This section applies to Siebel version 7.8, 8.1, as well as 8.2 customers integrating Oracle Knowledge
iConnect for Siebel Contact Center applications.

Note: Make certain that the Siebel server and Siebel gateway services have been restarted before logging
into the Siebel application.

To activate the deployed workflows:

1 Log into Siebel application and navigate to Site Map by clicking on the Site Map icon on top left corner
of the application.

L File Edit “iew MNavigate

2 Select Administration — Business Process from the site map and navigate to Workflow
Deployment view.
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24 ACTIVATING WORKFLOWS IN THE SIEBEL

R

Home:

Home Opportunitios

= @ Administration - Business Process
¢ Actions
« Actions
# Explorer
= Wiarkflowy Palicy Explarer
* Policies
« Policies
Palicy Freguency &nalysis
« Policy Freguency Analysis
Policy Groups
# Groups
Wiarkflosy Deglnxsﬁm
* Repository Work¥ow Process
Wiorkflowy Instance Admin
« Workflow Instance Admin
# Workflow Instance Monitar
# Angregate Data

a Drmroco Inctancmos

L

L

L

L

3 Query for the imported workflows by using InQuira* criteria.

Queries:
Process:
I T I e K A X IRl Aciministration - Business Process |
Wiorkflowe Processes Workflow Deployment  Workflow Instance Admin Wiorkflowy Instance Monitar Policy & Freguency Analysis Paolicy Groups:
Repository Workflow Processes | | Query Results
Hame Business Object Status Group Version Mode
> [InGwira CleanUp Trans Cravl Record InGwira Transaction Completed 0 Service Flow
InGira Craswler Full Get Completed 0 Service Flow
InGuira Cravwler Get SR Details Service Reguest Completed 0 Service Flow
InGwira Crawvler Partial Get InGwira Transaction Completed 0 Service Flow
InGirs Get SR Linked Answers InGira Service Reqg Completed 0 Service Flow
InGwira Inzert Trans Crawyl Record In2wira Transaction Completed 0 Service Flow
InGwira Link Unlink Adapter Completed 0 Service Flow
N
| Active Workflow Processes
Hame - Yersion Business Object Group Deployment Statu Activation Date/Th Expiration Dates

4  Select the workflow and click the Activate button (highlighted above). In the Active Workflow
Processes applet below, query and refresh the records to confirm that the deployed workflow is now
Active by confirming the status displayed in the Deployment Status field.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



25 DEPLOYING THE UPDATED REPOSITORY IN THE

| Active Workflow Processes

I Query Results

Hame Yersion Business Object Group Deployment Statu 0

> | InGira CleanUp Trans Crawl Record 1] Intawira Transsction Active

s

5 Repeat step 4 to activate rest of the deployed workflows. Confirm the Active status in the Active
Workflow Processes applet.

| Active Workflow Processes |

I Query Results

Hame Yersion Business Object Group Deployment Statu J
> |InGwira CleanUp Trans Crawl Record 0 Incivira Transaction Active

InGwira Crarler Full Get 1] Active

Inzidiva Craweler Get SR Detailz ] Service Reguest Active

InGwira Crawler Partial Get 1] InGwira Transaction Active

Inzdira Get SR Linked Answers ] InGidira Service Reg Active

InGwira Insert Trans Crawl Record 1] InGwira Transaction Active

Inzidira Link Unlink Adapter ] [ Active

Py

Deploying the Updated Repository in the Siebel Environment

Deploy the SRF in the destination environment.

Note: This updated SRF must be present in the environment where subsequent setup changes will be
made.

After you successfully copy the files in the previous step, restart the Siebel gateway server. After the gateway
server has started, restart the Siebel server. The Siebel server takes 2-3 minutes to start depending on the
platform characteristics and the size of the repository.
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CHAPTER 3

Configuring Content Integration

iConnect for Siebel Contact Center uses the Siebel Portal Framework to perform content integration for the
iConnect for Siebel Contact Center. You enable the Siebel application to display Oracle Knowledge content by
creating and configuring a Siebel Portal Agent.

To create and configure a Portal Agent:

Define the external host as described in “Defining the External Host” on page 27.
Define the web application as described in “Defining the Web Application” on page 28.
Define a symbolic URL as described in “Defining a Symbolic URL” on page 29.

Configure the Oracle Knowledge iConnect properties in Oracle Knowledge System Manager as
described in “Configuring iConnect Parameters” on page 30.

Create the Oracle Knowledge User Responsibility as described in “Creating the Oracle Knowledge User
Responsibility” on page 36.

Define application views as described in “Defining Application Views” on page 36.
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27 DEFINING THE EXTERNAL HOST

Defining the External Host

To define an external content host:

1 Inthe Siebel application, navigate to the Site Map > Administration - Integration > WI Symbolic
URL List > Host Administration view

BE®| £ | add ]| =@ Saved Queries: -l & &
| @ ooomoo [ ||Bn o s v &|B SR 45 B @] @[ 404

HITP Host Administration:
e i 1 T T |
% Home |[T] Accounts | (3 Contacts |F: Opportunities |7 SalesOrders | 2 Service | [ Quotes |[&) administration - Praduct | Administration - Integration
EAl Walue Maps | EAI Dispatch Service Wiew | DataMaps | DataMap Edtor | AL Queue | SAP dministration | S50 Systems fdmin List | WI Symbuolic URL List

1-100f 10+ | [0

Delete

Host Administration =] |

o=t Admiristration virtualName  Authentication T: Authentication Yalue
Symisclic LIRL Admiristration
Fixup Administration GG
ek Application Admiristration ssodatahost
[Servertiame] datahost NCSA Basic username:password
[SharePointarchivalServeriiame] Sharepointarchivak
[Support soft Server] 55H0ST
billhost oracleads.com BillstatementHost:
demohost racleads.com ERMHIAPPS
demohost oracleads come0 NQHOSTHOME
demohost oracleads com:B081 RTD_SERVER
demohost racleads comist SharepointHost

