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Preface

Understanding the PeopleSoft Online Help and PeopleBooks

The PeopleSoft Online Help is a website that enables you to view all help content for PeopleSoft
Applications and PeopleTools. The help provides standard navigation and full-text searching, as well as
context-sensitive online help for PeopleSoft users.

PeopleSoft Hosted Documentation

You access the PeopleSoft Online Help on Oracle’s PeopleSoft Hosted Documentation website, which
enables you to access the full help website and context-sensitive help directly from an Oracle hosted
server. The hosted documentation is updated on a regular schedule, ensuring that you have access to the
most current documentation. This reduces the need to view separate documentation posts for application
maintenance on My Oracle Support, because that documentation is now incorporated into the hosted
website content. The Hosted Documentation website is available in English only.

Locally Installed Help

If your organization has firewall restrictions that prevent you from using the Hosted Documentation
website, you can install the PeopleSoft Online Help locally. If you install the help locally, you have more
control over which documents users can access and you can include links to your organization’s custom
documentation on help pages.

In addition, if you locally install the PeopleSoft Online Help, you can use any search engine for full-
text searching. Your installation documentation includes instructions about how to set up Oracle Secure
Enterprise Search for full-text searching.

See PeopleTools 8.53 Installation for your database platform, “Installing PeopleSoft Online Help.” If you
do not use Secure Enterprise Search, see the documentation for your chosen search engine.

Note: Before users can access the search engine on a locally installed help website, you must enable the
Search portlet and link. Click the Help link on any page in the PeopleSoft Online Help for instructions.

Downloadable PeopleBook PDF Files

You can access downloadable PDF versions of the help content in the traditional PeopleBook format.
The content in the PeopleBook PDFs is the same as the content in the PeopleSoft Online Help, but it has
a different structure and it does not include the interactive navigation features that are available in the
online help.

Common Help Documentation

Common help documentation contains information that applies to multiple applications. The two main
types of common help are:

* Application Fundamentals
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» Using PeopleSoft Applications

Most product lines provide a set of application fundamentals help topics that discuss essential information
about the setup and design of your system. This information applies to many or all applications in the
PeopleSoft product line. Whether you are implementing a single application, some combination of
applications within the product line, or the entire product line, you should be familiar with the contents

of the appropriate application fundamentals help. They provide the starting points for fundamental
implementation tasks.

In addition, the PeopleTools: PeopleSoft Applications User's Guide introduces you to the various
elements of the PeopleSoft Pure Internet Architecture. It also explains how to use the navigational
hierarchy, components, and pages to perform basic functions as you navigate through the system. While
your application or implementation may differ, the topics in this user’s guide provide general information
about using PeopleSoft Applications.

Field and Control Definitions

PeopleSoft documentation includes definitions for most fields and controls that appear on application
pages. These definitions describe how to use a field or control, where populated values come from, the
effects of selecting certain values, and so on. If a field or control is not defined, then it either requires
no additional explanation or is documented in a common elements section earlier in the documentation.
For example, the Date field rarely requires additional explanation and may not be defined in the
documentation for some pages.

Typographical Conventions

Xii

The following table describes the typographical conventions that are used in the online help.

Typographical Convention Description

Bold Highlights PeopleCode function names, business function
names, event names, system function names, method names,
language constructs, and PeopleCode reserved words that must
be included literally in the function call.

Italics Highlights field values, emphasis, and PeopleSoft or other
book-length publication titles. In PeopleCode syntax, italic
items are placeholders for arguments that your program must

supply.

Italics also highlight references to words or letters, as in the
following example: Enter the letter O.

Key+Key Indicates a key combination action. For example, a plus sign (
+) between keys means that you must hold down the first key
while you press the second key. For Alt+W, hold down the Alt
key while you press the W key.

Monospace font Highlights a PeopleCode program or other code example.

... (ellipses) Indicate that the preceding item or series can be repeated any
number of times in PeopleCode syntax.
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Typographical Convention Description

{ } (curly braces) Indicate a choice between two options in PeopleCode syntax.
Options are separated by a pipe (| ).

[ ] (square brackets) Indicate optional items in PeopleCode syntax.

& (ampersand) When placed before a parameter in PeopleCode syntax,
an ampersand indicates that the parameter is an already
instantiated object.

Ampersands also precede all PeopleCode variables.

> This continuation character has been inserted at the end of a
line of code that has been wrapped at the page margin. The
code should be viewed or entered as a single, continuous line
of code without the continuation character.

ISO Country and Currency Codes

PeopleSoft Online Help topics use International Organization for Standardization (ISO) country and
currency codes to identify country-specific information and monetary amounts.

ISO country codes may appear as country identifiers, and ISO currency codes may appear as currency
identifiers in your PeopleSoft documentation. Reference to an ISO country code in your documentation
does not imply that your application includes every ISO country code. The following example is a
country-specific heading: "(FRA) Hiring an Employee."

The PeopleSoft Currency Code table (CURRENCY CD TBL) contains sample currency code data. The
Currency Code table is based on ISO Standard 4217, "Codes for the representation of currencies," and
also relies on ISO country codes in the Country table (COUNTRY_TBL). The navigation to the pages
where you maintain currency code and country information depends on which PeopleSoft applications
you are using. To access the pages for maintaining the Currency Code and Country tables, consult the
online help for your applications for more information.

Region and Industry Identifiers

Information that applies only to a specific region or industry is preceded by a standard identifier in
parentheses. This identifier typically appears at the beginning of a section heading, but it may also appear
at the beginning of a note or other text.

Example of a region-specific heading: "(Latin America) Setting Up Depreciation"

Region Identifiers

Regions are identified by the region name. The following region identifiers may appear in the PeopleSoft
Online Help:

e Asia Pacific
*  Europe

¢ Latin America
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e North America

Industry Identifiers

Industries are identified by the industry name or by an abbreviation for that industry. The following
industry identifiers may appear in the PeopleSoft Online Help:

» USF (U.S. Federal)

* E&G (Education and Government)

Access to Oracle Support

Oracle customers have access to electronic support through My Oracle Support. For information, visit
http://www.oracle.com/pls/topic/lookup?ctx=acc&id=info or visit http://www.oracle.com/pls/topic/
lookup?ctx=acc&id=trs if you are hearing impaired.

Documentation Accessibility

For information about Oracle's commitment to accessibility, visit the Oracle Accessibility Program
website at http://www.oracle.com/pls/topic/lookup?ctx=acc&id=docacc.

Using and Managing the PeopleSoft Online Help

Click the Help link in the universal navigation header of any page in the PeopleSoft Online Help to see
information on the following topics:

*  What’s new in the PeopleSoft Online Help.
* PeopleSoft Online Help acessibility.
* Accessing, navigating, and searching the PeopleSoft Online Help.

* Managing a locally installed PeopleSoft Online Help website.

PeopleSoft CRM Related Links

PeopleSoft Information Portal on Oracle.com

My Oracle Support

PeopleSoft Training from Oracle University

PeopleSoft Video Feature Overviews on YouTube
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Contact Us

Send us your suggestions Please include release numbers for the PeopleTools and applications that you

are using.

Follow Us
E Get the latest PeopleSoft updates on Facebook.
ﬁ Follow PeopleSoft on Twitter@PeopleSoft Info.
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Chapter 1

Getting Started with PeopleSoft Marketing

PeopleSoft CRM Marketing Overview

PeopleSoft Marketing enables users to manage all of the complex components of a marketing program.
PeopleSoft Marketing functionality is based on the concept of marketing programs, which includes
campaigns and activities, online marketing dialogs, and roll ups. A marketing campaign is an initiative

by a campaign team to achieve a specific marketing objective, such as launching a new product, raising
awareness of existing products, or cultivating customer loyalty. An activity represents action taken as part
of a marketing campaign. An online dialog enables you to define an internet marketing channel (dialog) to
run an internet campaign from start to finish. A roll up is a program created to serve as a parent to one or
more child programs.

Essentially, the purpose of a marketing program is to communicate message to consumers about your
product or services. Issues of who you contact (audience), how you reach them (channel), what collateral
materials you use to support your message (content), and what you use to encourage them to buy (offer)
are all part of what makes up the campaign activity.

Related Links
PeopleSoft CRM for Online Marketing 9.2

PeopleSoft CRM Marketing Business Processes

PeopleSoft CRM Marketing applications provide the following business processes:
* Manage campaign content.

* Define offers.

* Define and generate audiences.

* Contact prospects directly, using the PeopleSoft Online Marketing application.
e Measure campaign results.

We discuss these business processes in the business process topics in this documentation.

PeopleSoft CRM Marketing Implementation

PeopleSoft Setup Manager enables you to generate a list of setup tasks for your organization based on the
features that you are implementing. The setup tasks include the components that you must set up, listed
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in the order in which you must enter data into the component tables, as well as links to the corresponding
documentation.

Other Sources of Information

In the planning phase of your implementation, take advantage of all PeopleSoft sources of information,
including the installation guides, data models, business process maps, and troubleshooting guidelines.

See also PeopleTools: PeopleSoft Setup Manager
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Navigating in PeopleSoft Marketing

Navigating in PeopleSoft Marketing

PeopleSoft Marketing provides custom functional area navigation pages that contain groupings of folders
that support a specific business process, task, or user role.

Note: In addition to PeopleSoft Marketing custom navigation pages, PeopleSoft provides menu
navigation, standard navigation pages, and PeopleSoft Navigator.

Related Links

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook

Pages Used to Navigate in PeopleSoft Marketing

This table lists the custom navigation pages that are used to navigate in PeopleSoft Marketing.

Marketing Center

The Marketing Center custom navigation pages are geared to the person in your organization who is
focused on developing and maintaining various marketing programs and audiences, as well as on running

analyses.
Page Name Navigation Usage
Marketing Center Select Marketing Center under the main | Access primary Marketing Center menu

menu.

options and activities.

Marketing Programs

Click Marketing Programs on the
Marketing Center page.

Access Marketing Programs to create
or edit marketing programs, such as

campaigns, dialogs, or roll ups.

Dialog Designer

Click Dialog Designer on the Marketing
Center page.

Access the dialog designer to create or
edit marketing dialogs.

Marketing Programs

Click Marketing Programs on the

View program summary information,

Marketing Center page. and sort or filter by program attributes.
Outbound Calls Click Outbound Calls on the Marketing | Conduct outbound campaigns, contact

Center page. prospects, and record call outcomes.
Audiences Click Audiences on the Marketing Define and manage target audiences and

Center page.

segments.
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Page Name

Navigation

Usage

Audience Lists

Click Audience Lists on the Marketing
Center page.

Access the Audience Search page.

Audience Segments

Click Audience Segments on the
Marketing Center page.

Access the Audience Search page.

Profile Definitions

Click Profile Definitions on the
Marketing Center page.

Manage marketing profile definitions.

Data Import

Click Data Import on the Marketing
Center page.

Import data.

Data Import Global Settings

Click Data Import Global Settings on the
Data Import page.

Specify data import global settings.

Data Import Templates

Click Data Import Templates on the Data
Import page.

Access data import templates.

Run Data Import

Click Run Data Import on the Data
Import page.

Run the data import.

View Import Status

Click View Import Status on the Data
Import page.

View import status.

Edit Matching SQL

Click Edit Matching SQL on the Data
Import page.

Allow editing of Matching SQL
Statements

Enterprise Content and Offers

Click Enterprise Content and Offers on
the Marketing Center page.