2 Select New to create a new record. The field for the new record displays:
e W Lo =

Name ¥irtual Name Authentication T1 Authentication ¥alue

>l

3 Enter the following parameters to define the new record:

Parameter Value
Name <hostname> The name of the host machine where Oracle Knowledge is installed.
Virtual Name InQuiraHost

Authentication Type | (blank)

Authentication Value | (blank)

Host Administration [] | [LZiTh n Mew I Delete I Query _

Name ¥irtual Name Authentication T1 Authentication ¥alue

> | InQuira InGuiraHosk
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DEFINING THE WEB APPLICATION

Defining the Web Application

To define a web application:

1 Inthe Siebel application, navigate to the Site Map > Administration - Integration > WI Symbolic
URL List > Web Application Administration view

File Edit ORACLE
EN = & | 4 dE | = E saved Queries: ] & &
| & oo:oooo Erar SEFEE 0 T ® |~ |4H

Weh Application Administration:

44 Home I\’j Accounts i Contacts EE}; Opportunities Igf Sales Orders i’i Service i Quotes I@ Administration - Product i Administration - Integration

EATValus Maps | EAI Dispatch Service View | DataMaps | DataMsp Editor | EAIQueus | SAP Admimistration | 550 Systems AdminList | WI Symbolic URL List

Weh Application Administration [v] | (275 n new | Delete | Query
Host Administration
Symbolic URL Administration

Timeout

inistration

[Embedded HostMan ¥ 200

2 Select New to create a new record. The field for the new record displays:

Web Application Administration [¥] | [E0h n Mew I Delete I Query I

Name Shared Timeout

3 Enter the following parameters to define the new record:

Parameter Value
Name InQuira
Shared Y
Timeout (blank)

Web Application Administration [7] | LA n Mew I Delete I Query I

Name Shared Timeout

> | InQuira I
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Defining a Symbolic URL

To define a Symbolic URL:

1 Inthe Siebel application, navigate to the Site Map > Administration - Integration > WI Symbolic
URL List > Symbolic URL Administration view

i Query Tools Help ORACLE
=1 R R = R = | Saved Queries: = @
| ® onooon By dar LB 5 &S B @] T ® | v |4 A0

Web Application Administration:
1= | Ia 1 1 ] 1 T
4 Home |7 Accounts |[5Z] Contacts | s oOpportunities |5 SalesOrders | & Service | [ Quotes | Administration - Product | Administration - Integration

EAIValue Maps | EAI Dispatch Service View | DataMaps | DataMap Editor | EAIQueue | SAP Administration | S50 Systems Adminlist | WI Symbolic URL List

Weh Application Administration ] | LT TEd n wew | Delete | Query 1-4cf4 | B8]

ost Administration Timeogut

I

Symbolic URL Administration
Fixup administration
el Application Acministration | &0

Marketing Segmentz ¥ 60
[Embedded HostMan ¥ 900

2 Inthe top applet, enter a new record and define the following parameters:

Parameter Value

Name InQuiraSRSearchPage

URL http://inquirahost:8226/<infocenter_app_name>/index

Hostname <hostname> The name of the host machine where Oracle Knowledge is installed.
Fixup Name Default

Multivalue Treatment Comma Separated

Web Application Name | InQuira

e

Name URL Host Name Fixup Name Multivalue Treatr S50 Disposition Web Application Name

)‘InQuwraSRSEarchPage httpffinguirshost: 8226/ infocenter_app_name/findex  InQuira Default Comma Separated  IFrame InQuira
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3 Forthe Symbolic URL Argument List Applet enter the following arguments for InQuiraSRSearchPage:
Menu > New Record > Enter

Name Required | Argument Arqument Value Append as | Substitute | Sequence
Argument Type g Argument in Text Number
page Y Constant ccaMain Y N 1
sr_key N Field SR Number Y N 2
question_box N Field Abstract Y N 3
cca_types N Constant solution_id, resolution_id Y N 4
solution_id N Field InQuira Solution Id Y N 5
ext_sol N Field InQuira Answers Name Y N 6
resolution_id N Field InQuira SR Resolution Id Y N 7
ui_mode N Constant Question Y N 8
cca_connected N Constant TRUE Y N 9
IFRAME Y Command | IFRAME Height=400 Width= Y N 10
100% Frameborder=0 mar-
ginwidth=1 marginheight=1

PostRequest Y Command | GetRequest Y N 11
cca_system Y Constant Siebel Y N 12
cca_case_desc Y Field Abstract Y N 13
IsRecordSensitive N Command | TRUE Y N 14
user N Command | UserLoginld Y N 15
pswd Y Command | UserLoginPassword Y N 16

Name Required Argument Argument Type Argument ¥alue Append as Argument Substitute in Text Sequence #
>|page + Constant ccallain v 1 E

st_key Field SR Mumber vl 2 =

question_baox Field Abstract o 3 o

cca_types Conskant solution_id, resolutio o 4

solution_id Field InQuira Solution 1D vl 5

ext_sal Field InCuira Answers MNar o [

resolution_id Field InGuira SR Resolutio o 7

ui_mode: Conskant Question s 8

cca_conected Conskant TRUE v 9

IFRAME o Command IFRAME Height=400 o 10 =

F

Configuring iConnect Parameters

When you add a web application to a repository and define it, Oracle Knowledge Information Manager

deploys the iConnect files and the InfoCenter files. This represents the web pages and the properties file for

the web application.