Manage marketing collateral and setup
offers.

Manage Offers

Click Manage Offers on the Marketing
Center page.

Create offers based on product, base

price, and discount information.

Marketing Collaterals

Click Marketing Collaterals on the
Marketing Center page.

Manage marketing content for targeted
audiences.

Analysis

Click Analysis on the Marketing Center
page.

Discover and gain insights into
customers, programs, and products.

Interactive Reports

Click Interactive Reports on the Analysis
page.

View the Marketing Performance and
Forecast Analysis.

Campaign Performance Forecast

Click Campaign Performance Forecast
on the Analysis page.

View the Campaign Performance/
Forecast Analysis.

Dialog Performance Forecast

Click Dialog Performance Forecast on
the Analysis page.

View the Dialog Performance/Forecast
Analysis.
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Page Name Navigation Usage
Operational Reports Click Operational Reports on the View quality reports.

Analysis page.

Document Responses

Click Document Responses on the
Operational Reports page.

Search for document responses.

Individual Responses

Click Individual Responses on the
Document Responses page.

Search for individual responses.

Overall Responses

Click Overall Responses on the

Document Responses page.

Search for overall responses.

Campaign Management

Click Campaign Management on the
Operational Reports page.

Request a campaign management report.

Content Management

Click Content Management on the

Operational Reports page.

Request a content management report.

Campaign-Content Management

Click Campaign-Content Management
on the Operational Reports page.

Request a campaign-content
management report.

Campaign Effectiveness

Click Campaign Effectiveness on the
Operational Reports page.

Request an effectiveness report based on
business unit, status, and date range.

Campaign Expense

Click Campaign Expense on the
Operational Reports page.

Request a campaign expense report.

Activity Effectiveness

Click Activity Effectiveness on the
Operational Reports page.

Request an activity effectiveness report
based on business unit, status, and date.

Campaign Activity Effective

Click Campaign Activity Effective on
the Operational Reports page.

Request a campaign and activity report

based on business unit and date range.

Task Management

Click Task Management on the
Operational Reports page.

Request a task management report.

Campaign ROI (Return On Investment)

Click Campaign ROI on the Operational
Reports page.

Request a return-on-investment report.

Campaign Count by Score

Click Campaign Count by Score on the
Operational Reports page.

Request a report of campaign counts by
score.

Marketing Analysis Center

The Marketing Analysis Center custom navigation pages that follow are geared toward the person in your
organization who focuses on performing marketing analysis tasks:
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Page Name

Navigation

Usage

Marketing Analysis Center

Select Marketing Analysis Center under

the main menu.

Access primary Marketing Analysis

Center menu options and activities.

Marketing Programs

Click Marketing Programs on the
Marketing Analysis Center page.

Manage marketing programs and
activities.

Marketing Programs

Click Marketing Programs on the
Marketing Programs page.

View program summary information,

and sort or filter by program attributes.

Analysis Center page.

Dialog Designer Click Dialog Designer on the Marketing | Access the dialog designer to create or
Programs page. edit marketing dialogs.

Outbound Calls Click Outbound Calls on the Marketing | Conduct outbound campaigns, contact
Programs page. prospects, and record call outcomes.

Audiences Click Audiences on the Marketing Define and manage target audiences and

segments.

Audience Lists

Click Audience Lists on the Audiences
page.

Access the Audience Search page.

Audience Segments

Click Audience Segments on the
Audiences page.

Access the Audience Search page.

Profile Definitions

Click Profile Definitions on the
Marketing Center page.

Manage marketing profile definitions.

Data Import

Click Data Import on the Audiences
page.

Import data.

Data Import Global Settings

Click Data Import Global Settings on the
Data Import page.

Specify data import global settings.

Data Import Templates

Click Data Import Templates on the Data
Import page.

Access data import templates.

Run Data Import

Click Run Data Import on the Data
Import page.

Run the data import.

View Import Status

Click View Import Status on the Data
Import page.

View import status.

Edit Matching SQL

Click Edit Matching SQL on the Data
Import page.

Allow editing of Matching SQL
Statements

Customer Behavior Modeling

Click Customer Behavior Modeling on
the Marketing Analysis Center page.

Consolidate customer data across the
enterprise. Build and use predictive

models and scores.

22
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Navigating in PeopleSoft Marketing

Marketing Analysis page.

Page Name Navigation Usage

Marketing Analysis Click Marketing Analysis on the Discover and gain insight into customers,
Marketing Analysis Center page. programs, and products.

Operation Reports Click Operation Reports on the View quality reports.

Document Responses

Click Document Responses on the
Operation Reports page

View individual and overall responses.

Individual Responses

Click Individual Responses on the

Document Responses page.

Search for individual responses.

Overall Responses

Click Overall Responses on the
Document Responses page.

Search for overall responses.

Campaign Management

Click Campaign Management on the
Operation Reports page.

Request a campaign management report.

Content Management

Click Content Management on the
Operation Reports page.

Request a content management report.

Campaign-Content Management

Click Campaign-Content Management
on the Operation Reports page.

Request a campaign-content

management report.

Campaign Effectiveness

Click Campaign Effectiveness on the
Operation Reports page.

Request an effectiveness report based on

business unit, status, and date range.

Campaign Expense

Click Campaign Expense on the
Operation Reports page.

Request a campaign expense report.

Activity Effectiveness

Click Activity Effectiveness on the
Operation Reports page.

Request an activity effectiveness report

based on business unit, status, and date.

Campaign Activity Effective

Click Campaign Activity Effective on
the Operation Reports page.

Request a campaign and activity report
based on business unit and date range.

Task Management

Click Task Management on the
Operation Reports page.

Request a task management report.

Campaign ROI

Click Campaign ROI on the Operation
Reports page.

Request a return-on-investment report.

Campaign Count by Score

Click Campaign Count by Score on the
Operation Reports page.

Request a report of campaign counts by

score.

Interactive Reports

Click Interactive Reports on the
Marketing Analysis page.

View the Marketing Performance and

Forecast Analysis.

Copyright © 2001, 2013, Oracle and/or its affiliates. All rights reserved.

23



Navigating in PeopleSoft Marketing Chapter 2

Page Name Navigation Usage

Campaign Performance Forecast Click Campaign Performance Forecast View the Campaign Performance/
on the Analysis page. Forecast Analysis.

Dialog Performance Forecast Click Dialog Performance Forecast on View the Dialog Performance/Forecast
the Analysis page. Analysis.
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Defining PeopleSoft Marketing Business

Units

Understanding PeopleSoft Marketing Business Units

PeopleSoft Marketing business units enable you to associate campaigns with specific offices for
organizational and reporting purposes.

A business unit represents an operational entity—generally a branch office within your organization.
Every marketing campaign that you create is associated with a business unit that represents a branch
office within your organization.

This organizational structure helps you to locate the campaigns that you need because you can limit
searches by business unit. Define a default business unit so that you do not need to specify your home
business unit every time that you access the system. Specify a business unit only when you need to access

another business unit.

You also filter results in PeopleSoft Marketing by business unit.

Defining PeopleSoft Marketing Business Units

To set up PeopleSoft Marketing business units, use the Marketing Definition (RA_BUS _UNIT _GBL)

component.

This section discusses how to define PeopleSoft Marketing business units.

Page Used to Define PeopleSoft Marketing Business Units

Page Name

Definition Name

Usage

Marketing Definition

RA_BUS_UNIT TBL

Set Up CRM, Business
Unit Related, Marketing

Define PeopleSoft Marketing
business units.

Marketing Definition Page

Use the Marketing Definition page (RA_BUS UNIT TBL) to define PeopleSoft Marketing business

units.
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Chapter 3

Set Up CRM, Business Unit Related, Marketing Definition

Image: Marketing Definition page

This example illustrates the fields and controls on the Marketing Definition page.

Marketing Definition

Business Unit GLAKE

*Short Description |Great Lake
*Currency Code USD@,
Sales Business Unit |[GLAKE @,

Printer

*Description |Great Lake University

Default SetID

Currency Code

Sales Business Unit

Printer

Create Business Unit

Select the default setID to associate with the business unit.

Note: The system displays this field only when you define a
new business unit that has not already been defined elsewhere
within PeopleSoft Customer Relationship Management (
PeopleSoft CRM).

Select the default monetary unit in which you conduct
transactions in this business unit.

Select the PeopleSoft Sales business unit that you want to
associate with this marketing business unit.

Select a printer name for correspondence management.

Click to save and create the new business unit. This is the same
as clicking the Save button.

Note: The system displays this button only when you define a
new business unit that has not already been defined elsewhere
within PeopleSoft CRM.
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Setting Up PeopleSoft Marketing

Setting Up CRM Application Security for PeopleSoft Marketing

This section describes how to set up CRM application security for Marketing. It discusses how to:

*  Set up a membership.

¢ Add a member.

* Set up a functional option group.

*  Set up a security profile.

Related Links

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook

Pages Used to Set Up CRM Application Security for PeopleSoft Marketing

Page Name Definition Name Navigation Usage

Membership List RSEC_MEMBER SMRY Set Up CRM, Security, CRM | Set up a membership list.
Application Security, Search
Membership List

Add Membership List RSEC ML ROLE Click the Edit Member List Add a new membership list.

link on the Membership List
page to edit the list, or click
the View Role List link to
view it.

Functional Option

RSEC FUNC DEFN

Set Up CRM, Security,
CRM Application Security,
Functional Option

Use these system-delivered
items as display templates.

Functional Option Group

RSEC_FUNC_GROUP

Set Up CRM, Security,
CRM Application Security,
Functional Option Group

Set up a functional option
group for PeopleSoft
Marketing users.

Security Profile

RSEC_PROFILE

Set Up CRM, Security, CRM
Application Security, Search
Security Profile

Create a new security profile
to contain the membership list
and functional option group.

Membership List Page

Use the Membership List page (RSEC_MEMBER SMRY) to set up a membership list.
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Navigation
Set Up CRM, Security, CRM Application Security, Search Membership List
Image: Membership List page

This example illustrates the fields and controls on the Membership List page.

Membership List

m | ® Search | [EiNext | [ Previous | F Add Membershi

Membership Mame Cool Solutions Caonsulting Status Active

Membership List Definition
*Name|CDD| Solutions Consulting *Gtatus | Active

Description

Security Object Partner Type Static

Membership List Criteria

Static list of members defined.

Miegw Partner List (1)

; . A s n ]
Related Security Profile Custornize | Find | Wiew all | | T Firsr Bl g ofg A8 ) oo
Profile MName Membership List Yiew List Functional Opton Group Status
Cool Solutions Cool Solutions g
Active

Cool Solutions Consulting Consulting Consulting

P Membership List Details
P Audit Details

This page includes all the roles to which PeopleSoft Marketing users will be assigned. If needed, you can
use multiple membership lists.

Add Membership List Page
Use the Add Membership List page (RSEC_ML ROLE) to manage a membership list.
Navigation

Click the Edit Member List link on the Membership List page to edit the list, or click the View Role List
link to view it.

The Add Membership List page displays the security objects (role, person, and so forth) included in this
membership list. You can edit the objects.

Name Enter the name of the security object.

Add Role Click to add a new role to the list.

Functional Option Group Page

Use the Functional Option Group page (RSEC_FUNC GROUP) to set up a functional option group for
PeopleSoft Marketing users.
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Navigation
Set Up CRM, Security, CRM Application Security, Functional Option Group
Image: Functional Option Group page

This example illustrates the fields and controls on the Functional Option Group page.

Functional Option Group

dd Cption

Functional Option Group Code MET_ENTERPRIZE Functional Option Group Un-Secured Marketing Fields

Functional Option Definition

*Functional Option Gruup|Un-Secured Marketing Fields

Description Mo Security for the enterprise users

Functional Options Customize | Find | | 2 Fier K 12 0f2 O
i Functional Option [ Amourt Relsted i
—

#Functional Option Option ¥alue Revoke
|Marketing Display Only Fields @, . L E
|Marketing Hidden Fields % . O ﬁl

| Add Functional Option |

F Audit Details

| Saue | ||§I‘Return to Search | |Dreuiousin List] |Nthin List] |ELAdd | |pdate.|"Disp|al,l:|

The Option Value field should be blank for both functional options.

Related Links
PeopleSoft CRM 9.1 Application Fundamentals PeopleBook

Security Profile Page

Copyright

Use the Security Profile page (RSEC PROFILE) to create a new security profile to contain the
membership list and functional option group.
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Navigation
Set Up CRM, Security, CRM Application Security, Search Security Profile
Image: Security Profile page (1 of 2)

This is the first of two examples illustrating the fields and controls on the Security Profile page.

Chapter 4

Security Profile

Status Active

Security Profile Definition

*Name |CDC Partners *gtatus | Active

Description

Functional Option Group
Mo Functional Option Groups associated to the Security Profile.

| Add Functional Option Group |

P CDC Partners Custamer Static  Active  03/02/2006 10:22PM [l

 ndd View List |

P Audit Details

Image: Security Profile page (2 of 2)

This is the second of two examples illustrating the fields and controls on the Security Profile page.

Security Profile

| ® Search | BEiMext | BiPrevious | F Add Security Profile |

Security Profile Mame CDC Partners Status Active

" Gecurity Profile m

Membership List

P I 5 i
Membership List Description Di‘;t?? Type Status  Last Refresh Date
. . 03/02/2006
CODC Partners Partner Static Active 10:22FM ﬁ

| Add Membership List |

F Audit Details

All membership lists that you create must be attached to a security profile. This step links the membership
roles to the functional option groups that control the security on the Marketing Programs pages using

display templates.

Related Links
PeopleSoft CRM 9.1 Application Fundamentals PeopleBook
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Setting Dataset Security for PeopleSoft Marketing

This section describes how to set dataset security for Marketing programs.

Page Used to Set Dataset Security for PeopleSoft Marketing

Page Name Definition Name Navigation Usage
Dataset Rules EOEC_DATASET Enterprise Components, Set dataset security for
Component Configurations, marketing programs.

Datasets, Dataset Rules

Select the RA_PROGRAMS
dataset.

Related Links
PeopleSoft CRM 9.1 Application Fundamentals PeopleBook

Dataset Rules Page
Use the Dataset Rules page (EOEC_DATASET) to set dataset security for marketing programs.
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Navigation

Enterprise Components, Component Configurations, Datasets, Dataset Rules
Select the RA_ PROGRAMS dataset.
Image: Dataset Rules page

This example illustrates the fields and controls on the Dataset Rules page.

Dataset Rules
Dataset Mame: RA_FPROGRAMS

*Description: |ru15|rl-:eting Frograms

Dataset Rules

Find | view &1 Fir=t - 1of 3 I Last

*Rule: |4l Programs | F[=
*Description: &Il Programs
“Search Record Name: RA_PROGRAM_TEL 4, Master Program Tahle

*Status:

Rule Conditions
(f... *Field Hame Operator *Field Yalue }}...

I ]| Q| Ql =HE

Test QL | Show saL

Drata distribution rule is valid.

Chapter 4

These rules are attached to the standard delivered marketing rules. If you set up your own rules, you must
also set up the corresponding rules. If you use existing roles, you must verify that the delivered rules

attached to these roles are correct for your roles.

Setting Display Templates for PeopleSoft Marketing

32

This section describes how to:
» Set display templates for PeopleSoft Marketing.

*  Set component configuration.

To set display templates for PeopleSoft Marketing, use the Component Configuration (RA_COMP_CFGQG)

component.

Related Links
PeopleSoft CRM 9.2: Automation and Configuration Tools
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Pages Used to Set Display Templates for PeopleSoft Marketing

Page Name

Definition Name

Navigation

Usage

Display Template

RDT TMPL PAGE

Set Up CRM, Common
Definitions, Component
Configuration, Display
Templates, Display Template
Details

Select Marketing as the
display template ID.

Set display template for
marketing.

Component Configuration

RA_COMP_CFG

Set Up CRM, Product
Related, Marketing,
Component Configuration

Define the display templates
to use when displaying the
marketing components that
use display templates.

System Data Option

RA_COMP_CFG

Select the System Data
Option tab on the Component
Configuration page.

Modify display template data.

Display Template Page

Use the Display Template page (RDT_TMPL PAGE) to set up display templates for marketing.
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Chapter 4

Set Up CRM, Common Definitions, Component Configuration, Display Templates, Display Template

Details
Select Marketing as the display template ID.
Image: Display Template page

This example illustrates the fields and controls on the Display Template page.

Display Template
Template ID CRM_HE Family Higher Education Family
Description Higher Education Component RC_AGT_CASES_PGT
Y ettt ————
Enable Page A'I::f:;:e Up:i]:i:;:‘::de Comments
Agent - My Cases - Wide F F Agent - My Cases Pagelet
General Dptions
Option Yalue Comments

Licensed Product Code Service Center for Higher Ed [il The Licensed Product that this template applies to,

Licensed Product Description Service Center for Higher Ed Type in a Description. This will be shown in User
Preferences,

Pre-defined Search ID agent - My Cases Pagelet [i] Choose the search category to use for this
component,
This contains functions to handle additional business

Application Set Extension [»] logic to be performed when the user clicks on selected
tabs, hyperlinks, ete, Do not change this value unless
vou are familiar with this Application Class Extension.

Ermail Template for Case Notes [l] Choose the E-mail Template that you want to use to
E-rnail Case Maotes,

Ermail Template for Solutions [1] Choose the E-mail Template that you want to use to
E-rnail Solutions,

Partal Marne EMPLOTEE [1] Select the Portal to use for Transferring using a
Content Reference,

Portal Object Mame |CR_RC_F\GT_CF\SES_PGT_HE &, Select the Content Reference to use for transfers

Field level security is set by default for several fields. Refer to the display template documentation for

further information.

Component Configuration Page for Marketing

34

Use the Component Configuration page (RA_COMP_CFQG) to define the display templates to use when

displaying the marketing components that use display templates.
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Navigation
Set Up CRM, Product Related, Marketing, Component Configuration
Image: Component Configuration page (Marketing)

This example illustrates the fields and controls on the Component Configuration page (Marketing).

Component Configuration

Display Templates

il g5 0f5 B o

General

System Data Option

*Portal Name *Component Name *Market *Display Template
EMPLCYEE RAE_EVENT_CETAIL Global CORE_MARKETING
EMPLCYEE RA_CAMPAIGH_DETAIL Global CORE_MARKETIMNG
EMPLCYEE RéA_CM_HOME_GRD Global CORE_MARKETIMNG
PARTHER RéA_CAMPAIGH_DETAIL Global M&RKETIMNG
PARTHER RA_CM_HOME_GRD Global MARKETING

This page defines which display template to use when displaying the marketing components that use
display templates. The page's information is based on the display templates that are defined by default,
and the data is set up to use the default display template definitions.

Add To add additional templates, click this button and then complete
the necessary fields. Fields that you can added are:

* Portal Name

* Component Name
*  Market

* Display Template

See "Understanding Display Templates (PeopleSoft CRM 9.2: Automation and Configuration Tools)".
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Modifying Data
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Access the System Data Option page (select the System Data Option tab on the Component Configuration

page).

Image: System Data Option page

This example illustrates the fields and controls on the System Data Option page.

General

Modify System Data
Modify Systerm Data
Modify System Data
Modify Systern Data
Modify Systern Data
Modify Systern Data

Add

Component Configuration

Message Descripbon

B %

This object is maintained by PeopleSoft,

This aohject is raintained by PeopleSoft.

This object i1s maintained by PeopleSoft.

This object is maintained by PeopleSoft,

This object is maintained by PeopleSoft,

Modify System Data

Click to modify system data for the selected row. Select the
General tab and modify the necessary fields. Fields that you can

modify are:

¢ Portal Name

¢  Component Name

¢ Market

* Display Template

Setting Component Audit Information

This section describes how to set component audit information for PeopleSoft Marketing.

Page Used to Set Component Audit Information

Page Name

Definition Name

Navigation

Usage

Component Audit

RA_UD REQ AUDIT

Set Up CRM, Product
Related, Marketing,
Component Audit

Set component audit
information.

Component Audit Page

36

Use the Component Audit page (RA_UD REQ AUDIT) to set component audit information.
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Navigation

Setting Up PeopleSoft Marketing

Set Up CRM, Product Related, Marketing, Component Audit

Image: Component Audit page

This example illustrates the fields and controls on the Component Audit page.

Component Audit

*Component (RA_CAMPAIGHN_DETAIL

Description |Campaign History Audit

Record [Table) Name
RA_CAMPAIGN
RA_CMPGHN_COST
RA_CMPGHN_METRIC
RA_CMPGH_NOTE
RA_CMPGH_TASK
RA_CMPGH_WAWE

R&_TRIGGER

I.C;.| I.C:l I.O I.C;.| I.O I.C;.| I.I::::l

Add Component Table to Aud

Show Short Label Name

@, *Audit Record Name [RA_CMPGH_AUDIT (@
B 4] *]
Add Change Delete
O O i}
O O i}
O O il
O O i}
O O i}
m
O O i}

This page controls what appears on the History page of the Marketing Program - Campaign Component

page, under the Audit tab.
Component

Audit Record Name
Record (Table) Name

Add

Change

Delete

Select a component from the available list.
Select an audit record from the available list.
Select a record from the available list.

Select this check box to display history information on the Audit
History page if a new record is added.

Select this check box to display history information on the Audit
History page if the record is changed.

Select this check box to display history information on the Audit
History page if the record is deleted.

If you do not want to display any audit history for a record, clear all three check boxes for that record.

Defining Campaign Elements

This section provides an overview of campaign elements and discusses how to:

* Define campaign activity objectives.
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* Define campaign and activity statuses.

* Define status rules.

* Define budget sources.

* Define program control.

* Define trigger schedules.

Pages Used to Define Campaign Elements

Chapter 4

Page Name Definition Name Navigation Usage

Marketing Objectives RA _UD _CMPGN_OBJ Set Up CRM, Product Define campaign, dialog, and
Related, Marketing, activity objectives.
Objectives, Marketing
Objectives

Campaign and Activity RA_UD CMPGN_STAT Set Up CRM, Product Define campaign and activity

Statuses Related, Marketing, statuses.

Campaigns, Statuses,
Campaign and Activity
Statuses

Status Rules

RA_UD_STAT CMBI

Set Up CRM, Product
Related, Marketing,
Campaigns, Status Rules,
Status Rules

Define status rules by
establishing valid status
changes for campaign objects.

Budget Sources

RA_UD BUDGT_SRC

Set Up CRM, Product
Related, Marketing,
Campaigns, Budget Sources,
Budget Sources

Define budget sources.