Use the Contact Center Advisor setup in the Advanced Configuration Facility to set and modify the integration
parameters for the iConnect and Siebel.
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Edit Call Center Advisor Settings

In Advanced Configuration:

1 Inthe Oracle Knowledge System Manager, navigate to Tools > Advanced Config > System >
Contact Center Advisor.

2 Click Edit.

The Editing: Call Center Advisor screen displays:

Editing: Call Center Advisor

3 Enter the

Property

cca-default- : o o
handler ~ L5iebEI [«] Edit List
Call Center : - B
Advisor Siebel ®
DEF B e
Add New Item
cca-request- - B
handler-impl Siebel @
Add New Item
cca-response- 2 =
handler-impl Siebel @

Add New Item

following parameters:

Description

cca-default-handler | Refers to how Oracle Knowledge communicates with Siebel installations. See

“Add a Call Center Advisor” below.

Call Center Advisor | The default is Siebel. This is the “cca-handler-impl”. This must match what is

defined for the “cca_system” on page 30 in the Symbolic URL Argument List.

cca-request-
handler-impl

For Siebel, use the delivered class name:
com.inquira.request.cca.CCASiebelHandler

cca-response-
handler-impl

For Siebel, use the delivered class name:
com.inquira.request.cca.CCASiebelHandler

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE

ORACLE



32

CONFIGURING ICONNECT PARAMETERS

Add a Call Center Advisor

From the Editing: Call Center Advisor screen:

1 Click Add New Item in the Call Center Advisor section.

The Editing: Call Center Advisor > Call Center Advisor screen displays.

Editing: Call Center Advisor > Call Center Advisor

Item Name b Sizhel

Call Center Advisor

u:a—!?'q:r_st- i Ciahal - Edit List “
e ley © Siebel v EditList

Base URL : http://=icD1prb.us oracle.comfeai anon enuw/start.swe

User Name :  csadmin

Cancel

Value = BEa
Ttem Name } WSSEUSERNAMETOKEN -
Value : true
Add New Item
e

2 Review the “Possible Configurations” section and enter the following properties for your configuration:

Property

Description

Item Name

Name for the CCA configuration. This is used to register the CRM handler and helps the
Oracle Knowledge CCA framework locate the handlelmp.

cca-request-handler-
impl

For Siebel, use the delivered class name:
com.inquira.request.cca.CCASiebelHandler

Cca-response-

For Siebel, use the delivered class name:

handler-impl com.inquira.request.cca.CCASiebelHandler

Base URL The URL associated with the configured Siebel system. This is used to access web services.
Traditional integrations connect to the Siebel EAI Object Manager:
http://siebelhost:siebelport/eal <langcodes/start.swe
When using WSSE (Web Services Security Encryption) this is typically:
http://siebelhost:siebelport/eai anon <langcodes/start.swe. For
more information on WSSE, see “Configuring Siebel to Support WSSE".

User Name The user name login associated with the Siebel server.

Password The password associated with the above user name, used to access the Siebel server.

Properties Add any additional configurable properties, if necessary. To modify select Add New Item.

3 Click Add New Item under properties.
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Configuring Siebel to Support WSSE

Use the following procedure to configure Oracle Knowledge to use Web Services Security Encryption (WSSE)
authentication with Siebel.

1 Make sure the connection URL points to an object manager configured to accept anonymous requests
with authentication, typically at:
http://siebelhost:siebelport/eai anon <langcodes>/start.swe

A qualified Siebel administrator can set up the Siebel server and provide you with the correct URL to
use.

Editing: Call Conter Advisor > Call Center Advicor

- a—
L

wESELIER ek OuEy

]

2 Create an additional property called WSSEUSERNAMETOKEN and set the value to true. If this value is
not set, the integration reverts to using URL based username/password authentication.

3 Set up the Web services used by InQuira to support WSSE authentication.
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Change the Authentication type
column to LisernarneFassword

a Within Siebel, navigate to Site Map >Administration - Web Services > Inbound Web Services.

b Query for all Web Services that include InQuira SR Linked Answers in the name.
¢ For each of the Service Ports, change the Authentication type column to Username/Password - clear
text.

d Save and clear the cache for your results to be visible to the Siebel object managers.

Add a cca-handler-impl

From the Editing: Call Center Advisor screen:
1 Click Siebel in the cca-request-handler-impl section.

The Editing: Call Center Advisor > cca-request-handler-impl screen displays.

Editing: Call Center Advisor > cca-request-handler-impl

I OK | I Cancel

Item Name ) Sichel|

;?n_m:impl : com.inquira.request.cca.CCASiebelHandler

2 Review the “Possible Configurations” section and enter the following properties for your configuration:
Property Description
Item Name

Enter a name for the cca-handler-imp. The Item Name must match what is

defined for the “cca_system” on page 30 in the Symbolic URL Argument List.
The default is Siebel

cca-request-
handler-impl

For Siebel, use the delivered class name:

com.inquira.request.cca.CCASiebelHandler

3 Click Siebel in the cca-response-handler-impl section.

The Editing: Call Center Advisor > cca-response-handler-impl screen displays.
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Editing: Call Center Advisor > cca-response-handler-impl

Item Name ) Sichel

Ccca-response-

handler-impl * |com.inquira.response.cca.CCASiebelLinkedAnswearsRe

4 Review the “Possible Configurations” section and enter the following properties for your configuration:

Property Description

Item Name Enter a name for the cca-handler-imp. The Item Name must match what is
defined for the “cca_system” on page 30 in the Symbolic URL Argument List.
The default is Siebel

cca-response- For Siebel, use the delivered class name:
handler-impl com.inquira.request.cca.CCASiebelHandler