Program Control

RA PROGRAM_CONTROL

Set Up CRM, Product
Related, Marketing,
Campaigns, Program Control,
Program Control

Define information about
PeopleSoft Marketing
programs.

Trigger Schedules

RA_SCHEDULE

Set Up CRM, Product
Related, Marketing,
Campaigns, Trigger
Schedules, Trigger Schedules

Define trigger schedules by
setting up system schedules to
check when to run campaign
triggers.

Understanding Campaign Elements

38

The following objective codes are delivered with the system under the SHARE setID. You can modify or
delete the delivered codes, or add additional codes as needed:

Code

Objective

Description

ACQU

Acquisition

Acquire new customers.
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Code Objective Description

AWAR Awareness Increase awareness of your products or
services within your target audiences.

CSEL Cross Sell Encourage members of your target
audience to purchase products or
services that complement those that they
have already bought or intend to buy.

EVNT Events Host an event, such as a meeting, party,

seminar, or class.

INTR Internal Promote interest in your products or
services among members of your own
organization.

LOYA Loyalty Encourage your target audience to make
an emotional commitment to using your
products or services.

PRES Press and Analyst Relations Communicate with journalists and others
who might report on your products or
services.

LAUN Product Launch Introduce new products or services.

USEL Up Sell Encourage your target audience members

to purchase products or services that are
of higher value or more expensive than
those that they already intend to buy.

The following status codes are delivered:

Status Code Status Description

APPR Approved Approved by reviewer.

ARCH Archived Hidden from standard view. You can
find archived campaigns and activities
only by entering Archived in your search
parameters.

CMPL Completed Ended on the established campaign end
date.

DCLN Decline Declined by reviewer.
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Status Code

Status

Description

EXEC

Executing

Being carried out.

Before you can change a campaign

or activity status to Executing, these
three associated elements must have the
following statuses:

Collateral must have the status
Completed.

Offers must have the status Completed.

Audiences must have the status of either
Approved or Committed.

The EXEC (executing) status drives a
number of actions within PeopleSoft
Marketing. For example, setting the
status of a campaign to Executing
enables you to set associated activities to
Executing also.

Setting an activity to Executing causes
the system to validate any associated
audiences, collateral, offers, and scripts.
Associated audiences are also set to a
status of Committed. Also, if the activity
channel execution method is SF4,
associated audiences' leads are pushed to
the PeopleSoft Sales application.

IREV

In Review

In review.

NEW

New

Initial design phase.

STOP

Stopped

Canceled before the established
campaign end date.

TRIG

Trigger Approved

Approved by the reviewer and ready to
switch to Execution status by means of a
trigger (not manually).

Marketing Objectives Page

Use the Marketing Objectives page (RA_UD_CMPGN_OB]J) to define campaign, dialog, and activity

objectives.

40
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Navigation
Set Up CRM, Product Related, Marketing, Objectives, Marketing Objectives
Image: Marketing Objectives page

This example illustrates the fields and controls on the Marketing Objectives page.

Marketing Objectives

SetID CRMOL Description Appliance
Marketing Objectives Custarnize | Find | Wiew £ o N gaoFe I8 .o
*0Objective Code *Description
[acaou |&cquisition &|[=]
|.°.WF\R |.ﬁ.wareness .Ll ,:I
[csEL [Cross sell [®]/[=]
[EwmT [Events [®]/[=]
[TuTR [Tnternal [+] =]
|L.C\LIN |Pr0duct Launch [®]|[=]
[Lorva Loy alty [®]/[=]
|PRES |Press and Analyst Relations [+]([=]
[u=EL [Up =en ] [=]
* Required Field

Objective codes describe the goals of a campaign, a campaign activity, an offer and, if you have
purchased PeopleSoft Online Marketing, an online dialog. Objectives are associated with campaigns on
the Program Detail page and with activities on the Activity Details page.

Objective Code Enter a code that identifies the objective.

Description Enter a description of the objective code.

Campaign and Activity Statuses Page

Use the Campaign and Activity Statuses page (RA_UD_CMPGN_STAT) to define campaign and activity
statuses.
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Navigation
Set Up CRM, Product Related, Marketing, Campaigns, Statuses, Campaign and Activity Statuses
Image: Campaign and Activity Statuses page

This example illustrates the fields and controls on the Campaign and Activity Statuses page.

Statuses
SetID CRMO1 Description Appliance
L] K o

*Campaign Status *Description

fAnproved v &pproved +] =]
Cormpleted v Cormpleted ] [=]
Declined | [Declined +] [=]
Executing v Executing ﬂ j
In Review v In Review +] =]
REIT v REIT +] [=]
Stop V Stopped e | (=]
Trigger Approved v Trigger Approved ﬂ j
* Required Field

Campaigns and activities pass through structured life cycles. You create a campaign or activity, define its
attributes, associate objects with it (collateral, audiences, channels, and so on), send it for review, carry
it out (if approved), complete it (unless you stop it prematurely), and archive it. At each stage in its life
cycle, a campaign or activity has a status. You can also use status changes to drive workflow processes.

Campaign Status Enter the code that identifies the campaign and activities status.
Oracle delivers a set of status codes under the SHARE setID.
Do not modify the delivered values. You can add new values.

Description Enter a description of the status code.

Note: Campaign and activity statuses are identical objects, although you use them separately.
Do not change or remove campaign object statuses that Oracle delivers predefined with your system. If
you define new statuses, then you must also define new status rules.

Status Rules Page

Use the Status Rules page (RA_UD STAT CMBI) to define status rules by establishing valid status
changes for campaign objects.
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Navigation
Set Up CRM, Product Related, Marketing, Campaigns, Status Rules, Status Rules
Image: Status Rules page (1 of 2)

This is the first of two examples illustrating the fields and controls on the Status Rules page.

Status Rules
This page is for entering walid status combinations {fromyto) by record type,
SetId CRMO1 Description Appliance
Status Rules Detail Custarmize | Fi View A i L 125 0f 57 Ll | 5er
*Campaign Dbject Type *Status Code From Dascription *Status Code To Description
Campaign [i] WQJ Approved ’FQJ Executing [+] =] [2]
Carpaign [+] WQJ approved ’WQJ In Review [+ [=]
Carmpaign [+] cmPL @, Comnpleted IREY QL |In Review [+]|[=]
Zampaign [i] DCLN @, Declined ’FQJ In Review [+l =]
Carmpaign [+] |EXEC &, Executing WQJ Completed (=) =
Carnpaign [v] [ExEC @, |Executing [sTor @, |stopped [+ |[=]
Carnpaign [w] [IREv @ In Review [aPPR @ approved [+] =]
Campaign [i] IREW &, In Review WQJ Completed [+l =]
Carmpaign [+] IIRE\.I'iQJ In Review WQJ Declined [+ | =1L

Image: Status Rules page (2 of 2)

This is the second of two examples illustrating the fields and controls on the Status Rules page.

Collateral [s] [MEwW QL Hew WQJ Planning [+]|[=]
Collateral [+] WQJ Planning WQJ In Review [+]|[=]
Collateral [+] WQJ Planning WQJ Re-uark [+]|[=]
Collateral [+] WQJ Re-work WQJ In Review [+]|[=]
Collateral [+] ’WQJ Re-work WQJ Planning +]|[=]|%
offer [+] WQJ Completed WQJ archived [+]|[=]
offer [+] [IREV D In Review WQJ Completed [+ [=]
offer [+] ’IRE'\.I'iQJ In Review WQJ Declined [+ |[=]
Offar [+] ’IREUiQJ In Review WQJ Flanning ®]([=]
* Required Field

Status rules apply to virtually all PeopleSoft Marketing objects and determine which statuses your
campaign objects cycle through and in what order. If you attempt to change an object's status contrary
to the defined rules, you receive an error message and the system rejects the change. For example, the
system rejects an attempt to change the status of a campaign from New to Executing without passing
through the statuses of In Review and Approved.

Oracle delivers common status rules with your Marketing system. You can add new rules as needed.
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Campaign Object Type
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Select the campaign object type that the status rule governs.

Values are Campaign, Campaign Task, Campaign Activity,
Collateral, Collateral Task, Event, and Offer.

Status Code From and Status Code Select status values for before and after the change. The values

To

Budget Sources Page

that are available depend on the object type selected.

Use the Budget Sources page (RA_UD BUDGT _SRC) to define budget sources.

Navigation

Set Up CRM, Product Related, Marketing, Campaigns, Budget Sources, Budget Sources

Image: Budget Sources page

This example illustrates the fields and controls on the Budget Sources page.

Budget Sources

SetID GLAKE

*Budget Source
GEMNL
LOYT
MISC
METG

RETH

* Required Field

Description Great Lake University
=
*Description
General Budget
Loyalty Budget
Miscellaneous Budget

Marleting Budget

EEEEE
0oooo

Retention Budget

Budget source codes identify the source of funds used to cover the costs of a campaign. You associate
budget source codes with campaigns using the Plan Campaign page.

Budget Source

Description

Program Control Page

Enter a code that identifies the budget source.

Enter a description of the budget source code.

Use the Program Control page (RA_ PROGRAM_CONTROL) to define information about PeopleSoft

Marketing programs.

44
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Navigation
Set Up CRM, Product Related, Marketing, Campaigns, Program Control, Program Control
Image: Program Control page

This example illustrates the fields and controls on the Program Control page.

Program Control

Program Type Campaign

Program Control Components

Menu Name |RP._CF'.MF‘F'.IGN_MF'.NF'.GEMENT

Menu Barl UZE
Name
Item Namel Ra_CAMPAIGH_DETAIL

Component: RA_CAMPAIGN_DETAIL

Transfer Page| Ra_CaMPATGH_DETAIL

© EEE s

Transfer Mudel Update/Display

Control Details

Program |PS_CAMPAIGN_ICH @ B ]
Image =
Activity Image PS_CAMPAIGN_WAVE_ICN @, E
Program Type Select Campaign, Roll Up, or Dialog.
Menu Name Do not modify this field; the menu name item is delivered as
part of your system data.
Menu Bar Item Do not modify this field; the menu bar item is delivered as part

of your system data.

Item Name Do not modify this field; the item name item is delivered as part

of your system data.

Transfer Page Do not modify this field; the transfer page item is delivered as
part of your system data.

Transfer Mode Do not modify this field; the transfer mode item is delivered as
part of your system data.

Program Image Use this button in conjunction with marketing programs. You

can replace it with a different image.

Activity Image Use this button in conjunction with activities. You can replace it

with a different image.
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Trigger Schedules Page
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Use the Trigger Schedules page (RA_SCHEDULE) to define trigger schedules by setting up system
schedules to check when to run campaign triggers.

Navigation

Set Up CRM, Product Related, Marketing, Campaigns, Trigger Schedules, Trigger Schedules

Image: Trigger Schedules page

This example illustrates the fields and controls on the Trigger Schedules page.

Trigger Schedules

SetID SHARE

Schedule ID DAILY

*Description |Daily

Comment | Daily

Frequency Daily

* Required Field

FlFrida
Month of the Year ¥ Movember December
Saturday
Day of Week Sunday
Day of the Month Last Day of the Month

Description SHARE

Munday January Feh_ruary
Tuesda'_f March April
wgdnesday May June

[v] Thursday July August

September October

Using campaign triggers, your system can initiate campaign events at specified times or when specified
conditions are met. For example, you might define a campaign with two activities: the first activity is a
small test to determine how well the campaign is received and the second activity rolls the campaign out
to the full audience. To launch the full roll out, use a metric to evaluate the response to the test activity.
When the response reaches an established point, a trigger launches the second activity.