Possible Configurations

PRIMARY CCA CONFIGURATION
To configure one Siebel 7.8, 8.1, or 8.2 system, using iConnect 8.1.3:
1 Create a CCA configuration. See “Add a Call Center Advisor” on page 32.
2 Create a cca_handler_imp. See “Add a cca-handler-impl” on page 34.
3 Pass the symbolic URL with a cca_system matching the Iltem Name for the cca_handler_imp, as
defined in “Defining a Symbolic URL” on page 29.
SECONDARY CCA CONFIGURATION
To configure an additional Siebel 7.8, 8.1, or 8.2 system, using iConnect with 8.1.3:
1 Create a second CCA configuration. See “Add a Call Center Advisor” on page 32.
2 Create a second cca_handler_imp. See “Add a cca-handler-impl” on page 34.
3 Pass the symbolic URL with a cca_system matching the Item Name for the second cca_handler_imp,

as defined in “Defining a Symbolic URL” on page 29.

ADDITIONAL THIRD-PARTY CCA CONFIGURATION

To configure a third-party CRM system (e.g. Clarify or PeopleSoft), using iConnect with 8.1.3:
1 Create a CCA configuration. See “Add a Call Center Advisor” on page 32.
2 Create a cca_handler_imp. See “Add a cca-handler-impl” on page 34.

3 Pass the symbolic URL with a cca_system matching the Item Name for the cca_handler_imp, as
defined in “Defining a Symbolic URL” on page 29.
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Creating the Oracle Knowledge User Responsibility

To create Oracle Knowledge user responsibility:

1 Inthe Siebel Application, navigate to Site Map > Administration - Application > Responsibilities
view.

2 Select Menu > New Record or click New on the title bar to create a new record.
The field for the new record displays:

& ([ #H3d | BOR Sarved Queries:

"~ Accounts | (17] Contacts | [y Opportunities | ] salesOvders | [ Service | i Quotes | Admistration - Product | Admsestration - Appication
istration, | Authertiestien Tomlate | Catogory | Cush e Marsger | Dosler Locater Adrtinatien | Coleulation Munager | Data Map Adsiritsstice, | FMY Aucten Yikaes Refererce Daty | Responeiiies. =
1-10af 1+ | KD

3 Enter the following parameters for the new record:

Parameter Value
Responsibility InQuira User
Organization Default organization

4 Select Menu > Save Record to save the newly created record.

Defining Application Views

To define Application Views:

1 Inthe Siebel application, navigate to Site Map > Administration — Application > Views

: / s ORACLE’
| & | # 48 2@ saved Queries: - @&
(@ monon [ A K@ ELIEIPE k.
View;
24 Home |["] Accounts |[3Z] Contacts | B Opportunities | ' SalesOrders | & Service Quotes | (£ Administration - Product | Administration - Application
Authentication Administration | Authentication Template | Category | Customer Expectations Manager | Desler Locator Administration | Calculstion Manager | Dats Map Administration | Views ¥
Menu v n new | Delste | Query
View Name . Description Default Local Access
| InQuira Service Request Search View| ] v 2
InQuira Service Request Answers View v -
Conkact Messaging List View Conkact Messaging List View v
A Accourtt Action Plan View A Account Action Plan View v
A Account: Global Opportunity View & Account Global Cpportunity View v
A Account Marketing View £ Account Marketing Yiew v
A Accourt Organizational Analysis View £ Account Organizational Analysis Yiew v
A Accourt: Partner Yiew A Account: Partner View v
B0 Bulk Request Action Set Orders Yiew Displays Orders generated for bulk request v
B0 Bulk Request Exceptions List Yiew Displays exception associated with action set of bulk request v
B0 Bulk Request List View Displays list of Bulk Requests v
B0 Bulk Request Lisers Actions Yiew Displays Users and Actions of Actions sets v ;

2 Click New and enter two new records, specifying the following parameters:

Parameter Value

View Name InQuira Service Request Answers View
Description (optional)

Default Local Address Y
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Parameter Value

View Name InQuira Service Request Search View
Description (optional)

Default Local Address Y

3 Add both Views to the Oracle Knowledge User Responsibility. For more information, see “Creating the

Oracle Knowledge User Responsibility” on page 36.
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CHAPTER 4

Configuring Data Integration

The iConnect for Siebel Contact Center uses the Siebel EAlI Framework for data integration between Oracle
Knowledge and Siebel applications. This HTTP request-response based integration uses Siebel as a service.
The inbound EAI request invokes a workflow in Siebel to insert and update data, and uses the Siebel Data
Mapping Service to transform data between the Oracle Knowledge XML format and Siebel's internal format.

To configure data integration:
* Import the data map as described in “Importing the Data Map” on page 38
» Import the web services as described in “Importing the Web Services” on page 39

» Configure the Service Request as described in “Configuring the Service Request” on page 40

Importing the Data Map

To import the Data Map:
1 Navigate to Site Map > Administration - Integration > Data Map Editor

2 Select Import Data Map in the Integration Object Map applet.

Integration Object Map | B | IEH = Guer

Hame . Source Obj ndo Record Chrl+l
Deelete Record Cirl+D

> | Autorder IS5 Quate

hlew Record Chrl+h
Copy Record Ctrl+B
| SaveRecord Clrl+S
2| Mew Guery A+
o) Run Query Al+EMTER
ol - Refine Guery Alt+R
el - About Record Clrivat+H

-| Record Count Clr-Shift+3

4| Creste Bockmark...