The campaign trigger schedule controls how frequently the campaign triggers that you establish are

checked.
Description

Frequency

Enter a full description of the campaign trigger schedule.

Select the frequency with which the system checks campaign
conditions pursuant to launching campaign triggers. Values are:

Annually: The system checks campaign conditions annually.
When you select this value, the Month and Day of the Month
fields become available so that you can specify the date when
the system checks campaign conditions every year.

For example, you can set up your system to check campaign
conditions every year on June 30.

Daily: The system checks campaign conditions every week on
specified days. When you select this value, the Day of Week
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Month of the Year

Day of Week

Day of the Month

Last Day of the Month
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field becomes available so that you can specify the days each
week when the system checks campaign conditions.

For example, you can set up your system to check campaign
conditions every Monday, Wednesday, and Friday.

Note: Select Daily to check campaign conditions multiple times
each week.

Monthly: The system checks campaign conditions every year
on specified months. When you select this value, the Month,
Day of the Month, and Last Day of the Month fields become
available so that you can specify the day of the specified month
when the system checks campaign conditions.

For example, you can set up your system to check campaign
conditions on the first day of January, April, July, and October.

User-Defined: This value is reserved for future use.

Weekly: The system checks campaign conditions every week on
a specified day. When you select this value, the Day of Week
field becomes available so that you can specify the day when the
system checks campaign conditions every week.

For example, you can set up your system to check campaign
conditions every Tuesday.

Note: Select Weekly to check campaign conditions only once a
week. The schedule ID is free-form: you can use any name, but
you should use something descriptive. For example, you might
give the name W-FRI to a schedule that is to be run weekly
every Friday.

Select the month when the system is to check campaign
conditions every year. This field is editable only when you
select Annually in the Frequency field.

Select the day of the week when the system is to check
campaign conditions. This field is available only when you
select Weekly in the Frequency field.

Select the day of the month when the system is to check
campaign conditions. This field is editable only when you select
either Monthly or Annually in the Frequency field.

Select when the system is to check campaign conditions on the
last day of the month (February 28, April 30, July 31, and so
forth). This field is available only when you select Monthly in
the Frequency field.
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Days of the Week Select the days of the week on which the system is to check
campaign conditions. This field is available only when you
select Daily in the Frequency field.

Months Select the months in which the system is to check campaign
conditions each year. This field is available only when you
select Monthly in the Frequency field.

Defining Channel Elements

This section provides an overview of channel elements and discusses how to:

* Define channel activities.

* Define marketing channels.

* Define channel details.

To define channel activities, use the Channel Activities (RA_UD_ACTIVITY) component.

To define marketing channels, use the Marketing Channels (RA_UD CHNL TYPE) component.

To define channel details, use the Channels (RA_ UD CHANNEL) component.

Pages Used to Define Channel Elements

Page Name Definition Name Navigation Usage

Channels - Activities RA_UD_ ACTIVITY Set Up CRM, Product Define channel activities.
Related, Marketing,
Channels, Activities

Marketing Channels RA UD CHNL TYPE Set Up CRM, Product Define marketing channels.
Related, Marketing,
Channels, Marketing Channel

Channels RA UD CHANNEL Set Up CRM, Product Define channel details.
Related, Marketing,
Channels, Channels, Channel

Understanding Channel Elements

Oracle delivers the following activity codes with the system. You can add additional values:

Activity Code Short Description Long Description

BCST Broadcast Broadcast media, such as radio and
television.

DRCT Direct Contacting potential customers
individually, as with direct mail.
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Activity Code Short Description Long Description

EVNT Event Events attended by potential customers.

INBD Inbound Communication initiated by potential
customers, such as telephone calls,
website visits, and email.

INTR Internal Communication within your
organization.

PRNT Print Print media, such as newspapers and
magazines.

Channels - Activities Page

Use the Channels - Activities page (RA_UD_ACTIVITY) to define channel activities.

Navigation

Set Up CRM, Product Related, Marketing, Channels, Activities

Image: Channels - Activities page

This example illustrates the fields and controls on the Channels - Activities page.

Activities

SetID =HARE

*Activity Code
BCsT]
DRCT

EWMNT

INBD

INTR

FRMWNT

* Required Field

*Description
Broadcast
Direct
Ewent
In Bound
Internal

Print

Description SHARE

k] 4]

=

ElEIEEENE
ojiojjojojoijo

Channel activity codes are associated with activities to indicate the broad category of tactics used
to influence your target audience. For example, a broadcast activity includes all forms of broadcast
communication, such as television, radio, and billboards. You associate channel activities with the
campaign activity using the Activity Details page.

Activity Code

Description

Enter a code that identifies the channel activity.

Enter a description of the channel activity.
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Use the Marketing Channels page (RA_UD_CHNL TYPE) to define marketing channels.

Navigation

Set Up CRM, Product Related, Marketing, Channels, Marketing Channel

Image: Marketing Channels page

This example illustrates the fields and controls on the Marketing Channels page.

Marketing Channels

SetID SHARE

Activity DRCT

Marketing Channels

*Channel ID *Description
MAIL Mail

ORDC Order Capture
SFA Sales Agents

* Required Field

Description SHARE

Description Direct

Personalize | Find | view All | 2 | ER First @ 1-30F3 ) Last

Channel Execution

Mail Correspondence - ﬂ j
Order Capture - ﬂ j
Sales Force - ﬂ j

Warning! Marketing channel codes that Oracle delivers with the system are tied to PeopleCode processes.
The delivered values appear under the SHARE SetID. You can add new codes, but do not modify the

delivered codes.

Channel ID

Marketing Channel

Channel Execution

Enter a code that identifies the marketing channel.

Enter a description of the marketing channel. This description
appears when the marketing channel is selected on the
Campaign - Activities detail page.

Channel execution indicators drive the behavior of an activity
when it is set to Executing (EXEC) status: Select a channel
execution method. Values are:

Mail Correspondence: Select to perform the marketing
activity through direct mail. This method enables you to use
Correspondence Management to generate document merges.

Order Capture: Select to indicate that campaign activity is
intended for internal use by the PeopleSoft Order Capture
application. The result of this is that customers defined in the
audience associated with this campaign activity are potentially
eligible for upsell or cross-sell promotions.

Sales Force: Select to indicate that the execution channel for the
campaign activity is sales. When the campaign activity is set to
Executing, the audience associated with the campaign activity

is pushed to the PeopleSoft Sales application as a group of sales
leads.
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Note: The value that you select in the Channel Execution field
provides the sole control over which channel is used. The
value that appears in the Marketing Channel field is merely a
description.

nels Page

Use the Channels page (RA_UD CHANNEL) to define channel details.
Navigation

Set Up CRM, Product Related, Marketing, Channels, Channels, Channel
Image: Channels page

This example illustrates the fields and controls on the Channels page.

Channels
SetlD =HARE Description SHARE
Activity BCST Description Broadcast
Marketing Channel raDI Description Radio Stations
] 4] 0

*Channel Detail *Description

ces CBS Radio e | (=]
WGH WGH Radio ] | (=]
* Required Field

Channel codes represent the specific media outlets that you use to deliver your message. You associate
channel codes with an activity using the Activity Detail page.

Channel Detail Enter a code that identifies the channel.

Description Enter a description of the specific media outlet.

Related Links

Marketing Programs - Activities Page

Defining Collateral Elements

Copyright

Collateral refers to any materials used to deliver your campaign message. Collateral can be printed
material, such as a flyer or magazine insert, a radio or television ad, or a script used by a marketing agent.

This section discusses how to:

* Define collateral types.
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* Define collateral subtypes.
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Note: Collateral type and collateral subtype are included for reporting organizational purposes and are
fully modifiable: no system requirements exist for the codes, so you can define them as you want.

To define collateral types, use the Content Types (RA_UD_CONT_TYPE) component.

To define collateral subtypes, use the Content Subtypes (RA_UD CNT_STYPE) component.

Pages Used to Define Collateral Elements

Page Name

Definition Name

Navigation

Usage

Collateral - Types

RA_UD_CONT TYPE

Set Up CRM, Product
Related, Marketing,
Collateral, Types

Define collateral types.

Collateral - Sub Types

RA_UD CNT STYPE

Set Up CRM, Product
Related, Marketing,
Collateral, SubTypes

Define collateral subtypes.

Collateral - Types Page

Use the Collateral - Types page (RA_UD CONT_TYPE) to define collateral types.

Navigation

Set Up CRM, Product Related, Marketing, Collateral, Types

Image: Collateral - Types page

This example illustrates the fields and controls on the Collateral - Types page.

Types

#*Collateral Type

CTr
CELY
CRCT
EWMNT
FRES
FLBEL

TooL

* Required Field

SetID SHARE

Description SHARE

*Description

County Fair
Deliverable
Direct Marketing
Ewent
Press/analyst
Publishing

Sales Tools

web

i

=
Fd

SEEEEEEE
oj[ol[ol[oljolfojfolfo
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Use collateral types to define broad categories of collateral.

Collateral Type

Description

Collateral - Sub Types Page

Enter a code that identifies the collateral

Enter a description of the collateral type.

type.

Use the Collateral - Sub Types page (RA_UD _CNT STYPE) to define collateral subtypes.

Navigation

Set Up CRM, Product Related, Marketing, Collateral, SubTypes

Image: Collateral - Sub Types page

This example illustrates the fields and controls on the Collateral - Sub Types page.

Sub Types

*Collateral SubType
cD

DATA

ExCV

GEOW

STRY

WALl

WRAP

* Required Field

SetID SHARE

Collateral Type DELY

*Description

D

Ciata Sheet
Executive Overview
General Overview
Success Story
Walue Proposition

wrhite Paper

Description SHARE

Description Deliverable

-

[ | 3| ] B | ] F ) R
(o] | Ol f (o] | O] | o] | O] ) ]

Use collateral subtypes in conjunction with collateral types to more narrowly define a particular type
of collateral. A collateral type of print, for example, may include many subtypes, such as flyers, letters,

brochures, and other forms of printed material.

Collateral SubType

Description

Enter a code that identifies the collateral subtype.

Enter a description of the specific collateral subtype.

Defining Offer Options

This section discusses how to:

¢ Define offer context.

*  Define offer options.
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To define offer options, use the Offer Options (RA OFFER OPTIONS) component.

Pages Used to Define Offer Options

Page Name Definition Name Navigation Usage

Offer Context RA_CONTEXT SETUP Set Up CRM, Product Use to enter allowable context
Related, Marketing, Offers, | for offer presentation.
Offer Context

Offer Options RA_OFFER_OPTION Set Up CRM, Product Use to select whether to use
Related, Marketing, Offers, | third-party optimization with
Offer Options, Offer Options | offers.

Offer Context Page

Use the Offer Context page (RA_CONTEXT SETUP) to use to enter allowable context for offer
presentation.

Navigation
Set Up CRM, Product Related, Marketing, Offers, Offer Context
Image: Offer Context page

This example illustrates the fields and controls on the Offer Context page.

Offer Context Offer Options

Offer Context

Enter allowable context for offer presentation.