-| Colunns Displayed  Crl+Shift+k
Advanced Sort Clrl+Shift+0

Import....
Export..
“Walidlate
Auto hiap

Hame Source Col

The EAI Import dialog displays:

-"EEAI EAI Import - Microsoft Internet Explorer
‘| E21 DTE Import

IC:I&ppsEiebellrftegraﬁonK Browse. . |

3 Click Browse and navigate to the following directory:

<InQuira_home>\archive\siebel\CCA\DataMaps\
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to locate the following iConnect data map files:

- InQuiralinkUnlinkSRDM. XML
- InQuiraSRLinkedAnswersDM. XML

Note: If you receive the following error:
Cannot find entry 'InQuira Link Unlink External IO' (or 'InQuira SR Linked Answers

IO') in the bounded picklist for the field 'Source Object Name' in integration
component 'EAI Object Map' (SBL-EAI-04401)

it is likely caused by the siebel sia.srf not being copied over the existing siebel sia.srf. See
“Compiling the Siebel Repository” step 4 for more information.

4 Click Import.

5 Click Browse and navigate to the InQuiraSRDetails.XML file in the following directory:
<InQuira homes\archive\siebel\CRAWLER\DataMaps\

6 Click Import.

Importing the Web Services

To import the Oracle Knowledge iConnect web services:
1 Navigate to Sitemap > Administration - Web Services > Inbound Web Services.

2 Select Menu > Import EAl WebService.

4% Home |[7] Accounts |[3z) Contacts | [l Opportunities | salesOrders | 3 Service | [ Quotes | Administration - Web Services | %
Inbound Web Services | Outbound eb Services | Deployed Integration Objects
s~ ) e | Detetz | Guery I Sxport | Tmport || Generate WSDL | Clear Cache ]
Namespace Undo Record [Cikl] Status Comment
Delete Record [Cirl+D]
> http:fjsiebel. comjCrderManagemen Active Asset Base Ordering Web Servics ES
hitp:/jsiebel.comiCustomL New Record [Cut:h] vice fetive j
Copy Record [Cti+B]
hittp:jjsisbel.comfasi/ i [Cihs] Active ADS Sample Inbound Web Service to BREL - Can be used for Sales Order updat
hizoifsisbel comatketingfaccound — 0 e Active
hittp:jjsisbel.comfasi/ = JAENTER] Active WS For EMIR M5 Outlook integration
hittp:jjsisbel comfasi/ Refine Query [BF] Active WS For EMR M5 Outlook integration
hittp:jjvnn. sisbel. comiService/FS/8  About Recard [CtrealtK] Active
hitp: v, siehel comServicefFsfs  Record Count [ClrkShift+3] Artive
http:fisiebel comiOrderManagemen Create Bookmark. Active
http:jfvwvw. sishel com{Service/FS(E  Frint Preview... Active éi
— Pt
Service Ports | | Menu~ Colurns Displaysd  [ChiShiRteK] 1- 10 of 10+
Name Type Advanced Soit [ClShite0] | pddress Binding Comment
> AutodssetPort  Workflow Proce  Impart. http:fjdemohastfeai_enu/start. swe?SWEE i Source=Securel SOAP_DOC_LITERA é
AutoOrderPort Workflow Procg E¥POIt http:f{demohost/eai_enu/start, swe?SWEExtSource=Securel, SOAP_DOC_LITERA
DisconnectAssetToC Worlflow Procs.  Apply List http:fjdemohast feai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA
DisconnectAssetToC Workflow Procg 52+@ List http:jfdemohost feai_enu/start. swe?SWEExtSource=Securel SOAP_DOC_LITERA &
ModifyAssetToOrder Workflow Procs http:fjdemohastfeai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA
ModifyAssetToQuot Workflaw Proc http:fjdemohast feai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA
ResumeAssetToOrd: Worlflow Process  SISOMResumeWehs HTTP http:fjdemohast feai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA
ResumeAssetToQuo Worlflow Process  SISOMResumeWehs HTTP http:fjdemohast feai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA
SubmitOrderPart  Workflow Process  SISOMSUbmitwebSe HTTP http:fjdemohastfeai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA
SuspendAssetToore Workflow Process  SISOMSuspendyeb: HTTP http:fjdemohast feai_enu/start. swe?SWEE i Saurce=Securel SOAP_DOC_LITERA i'
Operations | | Menu~ Add | Delete | Query 1-10of1 B

4 0 Waitin Open enrollment for all company benefits begins next month alls in Queue 1of4

The EAI Web Service Import window displays.

/ZJEAI Web Service Import - Microsoft Internet Explorer M= E3

EAI'Web Service Import

\tsclientiCiInguiratvarsl § Bigige..
Im@t Cancel
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Click Browse and navigate to the InQuiraSRLinkedAnswers . XML file in the following directory:
<InQuira homes\archive\siebel\CCA\WebService\

Click Import.

Siebel Tools imports the Oracle Knowledge web services files.

Select the record you just imported into the Inbound Web Services Applet.

Click on the Service Ports applet.

Modify the Address field for all the records in that applet to use the correct host name, user name,
and password. The URL is in the following format:

http://<Siebel server host name>/eai enu/start.swe?SWEExtSource=
WebService&SWEExtCmd=Execute&UserName=<Siebel user name>&Password=
<password>

Note: For each Service Port, confirm that the Authentication type column displays, “Username/
Password — clear text”.

Click Browse and navigate to the InquiraCrawler.XML file in the following directory:
<InQuira homes\archive\siebel\CRAWLER\WebService

Click Import.
Siebel Tools imports the Oracle Knowledge crawler files.

Important! Click the Clear Cache button when you finish importing the web services.

Configuring the Service Request

After the successful import of the Siebel SIF files and the steps covered in the earlier chapters, the following
activities must be completed to complete the configuration.

Configuring Service Request Screen

Configuring Service Request Business Object

Configuring Service Request Screen

To configure the Service Request Screen:

In the Siebel Tools application, click Screen on the Object Explorer to display the Screens on the right
hand side pane.