Offer Context Personalize | Find | View Al | 22 | & First ‘4 1-2 of 2 '}/ Last

Context Id
1 Case - ﬂ j
2 Order Capture CI - +] =]
Context Id The identifier for the allowable context for offer presentation.

Offer Options Page

Use the Offer Options page (RA_OFFER_OPTION) to use to select whether to use third-party
optimization with offers.
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Set Up CRM, Product Related, Marketing, Offers, Offer Options, Offer Options

Image: Offer Options page

This example illustrates the fields and controls on the Offer Options page.

Offer Context Offer Options

Offer Options
Enter system options.

] Third Party Optimization

Third Party Optimization Select if you will use a third-party optimization engine for offer

presentation.

Defining and Creating Metrics

This section provides an overview of metrics and discusses how to:
e Define metric types.

*  Define metric subtypes.

* View a summary of existing metrics.

¢ (Create new metrics.

Pages Used to Define and Create Metrics

Page Name Definition Name Navigation

Usage

Metric Types RA UD MET TYPE Set Up CRM, Product
Related, Marketing, Metrics,
Types, Metric Types

Define metric types.

Metric Subtypes RA UD MET STYPE Set Up CRM, Product
Related, Marketing, Metrics,
SubTypes, Metric Subtypes

Define metric subtypes.

Metrics - Detail RA_METRICS SUMM Set Up CRM, Product
Related, Marketing, Metrics,
Detail

View summary information
about all existing metrics
under a setID.
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Page Name

Definition Name

Navigation

Usage

Performance Metric Details

RA METRICS

*  To edit an existing
metric, click the Metric
Name link on the Metrics
- Detail page.

. To create a new metric,
click the Add Metric
button on the Metrics -
Detail page.

Define and review metrics.

Metrics are mechanisms for measuring. Some metrics are used to count, others to compare and calculate.
You use metrics to evaluate the effectiveness of campaigns and activities and to trigger events.

Oracle delivers the most commonly used metrics with your PeopleSoft Marketing system. You can,
however, create additional metrics when needed.

PeopleSoft Marketing is delivered with the following predefined metrics:

Metric Name

Description

Unit of Measure

Cost Campaign activity level Currency amount
Cost Campaign level Currency amount
Cost Roll up level Currency amount
Cost per Lead Campaign activity level Currency amount
Cost per Lead Campaign level Currency amount
Cost per Lead Roll up level Currency amount
Cost per Quote Campaign activity level Currency amount
Cost per Quote Campaign level Currency amount
Cost per Quote Roll up level Currency amount
"Do Not Contact" Responses Roll up level Count

Lead to Quote ratio Campaign activity level Percentage

Lead to Quote ratio Campaign level Percentage

Lead to Quote ratio Roll up level Percentage
Number of Leads Campaign activity level Count

Number of Leads Campaign level Count
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Metric Name Description Unit of Measure
Number of Leads Roll up level Count
Number of Opportunities Campaign activity level Count
Number of Opportunities Campaign level Count
Number of Opportunities Roll up level Count
Number of Quotes Campaign activity level Count
Number of Quotes Campaign level Count
Number of Quotes Roll up level Count
Number of Responses Campaign activity level Count
Number of Responses Campaign level Count
Number of Responses Roll up level Count
Opportunity to Quote ratio Campaign activity level Percentage
Opportunity to Quote ratio Campaign level Percentage
Opportunity to Quote ratio Roll up level Percentage

Order Revenue

Campaign activity level

Currency amount

Order Revenue

Campaign level

Currency amount

response rate-outbound marketing)

Order Revenue Roll up level Currency amount
Response Rate Campaign activity level Percentage
Response Rate Campaign level Percentage
Response Rate Roll up level Percentage
Response Rate-Outbound Mktng ( Campaign activity level Percentage

Revenue per Lead

Campaign activity level

Currency amount

Revenue per Lead

Campaign level

Currency amount

Revenue per Lead

Rollup level

Currency amount

Revenue per Quote

Campaign activity level

Currency amount

Revenue per Quote

Campaign level

Currency amount

Revenue per Quote

Roll up level

Currency amount
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Metric Name Description Unit of Measure
Revenue Variance Roll up level Currency amount
ROI (return on investment) Campaign activity level Currency amount
ROI (return on investment) Campaign level Currency amount
ROI (return on investment) Roll up level Currency amount

The system links metrics to your campaigns through the following pages:

* Campaigns - Define Activities: Detail page.
* Campaigns - Triggers page.

* Campaigns - Performance page.

* Audiences - Costs page.

* Collateral - Costs page.

See Marketing Programs - Trigger Page, Marketing Programs - Performance Page, Audience - Costs

Page, Marketing Programs - Activities Page, Manage Collateral - Costs Page.

Metrics that PeopleSoft delivers with your system fall within one of two metric subtypes. Each subtype

falls within one of two metric types.

Metric Types Page

58

To define metric types, use the Metric Types (RA_ UD MET TYPE) component.

Use the Metric Types page (RA_UD MET TYPE) to define metric types.
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Set Up CRM, Product Related, Marketing, Metrics, Types, Metric Types

Image: Metric Types page

This example illustrates the fields and controls on the Metric Types page.

Metric Types

SetID =SHARE

Metric Types

Description SHARE

15 0F5 L Last

* Required Field

*hjetric Type *Description

|CMF‘G |Cam|:uaign Level +] [=]
|E\.|'NT |Event Level Metric +] [=]
|RLLIP |Ro|lup Lewel & [=]
|SESS |Event Session Level Metric [+ =]
|WF\\.-'E |Cam|:uaign Activity Level +] [=]

Metric types classify the types of metrics that you create.

Metric Type

Description

Metric Subtypes Page

Enter a code that identifies the metric type. Delivered values are

CMPG (Campaign level), RLUP (Rollup level), and WAVE (

Campaign Activity level).

Enter a description of the general metric type.

To define metric subtypes, use the Metric Subtypes (RA_ UD MET STYPE) component.

Use the Metric Subtypes page (RA_UD_MET STYPE) to define metric subtypes.
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Navigation
Set Up CRM, Product Related, Marketing, Metrics, SubTypes, Metric Subtypes
Image: Metric Subtypes page

This example illustrates the fields and controls on the Metric Subtypes page.

Chapter 4

Metric Subtypes
SetID SHARE Description SHARE
Metric Type CHMPG Description Campaign Level
= 4] ]
*Metric Sub Type *Description
FINA| Financial =] [=]
FERF Performance ﬂ j
* Required Fiald

Metric subtypes are paired with a metric type to define a metric more specifically. For example, you
might define a metric type for campaigns. Within that broad metric type, you might define separate metric

subtypes for financial analysis and performance analysis.
Metric Sub Type Enter a code that identifies the metric subtype.

Description Enter a description of the metric subtype.

Metrics — Detail Page

60

To view a summary of existing metrics, use the Metrics (RA_ METRICS) component.

Use the Metrics - Detail page (RA METRICS SUMM) to view summary information about all existing

metrics under a setID.
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Set Up CRM, Product Related, Marketing, Metrics, Detail

Image: Metrics - Detail page

This example illustrates the fields and controls on the Metrics - Detail page.

Detail

SetID SHARE

Metric Detail
Metric Name
"D not Contact” Responses
Cost
Cost
Cost
Cost Per Quote
Cost per Lead
Cost per Lead
Cost per Lead
Cost per Quote
Cost per Quote
Do Mot Call Rate-TeleSales
Ewvent Attendance Rate
Event Cost
Ewvent Cost Per Person
Event Cost per Lead
Add Metric

* Required Field

Description SHARE
Personalize | Find | View All | |Q First '/ 1-25 of 63 "% Last

Description k:g::sout_e *Active Status

Rollup Level CNT Active - ==
Rollup Level AMT Active - =
Campaign Activity Level AMT Active - =1
Campaign Level AMT Active - ﬂ
Campaign Activity Level AMT Active - j =
Campaign Lewvel AMT Active - [=]
Rollup Level AMT Active - =]
Campaign Activity Level AMT Active - j
Campaign Lewvel AMT Active - ﬂ i
Rollup Level AMT Active - =]
Campaign Activity Level PER%G Active - =1
Event Level Metric PER% Active - [=]
Event Level Metric AMT Active - =l
Event Level Metric AMT Active - [=]
Event Level Metric AMT Active - ==

Metrics are grouped under a setID. Enter a setID on the Maintain Metrics page and click Search to access
the Metrics - Detail page. A list of existing metrics appears.

Metric Name

Unit Of Measure

Active Status

Displays a descriptive name of the metric.

Click to access the Performance Metric Details page, where you
can edit an existing metric.

Displays the unit of measure used in the metric. Values are:
* % (percent): Percentage of total.

*  Count: Number of the item being measured, for example,
the number of leads, responses, or quotes.

*  Amount: Currency amount.
*  Units: Number of units.

Determines whether a metric is available for use. Select Inactive
to remove a metric from use. Inactive metrics are unavailable
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and invisible outside of the Maintain Metrics - Performance
Metric Details page. When you change a metric's status back to
Active (the default setting), it functions normally again.

Add and define additional metrics.

Performance Metric Detail Page

62

Use the Performance Metric Details page (RA_METRICS) to define and review metrics.

Navigation

* To edit an existing metric, click the Metric Name link on the Metrics - Detail page.

* To create a new metric, click the Add Metric button on the Metric - Detail page.

Image: Performance Metric Detail page

This example illustrates the fields and controls on the Performance Metric Detail page.

Detail

SetID

*Name

*Metric Type
*Metric Sub Type
Unit Of Measure

Description

SQL Identifier

SHARE Metric I METOD00113

Cost per Lead

Campaign Level w

Performance b

Armt hd

Actual Cost S total # of Leads \El
RP._COST_LE.C\D_CMPGN_METRI'QJ *frctive Status | Active b

SELECT %Dechiv(SUM{A.COST) , SUM(A LEAD_COUNTY) FROM { SELECT
BUSINESS_UMIT , RA_CAMPAIGH_ID , RA_CMPSN_WAVE_ID , 0 LEAD_COUNT ,
SUM{RA_ACTUAL_AMT) COST FROM PS_RA_ACT COST_WW GROUP BY
BUSINESS_UMIT , RA_CAMPAIGN_ID , RA_CMPGEN_WAVE_ID UNION SELECT
BUSINESS_UMIT , RA_CAMPAIGH_ID , RA_CMPSH_WAVE_ID , SUM{RA_ACTUAL AMT)
, 0 FROM PS_RA_LEADS_ VW SROUP BY BUSINESS_UMIT , RA_CAMPAIGH_ID ,
R&_CMPGN_WAVE_ID ) & WHERE A.BUSINESS_UNIT = :1 AND &.RA_CAMPAIGN_ID =
12 HAVING SUM{A.LEAD_COUNT) =0

Warning! Every metric has an associated SQL object that contains a SQL statement. The SQL statement
governs the metric's calculations. SQL objects (and statements) are predefined for the metrics that Oracle
delivers with your system.

To create custom metrics, you must first define the accompanying SQL objects and statements using
PeopleSoft Application Designer. SQL objects designed to govern PeopleSoft Marketing metrics must
have names that begin with the prefix RA . Save such SQL objects in the PeopleTools dictionary of your
PeopleSoft Customer Relationship Management database.

SetID

Displays the setID within which the metric resides.
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Name

Metric Type

Metric Sub Type

SQL Identifier (Structured Query
Language identifier)

Active Status

SQL Stmt Text (Structured Query
Language statement text)

Setting Up PeopleSoft Marketing

Displays the system-generated code that identifies the metric.
Enter a descriptive name for the metric.