2 Click New Query on the List tool bar to start a search.
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¥ - Sicrmen View List

Bl [ ew Zwes Go Cowy Ot losh e teb
SEHO e NN, B Mo DD“‘;\:’..'-‘. =4l
“E .

New Execute Query

3 Enter "Service Request Screen” in the name column of the Screens window at the top and click
Execute Query on the List tool bar.

4  Click the + sign in front of the Screen on the Object Explorer and in the expanded list, click on Screen
View.
A bottom pane opens displaying the Screen Views that appear under the Service Request Screen.

5

Click anywhere on the Screen Views window > New Query. Enter "InQ*” in the Name column and click
the Execute Query icon on the List tool bar. You should not see any views starting with "InQ”.

6 Select the "Service Request Screen” on the Screens view by clicking on the record.

With the record selected, right-click to display the context sensitive menu and select Lock Object at
the bottom.

8 Click anywhere on the Screen Views window and right-click to display the context sensitive menu and
select New Record from the menu.

The field for the new record displays:

Oyt Doplorer 31| [ soreem e Lt
Prect

F_FRACE S CURETE We e

# o Busren Servce
A & EIM Iriestnce Table
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9 Enter the following parameters shown under Record1 Value for the new record:

Parameter Recordl Value Record2 Value

Name InQuira Service Request Answers View! | InQuira Service Request Search View?
View InQuira Service Request Answers View | InQuira Service Request Search View
Changed Y Y

Type Detail View Detail View

Sequence 1,000 1,001

Parent Category Service Request List Service Request List

Display In Page Y Y

Viewbar Text - String
Override

Linked Answers

Find Answers

Display In Site Map

Y

Y

Menu Text - String
Override

Linked Answers

Find Answers

Status Text - String
Override

Linked Answers

Find Answers

Comments created for InQuira iConnect created for InQuira iConnect
Inactive N N
Upgrade Behavior | Preserve? Preserve?

1. This field populates when the View is entered.

2. This field is not editable. After the Service Request Screen is unlocked, the Upgrade Behavior value

defaults to Preserve for both records.

10 Repeat step 8 and step 9 to create another new record with the values shown under Record?2 Value.

11 After both records have been added, unlock the Service Request Screen.

Configuring Service Request Business Object

To configure Service Request Business Object:

1 Inthe Siebel Tools application, click on Business Object on the Object Explorer to display the Business

Objects on the right hand side pane.

2 Click New Query on the List tool bar to start a search.

<% Siebel Tools - Siebel Repositary - [Business Object Components]

Busiriess Chjects

E1-[7] Siebel Objects
£ Applet
-[B] Application
Business Component
% Business Object
£ Business Service
-1 EIM Interface Table
[l Entity Relationship Diagram

‘Servics Request v Service Service Request Query List:

A Link
I Fick List
-] Project
- Scieen
I™ Sereen View
B Table
4 Task

ct Components

3 Enter "Service Request” in the Name column of the Business Objects window at the top and click

Execute Query on the List tool bar.
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Click on the + sign in front of the Business Object on the Object Explorer and in the expanded list, click
on Business Object Component. A bottom pane opens displaying the Business Object Components
under the Service Request Business Object.

Click anywhere on the Business Object Components window > New Query. Enter "InQ*” in the Bus
Comp column and click Execute Query on the List tool bar. You should not see any Business Object
Components starting with "InQ".

Select "Service Request” on the Business Object view by clicking on the record.

With the record selected, click the right mouse button to pop the context sensitive menu and select
"Lock Object” option at the bottom.

Click anywhere on the Business Object Components window and click the right mouse button to pop
the context sensitive menu and select "New Record” from the menu.

The field for the new record displays:

9 Enter the following parameters shown under Record1 Value for the new record:

Parameter Recordl Value Record2 Value

Bus Comp InQuira Answers InQuira Answers EAI

Changed Y Y

Inactive N N

Link Service Request/InQuira Answers Service Request/InQuira Answers EAI
Comments Created for InQuira iConnect Created for InQuira iConnect

10 Repeat step 8 and step 9 to create another new record with values as shown under Record?2 Value.
11 After both records have been added, unlock the Service Request Screen.

Important! After completing the Service Request Screen and Business Object modifications in Siebel

tools, compile all of the changes. After a successful compilation, unlock all of the locked projects on the

Siebel Server.
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CHAPTER 5

Configuring the iIConnect
Integrated User Interface

This chapter describes:
* Interacting with the Oracle Knowledge Application

* Adjusting the iFrame Height

Interacting with the Oracle Knowledge Application

The Oracle Knowledge iConnect application can be embedded into the Siebel CRM interface or be launched
as a new pop-up window. The user interacts with Oracle Knowledge through the iConnect application, with
options to refine their search, navigate through content, provide feedback, or recommend changes to content
or create or edit content. The user has a direct link into the Oracle Knowledge authoring environment from
iConnect.

In addition, the Oracle Knowledge iConnect application has browser requirements.

Advanced Privacy Settings

i *f'ou can chooge how cookies are handled in the Internet
;Sﬂ) zone. Thiz overides automatic cookie handling.

Cookies

Dverride automatic cookie handling

First-party Cookies Third-party Cookies

(@) Accept () Acoept
O Block ) Black
) Prompt ) Prompt

tlways allow session cookies

[ Ok ] [ Cancel

To set the browser requirements:

1 InInternet Explorer, select Tools > Internet Options.
Select the Privacy tab.
Click the Advanced button.
Select Override automatic cookie handling.
Select Always allow session cookies.

Click OK.

D O~ WN
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Adjusting the iFrame Height

You can configure the height of the search results frame within the Siebel application.