Select the type of object to be analyzed. Values are:
o Campaign Activity Level

*  Campaign Level

*  FEvent Level

*  FEvent Session Level

*  Rollup Level

Define the nature of the analysis. Values are:

*  Performance

» Financial

Select the unique identifier of the SQL object that contains the
SQL statement that governs the metric's calculations.

Select the metric's status: Active or Inactive.

Displays the SQL statement that governs the metric's
calculations.

Defining Cost Elements

This section discusses how to:
* Define cost types.
¢ Define costs.

¢ Define channel costs.

Pages Used to Define Cost Elements

Page Name Definition Name Navigation Usage

Costs - Types RA UD COST TYPE Set Up CRM, Product Define cost types associated
Related, Marketing, Costs, with campaigns.
Types

Costs RA_COST METRICS Set Up CRM, Product Define the costs that you
Related, Marketing, Costs, associate with various
Costs campaign objects, including

audiences and collateral.
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Page Name

Definition Name

Navigation

Usage

Channel Cost

RA_CHANNEL_COST

Set Up CRM, Product
Related, Marketing, Costs,
Channel Cost

Define default costs
associated with a specific
campaign channel.

Costs - Types Page

To define cost types, use the Costs - Types (RA_UD COST TYPE) component.

Use the Costs - Types page (RA UD_COST TYPE) to define cost types associated with campaigns.

Navigation

Set Up CRM, Product Related, Marketing, Costs, Types

Image: Costs - Types page

This example illustrates the fields and controls on the Costs - Types page.

Types

*Cost Type ID
AOMM

ARLY

CHML
CONT

FLLL

LIET

* Required Field

SetID =HARE

Description SHARE

*Description
Adrinistrative
Analysis
Channel
Collateral
Fulfillment

Audience

N

e
[

FEIEEEE
Ionnomom

Use cost type codes to categorize campaign costs.

Cost Type ID

Description

Costs Page

Enter a code that identifies the cost type.

Enter a description of the cost type.

To define costs, use the Costs (RA_COST METRICS) component.

Use the Costs page (RA_COST_METRICS) to define the costs that you associate with various campaign
objects, including audiences and collateral.

64
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Navigation
Set Up CRM, Product Related, Marketing, Costs, Costs
Image: Costs page

This example illustrates the fields and controls on the Costs page.

Costs

SetID SHARE Description SHARE

| 4] D]

#Cost ID #*DescHption *Cost Type Yariable
oia External Audience Sudience [v] [wariable [w] ] [=]
azo Processing Audience v Variable v ]| =]
a30 Supplementary Audience v Fixed v =] [=]
040 Creative Collateral v Fixed v =] [=]
ns0 Printing Collateral [v] [variable ] | [=]
0&0 Distribution Collateral [v] [variable ] | =]
o7a Partner Collateral [v] [variable ] | [=]
ns0 Reporting & analysis analysis v WVariable v =] [=]
090 Shipping & Handling Fulfillrment [v] | wariable (] +] | [=]
100 COGS Fulfillrment [w| [ wariable [+] | =]
* Required Field

Cost ID codes associate a specific cost with a campaign, activity, collateral, or audience. Cost type codes
describe a general category of expense, while cost ID codes more narrowly define it.

Cost ID Enter a code that identifies the cost.

Note: Develop a cost ID scheme before you begin setting up
your cost ID codes. A good scheme enables you to categorize
costs and leaves room for additions when necessary.

Description Enter a description of the cost.

Cost Type Select a cost type that reflects the broad category into which the
cost falls.

Variable Select whether the cost is variable or fixed.

Select Variable to enable users to edit the Unit Cost field on
either the Campaign Detail - Metrics page or the Campaign
Detail - Activity Detail page.

Select Fixed to prevent users from altering the Unit Cost field
when you enter a value in the Cost field on either the Campaign
Detail - Metrics page or the Campaign Detail - Activity Detail

page.
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To define channel costs, use the Channel Cost (RA_ CHANNEL COST) component.

Use the Channel Cost page (RA_ CHANNEL COST) to define default costs associated with a specific

campaign channel.

Navigation

Set Up CRM, Product Related, Marketing, Costs, Channel Cost

Image: Channel Cost page

This example illustrates the fields and controls on the Channel Cost page.

Channel Cost

SetID SHARE
Activity BCST
Marketing Channel TV

Channel Detail aBC

* Required Fiald

*Cost Type
Maintenance v
Setup ]
Execution v

Description SHARE
Description Broadcast
Description Television Stations

Description ARC

Yariable

WYariable

Wariable

VYariable

i Al L3
Unit Cost Forecast Yalue Actual Yalue
]| =]
]| =]
3=

Define channel costs (default cost values) for campaign channels that are used frequently. When the
specific channel is associated with a campaign activity, you can eliminate or modify the default values. To
evaluate activity costs, you must record actual expenses on the Campaign Detail - Activities page.

Cost Type

Variable

Unit Cost

Planned Cost

Actual Cost

66

Enter the code that identifies the category of expense to be
measured.

When a cost ID is set up as a variable expense, an indicator
appears in this check box.

Displays the cost of a single unit of product (for example, a
brochure has a unit cost of 1 USD). The total cost of purchasing
brochures is determined by the quantity purchased multiplied by
the unit cost.

Enter the amount that you expect to pay for all units of the
product or service to be measured (quantity multiplied by unit
cost).

Enter the amount that you actually pay for all units of the
product or service.

Note: Under most circumstances, you should leave this field
blank because the information is entered on the Campaign
Detail - Activities page.
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Defining Audience Information

This section discusses how to:
* Limit audience row count.
* Set up saved search audiences.

+ Set up segment groups.

Pages Used to Define Audience Information

Page Name Definition Name Navigation

Usage

Audience Setup RA_LIST CONFIG Set Up CRM, Product
Related, Marketing,
Audiences, Audience Setup

Limit audience row count by
configuring the maximum
number of rows to appear per
audience and to include in
correspondence requests.

Saved Search Audience Setup | RA_CFGSRCH_DEFN Set Up CRM, Product
Related, Marketing,
Audiences, Saved Search
Audience Setup

Set up saved search
audiences.

Segment Group RA_SEGMENT_GROUP Set Up CRM, Product
Related, Marketing,
Audiences, Segment Group

Set up segment groups.

Audience Setup Page

To limit audience row count, use the Audience Setup (RA_LIST CONFIG) component.

Use the Audience Setup page (RA LIST CONFIG) to limit audience row count by configuring the
maximum number of rows to appear per audience and to include in correspondence requests.
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Set Up CRM, Product Related, Marketing, Audiences, Audience Setup

Image: Audience Setup page

This example illustrates the fields and controls on the Audience Setup page.

Audience Setup

requests,

*Row Count: Zooo

HRLO1 L]

IFROD i

* Required Field

Configure the maximmuam number of rows to display per
Audience and to include in onling correspondence

The recommended maximum number of raws iz 2000,

*SetID *Row Count

Enter a maximum number of rows to appear per audience. This setting also limits the number of messages
generated to audience members through a correspondence request.

Row count does not limit the actual size of an audience, only the number of rows that appear on the
screen. The recommended maximum row count is 2,000.

Saved Search Audience Setup Page

To set up saved search audiences, use the Saved Search Audience Setup (RA_CFGSRCH_DEFN)

component.

Use the Saved Search Audience Setup page (RA_CFGSRCH_DEFN) to set up saved search audiences.

68
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Navigation
Set Up CRM, Product Related, Marketing, Audiences, Saved Search Audience Setup
Image: Saved Search Audience Setup page (1 of 2)

This is the first of two examples illustrating the fields and controls on the Saved Search Audience Setup.

Saved Search Audience Setup

Personalize

Component RO_PERSCON_SEARCH Market Glabal
Page RO_PRZMN_SRCZH_SEC Record RO_PREM_SRCH_\WW

Configurable Search Definition

Description Ferson Search

Menu Mavigation Manage Customer.Jse Person Search
(RE_MAMAGE_CUSTOMER_INFORMATION.USE.RD_FERSON_SEARCH)

Enabled User Roles e | Find | Miew Al | El
Role Mame Descripbion

1 Dialog app Adriin Dialog app Adrain

2 Dialog Designer Dialog Designer

3 Inside Sales Rep Inside Sales Rep

4 Sales App Admin Sales App Adrin

5 Sales Manager Sales Manager

6 UPG_ALLPAGES ALLPAGES

Image: Saved Search Audience Setup (2 of 2)

This is the second of two examples illustrating the fields and controls on the Saved Search Audience
Setup page.

Enabled MarketingfDialog Roles

—
Eind | all  First 10f3 n Last

Marketing Role Contact for a Cormpany Override Search Record RA_PRSN_SRCH_#

Field Mappings

Field Mame Field Mame

BO_ID RA_PRSM_SRCH_8.B0_ID - Business Object ID
ROLE_TYPE_ID RA_PRSM_SRCH_3.ROLE_TvPE_ID - Role Type ID
BO_REL_ID

IND_SYSID

COMPANY_SYSID
BO_ID_COMPARNY

ROLE_TYPE_ID_ORG

| Modify System Data |

This object is maintained by PeopleZoft,

Component Displays the configurable search definition component.
Market Displays the configurable search definition market.
Page Displays the configurable search definition page.
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Record
Description

Menu Navigation
Enabled User Roles

Enabled Marketing/Dialog Roles

Override Search Record

Field Mappings

Segment Group Page
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Displays the configurable search definition search record.
Enter a brief description of the search.

Enter the Menu.Bar.Item name to use for transfers to the
configurable search page.

Displays the user roles that are allowed to create audiences from
this configurable search page.

Displays the Marketing/Dialog target individual roles (role/
relationship) that can be extracted from the configurable search
results to make up an audience list.

(Optional) Select an alternate search record containing fields
that are identical to the primary search record, plus any
additional fields for mapping to a target type. This search record
could be a view that provides additional constraints or joins to
affect the search results for the audience.

Displays mapping of configurable search results to audience
results.

To set up segment groups, use the Segment Group (RA_ SEGMENT GROUP) component.

Use the Segment Group page (RA_ SEGMENT GROUP) to set up segment groups.

Navigation

Set Up CRM, Product Related, Marketing, Audiences, Segment Group

Image: Segment Group page

This example illustrates the fields and controls on the Segment Group page.

Segment Group

Segment Group ID DEFALLT
*Segment Group [DEfault

*Status | Active

* Required Field

e

Segment Group ID

Segment Group
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Enter the unique identifier for the segment group. If you do not
enter an identifier (leaving the default value of NEXT) then a
group ID will be generated automatically.

Enter a name for the segment group.
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Status Select the current status of the segment group: Active or
Inactive.

Defining Task Tools

This section provides an overview of tasks and discusses how to:
* Define task shells.

¢ Define task sets.

Pages Used to Define Task Tools

Page Name Definition Name Navigation Usage

Task Shell RA TASK SHELL Set Up CRM, Product Define task shells.
Related, Marketing, Task
Shell, Task Shell

Task Sets RA_TASK_GROUP Set Up CRM, Product Define task sets.
Related, Marketing, Task
Sets

Understanding Tasks

Tasks represent actions that must be performed. Within PeopleSoft Marketing, tasks are associated with
campaigns, collateral, and offers, and are assigned to appropriate team members as a reminder to do a
certain thing at a certain time. When a task is assigned to a campaign team member, a notification is
added to the team's worklist when it is time for the team to perform the task.