The IFrame feature is used to display Oracle Knowledge content within the Siebel application. The height of
IFrame determines the height of Siebel applet used to render the Oracle Knowledge content.

1 Edit the Height parameter of the IFRAME argument as specified in “Defining a Symbolic URL” on
page 29. The default iConnect value is:

IFRAME Height=400...
2 Change the value of the Height parameter to the desired value.

3 Update the Siebel application.

ORACLE KNOWLEDGE ICONNECT FOR SIEBEL CONTACT CENTER INTEGRATION GUIDE ORACLE



APPENDIX A

Deploying Intelligent Search for
Siebel

You deploy iConnect for Siebel Contact Center components within both the Siebel server environment using
the Siebel Tools application, and within the Siebel client application.

To deploy iConnect for Siebel Contact Center complete the following:

* Importing the Runtime Event

The integration process supplies and configures components, such as the Oracle Knowledge Workflow, within
the Siebel environment to enable Oracle Knowledge to access content associated with various Siebel objects.

Important! We strongly recommend that you stop the Siebel server before deploying iConnect for Siebel
Contact Center.

Importing the Runtime Event

To import the Oracle Knowledge crawler runtime event:
1 Navigate to Sitemap > Administration - Runtime Events > Event Aliases.

2 Select Menu, XML Import.

{3 Home ||| Accounts | [5Z| Contacts Opportunities | ' Sales Orders | = Service | Administration - Runtime Events

Action Sets | Event Aliases | Events

Event Aliases | s n new | Defete | Query 1-wef0+ | ]
Name e Event Subevent
. Delete Rexord [Ctrl+0]
> Service Request - New uest  MewRecord 2|
Service Request - Wiy Mew Record [Cerl+n] quest  WriteRecord =
Copy Rerard [Ctrl+8] ; = o
Service Request-Prel oo [ctrea] uest  PreDeleteRecon
Service Request Attac est Akt MewRecord
New Query [At+Q]
Service Request Attat g [AHENTER] uest Akt WiriteRecord
Service Request Attac  Refins Query [Al+R] uest Akt PreDeleteRecord
i b About Record [Ctri+AlE+k] Meiterad
Contact - Write Record Count [Cirl+shift+3] WiriteRerord
Contact -PreDelete | cyeate Bookmark... PreDeleteRecord -
Accaunt - PreDelete | Print Previsw,.. PreDeleteRecord ¥

Prit...
Columns Displayed [Ctri+shift+k]
Advanced Sort [Ctrl+5HiFt+0]
Export...

Apply List

ML Expott...

« I Ru%me Events L

The Import File window displays.

/2§ Import File - Microsoft Internet Explorer [_ O] =]

EI%SE. . | Submit | Cancel
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3 Click Browse and navigate to the RTE.xml file.
<InQuira_ home>\archive\siebel\CRAWLER\RunTimeEvents\
4  Select the RTE.xml file and click Open.
The Import File dialog box displays. Click OK.

3 Impott File - Microsoft Internet Explorer =] B3

Personalization
import
successful,
Conflicts 17,
Inserted 0,
Updated 0,
Skipped 17

5 Siebel Tools imports the Oracle Knowledge runtime event files.
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APPENDIX B

Configuring Oracle Knowledge
Content Processing

You configure Oracle Knowledge to process Siebel content so that it is available to Intelligent Search by
configuring and scheduling a Siebel crawler. The Siebel Crawler supports the Service Request and Defect
business objects; however, you can customize the Siebel crawler access content within other Siebel objects.

Note: We recommend that you consult with Oracle Consulting Services for assistance with customizing the
Siebel crawler.

The Siebel crawler runs as a scheduled job that you define and administer using the Advanced Configuration
Facility Scheduler, as described in the “Intelligent Search Administration Guide”.

You tailor the presentation of answers from Siebel content using custom java server pages (JSPs). See
“Specifying the URL for Displaying Siebel Answers within Oracle Knowledge” on page 52 more information.

This chapter discusses:
» Configuring Siebel Content Acquisition
e Updating the Oracle Knowledge Content Store
» Updating the Dictionary (Optional)

Configuring Siebel Content Acquisition

You configure access to Siebel content using the Crawler Settings page of the Advanced Configuration Facility.
The “Intelligent Search Administration Guide” provides details on accessing and using the Advanced
Configuration Facility.

Each crawler configuration defines a document collection. You specify various crawler parameters, as
described in “Specifying Siebel Crawler Parameters”.

Important! A Siebel collection can access only one Business Object type. You must create and configure
a unique Siebel crawler for each object type that you want to access.

Specifying Siebel Crawler Parameters

You configure the crawler's connection to the Siebel application on the Crawler Settings > Siebel
Crawlers page of the Advanced Configuration Facility.
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49 CONFIGURING SIEBEL CONTENT ACQUISITION

To configure the Siebel crawler:

1 Select Crawler Settings from the System section of the Advanced Configuration Facility main menu

Crawler Settings

B show Advanced Options

Date Format :

Database :
Crawlers (none)

Siebel Crawlers :
(none)

Custom Crawlers :
(none)

Document :
Attribute ~ (NONE)

Collection Group : (none)

Content Acquisition

Commit Interval : 500

The Crawler Settings page lists the available crawlers.
2 Click Edit.
3 Under Siebel Crawlers click Add New Item.

Siebel Crawlers :
(none)

Add .r Item
Add a New Item
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CONFIGURING SIEBEL CONTENT ACQUISITION

The Siebel Crawlers page displays the crawler configuration fields.

Item Mame b  Sigbal_Crawler

forcedPublic :

@on Coff
Commection URL b heep://sle01prb.us.oracle.com/eai_snon_snu/start.s
siebelDataMapKey »  [nQuiraSRDetails
Xsl location » _archive/xs!

User b sadmin

Date Format »  MM/dd/yyyy HH:mm:ss -
Warning: You need make sure the date format is consistent with Siebel side.

siebelBatchCount : 100

Available for :

Unstructured @
ey On DOff

Document Filtes :
(none)

Add New Itam

Document :
Attribute ~ (none)

Selector Adg New [tem

Document
Supertitle  (Mone)
Selector New Item
Vlloda:: * {none)
Add Naw [tem
Build URL
URL Builder » ira.content.url C URLE

Value Be
Ttem Name § WSSEUSERNAMETOKEN =2

Value : rrue

4  Specify the following crawler parameters:
Parameter Description
forcedPublic Valid values are On and Off. On is the default.

Connection URL

anonymous requests with authentication, usually,

Crawler to Support WSSE”".

When using WSSE (Web Services Security Encryption) this is typically,
http://siebelhost:siebelport/eail anon <langcode>/start.swe. For more
information on configuring the Siebel crawler for WSSE, see “Configuring the Siebel

Specifies the URL of the Siebel application. This parameter is required. There is no default
value. Configure the connection URL to point to an object manager configured to accept

http://<siebelhost:siebelport>/eai anon <langcodes/start.swe.

siebelDataMapKey

Value must match the DataMap name specified on Siebel, delivered as InquiraSRDetails.

Xsl location Defaultis . . /archive/siebel/crawler/xsl.

User

required. There is no default value.

Specifies the user name for access to the Siebel application content. This parameter is

Password

is required. There is no default value.

Specifies the user password for access to the Siebel application content. This parameter

Date Format

The date format for the Siebel User (depends on the locale information for the user).

siebelBatchCount

The batch count to retrieve Siebel records at one web service call. Default is 1000.
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CONFIGURING SIEBEL CONTENT ACQUISITION

Parameter Description (continued)
Available for Specifies whether the documents in this collection will be available to the unstructured
Unstructured Search information retrieval module. This parameter is required. Valid values are On and Of £. On

is the default.

Document Filter Specifies one or more optional filters to limit the documents that will be included in the

collection. Valid values are defined document filters, as described in Configuring
Document Filters in the “Intelligent Search Administration Guide”.

Document Attribute Specifies one or more optional document attribute selectors for the crawler. Valid values

Selector are defined document attribute selectors, as described in Configuring Document Attributes
in the “Intelligent Search Administration Guide”.

Document Supertitle Specifies one or more optional document supertitle selectors for the crawler. Valid values

Selector are defined document supertitle selectors, as described in Configuring Document

Supertitles in the “Intelligent Search Administration Guide”.

Validation Condition Add a validation condition if desired.

(Siebel) Build URL

URL Builder Specifies a default class name and method to use the presentation JSP to display

answers from Siebel content within the Oracle Knowledge User Interface. The default
class name is com.inquira.content.SampleBuildURL.

The default is method is contentStoreURLBuilder.

Properties

Item Name | WSSEUSERNAMETOKEN

5

Value | true

Click OK to save the specified values in your configuration.

Configuring the Siebel Crawler to Support WSSE

Use the following procedure to configure the Siebel crawler to support Web Services Security Encryption
(WSSE) authentication.

Note: WSSE replaces SOAP URLs for inbound SOAP services.

1

Make sure the connection URL points to an object manager configured to accept anonymous requests
with authentication, typically at:

http://siebelhost:siebelport/eai anon <langcode>/start.swe.

A qualified Siebel administrator can set up the Siebel server and provide you with the correct URL to
use.

At Siebel Crawler> Build URL>Properties, create an additional property configuration called
USEWSSEUSERTOKEN and set the value to true. If this value is not set, the integration reverts to the
URL-based username/password authentication.

Within Siebel, navigate to Site Map -> Administration - Web Services -> Inbound Web Services.
Query for all Web Services that have InQuira Crawler in the name.

For each of the Service Ports, change the Authentication type column to Username/Password - clear
text.

Save and clear the cache for your results to be visible to the Siebel object managers.
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52 UPDATING THE ORACLE KNOWLEDGE CONTENT

Specifying the URL for Displaying Siebel Answers within Oracle
Knowledge

Oracle Knowledge uses a Java server page (JSP) to create an ad hoc answer source document for
presentation within the User Interface. This section provides example configuration information using the
default JSP page (cs. jsp); however, you must create a custom page to render the Siebel content
appropriately for your application.

You must specify a class and a method to create the URLSs for the ad hoc answer documents derived from
Siebel content for the specified collection. The Siebel Build URL parameters are specified on the Advanced
Configuration Facility Crawler Settings > Siebel Crawlers page:

Parameter |Description

Class Name Specifies the Build URL class. The default is
com.inguira.content.SampleBuildURL.

Method Specifies the Build URL method. The default is content StoreURL.

Properties Specifies a required property to enable answer highlighting within constructed
Siebel answer documents. Specify the URL of the cs. jsp page in your
application server. The following example shows a typical Apache Tomcat
implementation:

http://<server homes>/webapps/inquirawb/cs.jsp

Updating the Oracle Knowledge Content Store

You must perform content processing to add the Siebel content to the Oracle Knowledge application content
store. You process Siebel content by scheduling tasks to execute the configured Siebel crawlers.

The “Intelligent Search Administration Guide” provides detailed information about scheduling and performing
content processing.

Updating the Dictionary (Optional)

To optimize the accuracy of the Oracle Knowledge search functionality, you may want to add terminology that
is specific to the content stored in your Siebel application to the Dictionary, as described in the “Intelligent
Search Administration Guide”.
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