Task shells enable you to define common tasks one time and reuse them whenever needed. Task sets
enable you to combine several commonly used tasks into a group that you can reuse.

Task Shell Page
To define task shells, use the Task Shell (RA_ TASK SHELL) component.

Use the Task Shell page (RA_TASK SHELL) to define task shells.
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Navigation
Set Up CRM, Product Related, Marketing, Task Shell, Task Shell
Image: Task Shell page

This example illustrates the fields and controls on the Task Shell page.

Task Shell

This page is for creating task shell,
Shell Type Campaign

*Mame [Create New Task Priority | Medium v

Description |Create Mew Task g

Status | Active v

* Required Fiald

On the Task Shell page, search for an existing task shell or add a new value. To add a new task shell,
select a task shell type. Select Campaign to define a task shell associated with campaigns. Select Content
to create a task shell associated with collateral. Click Add to access the Task Shell page, where you can
define the task.

Name Enter a name for the task shell.

Description Enter a description for the task shell.

Priority Select a priority value for the task shell. The priority value
indicates the urgency of the task shell for information purposes
only.

Options are High, Medium, and Low.

Status Select a status for the task. Options are Active and Inactive.

Task Sets Page
To define task sets, use the Task Sets (RA_ TASK GROUP) component.

Use the Task Sets page (RA_TASK GROUP) to define task sets.
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Navigation
Set Up CRM, Product Related, Marketing, Task Sets
Image: Task Sets page

This example illustrates the fields and controls on the Task Sets page.

Task Sets

This page is for creating task sets,

Group Type Carmpaign

#Name Create New Carmpaign Activity Status
Task Shell 1D
Create the Collateral v B
Generate a List v B
Create an Offer v B
Schedule Channel Availability v B
Add Shell

* Required Field

On the Task Sets search page, search for an existing task, set or add a new value. To add a new task set,
select a task shell type. Select Campaign to define a task set associated with campaigns. Select Content to
create a task set associated with collateral. Click Add to access the Task Sets page, where you can define

the set.
Name Enter a name for the task set.
Task Shell ID Select the name of a task shell that you want to include in the

task set. Add and delete additional task shells as needed.
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Creating Campaign Collateral

Understanding Campaign Collateral

This section discusses:
» Collateral types and subtypes.
¢ Collateral statuses.

Campaign collateral (also sometimes called content) is all the material that you produce to support a
campaign. It includes material destined for your target audience and others outside your organization,
as well as material for internal use. Campaign collateral can take any form: radio commercials on audio
cassette, glossy direct mail packets, text files, and so on.

Associate collateral with campaign activities to manage the production and dispersion of that collateral
as part of your overall campaign. You can access actual collateral through PeopleSoft Marketing if that
collateral is stored on your computer (for example, text and graphic files).

Examples of campaign collateral include:
*  Press Kkits.

» Television commercials.

* Giveaway items.

* Event banners.

» Scripts for promotional presentations.
* Market research summaries.

*  Web pages.

Collateral Types and Subtypes

Types and subtypes help to categorize your collateral. For organizational purposes, collateral types
identify the types of collateral that you create. Collateral subtypes modify collateral types, making them
more precise. Every collateral subtype belongs to a collateral type. For example, Email and Letter are
subtypes of the type Direct Marketing. PeopleSoft Marketing is delivered with various collateral types
and subtypes. You can define additional collateral types and subtypes on the Types and Subtypes setup

pages.

The following collateral types and subtypes are delivered with your system:
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Collateral Type Collateral Subtype
Creative Ad Creative
Creative Image Suite
Creative Poster

Deliverable CD

Deliverable Data Sheet
Deliverable Executive Overview
Deliverable General Overview
Deliverable Success Story
Deliverable Value Proposition
Deliverable White Paper

Direct Marketing Call Script

Direct Marketing Direct Mail Piece
Direct Marketing Email

Direct Marketing Letter

Direct Marketing Magazine Insert
Event Demo

Event Event Handouts
Event Giveaways

Event Scripted Presentation
Event Signage

Event Staging

Event Video

Press/Analyst Bullet
Press/Analyst Press Release
Press/Analyst Press/Analyst Kit
Publishing Article

Publishing Magazine

76
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Collateral Type

Collateral Subtype

Publishing

Newsletter

Sales Tools

Competitive Sales Guide

Sales Tools

Discussion Guide

Sales Tools

Market Research

Sales Tools

Sales Tools

Sales Tools

Send Mail

Sales Tools

Training Presentation

Web

Landing Pad and Offer

Web

Web Page

Collateral Statuses

Collateral passes through a structured life cycle. At each stage in its life cycle, collateral has a status.
Status changes must follow predefined status rules. You can use the status rules that are delivered with
your system, or you can redefine status rules on the Status Rules page.

The following table shows collateral statuses:

Status Description

New Collateral has just been created or imported.

In Review Collateral is being reviewed for approval.

Re-Work Collateral was not approved for use in this campaign activity.

Planning Collateral was approved for use in this campaign activity and
is now in development.

Completed Collateral is defined and ready for use.

Expired Collateral is no longer used.

Managing Collateral

This section lists common elements and discusses how to:

* Add or editing a collateral definition.

* Define collateral.
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¢ Associate files with collateral.

¢ Associate tasks with collateral.

* Enter the costs of creating collateral.

¢ View, add, and send collateral notes in email.

Pages Used to Manage Collateral

Common Elements Used in This Section

78

Chapter 5

Page Name Definition Name Navigation Usage
Manage Collateral RA_CONTENT GRD PG Marketing, Manage Add or edit collateral
Collateral definition.

Manage Collateral - Collateral
Details

RA_CONTENT DETAIL

*  To add a new collateral
definition, click the Add
Collateral button on the
Manage Collateral page.

*  To view or edit an
existing collateral
definition, use the search
functionality on the
Manage Collateral page.

Click the Collateral
Name to access the
definition.

Define collateral.

Manage Collateral - Files

RA_CONTENT ATCH

Marketing, Manage
Collateral, Files

Associate files with collateral.

Manage Collateral - Task

RA CONTENT_TASK

Marketing, Manage
Collateral, Tasks

Select a task type and click
Add Task to add a task, or
click Add Task Set to add a
task set.

Associate tasks with
collateral.

Manage Collateral - Costs

RA_CONTENT COST

Marketing, Manage
Collateral, Costs

Enter the costs of creating
collateral.

Manage Collateral - Notes

RA CONTENT NOTE

Marketing, Manage
Collateral, Notes

Click the Summary of Notes
link on the Collateral - Notes

page.

Write notes and attach them
to collateral, view brief
descriptions of your collateral
notes, and access those notes.

Collateral ID

SetID

The code that uniquely identifies the collateral.

The setID in which the collateral resides.
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ge Collateral Page

Use the Manage Collateral page (RA_ CONTENT GRD_PGQG) to add or edit collateral definition.
Navigation

Marketing, Manage Collateral

The Manage Collateral page enables you to search for an existing collateral definition or add one. When
you select an existing definition or add one, you are taken to the Manage Collateral - Collateral Details

page.

Manage Collateral - Collateral Details Page

Copyrigh

Use the Manage Collateral - Collateral Details page (RA CONTENT DETAIL) to define collateral.
Navigation
* To add a new collateral definition, click the Add Collateral button on the Manage Collateral page.

* To view or edit an existing collateral definition, use the search functionality on the Manage Collateral
page. Click the Collateral Name to access the definition.

Image: Manage Collateral - Collateral Details page

This example illustrates the fields and controls on the Manage Collateral - Collateral Details page.

Manage Collateral

I Save I add Collateral I e | ® Search | HiPrevious | HiMext | Personalize
Setid SHARE Collateral ID CoOMNOOOO104
Collateral MMA Content - TV AD Press Rel

Collateral Details Fileg Task Costs kotes
Collateral Details
*Name |MMA Content - TV 4D Press Rel Parent Name |MMa Content 1 @
Type | Press/Analyst [i] Sl.lhT'ﬂJE.'l Fress Release [1]
Owner Burt Lee @, Status | In Review [+l

Quantity|

Description Get this Press release ready for the TW news spat ﬁ'@

Modified 10/09/2002 1:51PM PDT SAMPLE
I Save I add Collateral I (e | ® Search | BiPrevious | Eilext |
Name Enter a brief descriptive name for the collateral.
Parent Name At times, two or more pieces of collateral are related to each

other. For example, you might have an envelope printed to
match a brochure that you're sending out. To make sure that the
two go together, you create a parent and child relationship. If the
collateral has a parent, select that parent here.
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Description (Optional) Enter a definition of the collateral.

Chapter 5

Type Select a collateral type from the available list. Collateral types

are defined on the Type setup page.

SubType Select a collateral subtype from the available list. Collateral

subtypes are defined on the Sub Types setup page.

Owner Select a collateral owner. The owner is the person responsible
for the collateral. The collateral owner is the default assigned-by

person for collateral tasks.
Status Identify the collateral's position in its life cycle.

Quantity Enter the quantity of the collateral to be produced.

Manage Collateral - Files Page

80

Use the Manage Collateral - Files page (RA_CONTENT_ATCH) to associate files with collateral.
Navigation

Marketing, Manage Collateral, Files

Image: Manage Collateral - Files page

This example illustrates the fields and controls on the Manage Collateral - Files page.

Manage Collateral

I Save I add Collateral I Yo | % Search | BiPrevious | Bilext | Personalize

Setid SHARE Collateral ID CONOOODOL04
Collateral MMa& Content - TV AD Press Rel

Collateral Details liﬂ Tazk Costs || Motes

Attach File Customize ing N First 4] 1ofi ] Last
File Name Description Dwner Date Added
06,/05/2001
. R
pressrelease.dxt |Copy of Press Release - Add Caoll 11:204M I}

I Save I Add Collateral I (i | ® Search | BiPrevious | L Bifext |

The Files page displays summary information about collateral materials stored in your computer system.
For example, you might store the text and graphics files that you use to create a brochure. These files are

often not the finished collateral product, but are used in the creation of the final product.

File Name Displays the name of the file attached to the collateral.
Description Enter an optional description of the file.
Owner Displays the person who is responsible for the file attached to

the collateral.

Date Added Displays the date when the file was attached to the collateral.

Copyright © 2001, 2013, Oracle and/or its affiliates. All rights reserved.



Chapter 5 Creating Campaign Collateral

Attach File Click the Attach File button to upload a file.

Manage Collateral - Task Page

Use the Manage Collateral - Task page (RA_CONTENT_TASK) to associate tasks with collateral.

Navigation
Marketing, Manage Collateral, Tasks

Select a task type and click Add Task to add a task, or click Add Task Set to add a task set.
Image: Manage Collateral - Task page (1 of 2)

This is the first of two examples illustrating the fields and controls on the Manage Collateral - Task page.

Manage Collateral

Save I add Collateral I Refresh ., earch BiPrevious | HiNext |

Setid SHARE
Collateral MMa& Content - TV AD Press Rel

FPersonalize

Collateral ID CONODOO104

" Collateral Details || Files |

Collateral Tasks

m b |
First 1-2 of 2 Last

Description Status Start Date Due Date Priority “z Complete
Write Press Release over Due || [06/01/2001 [ |08/05/2001 [5 | High [s] || ]
Create Mew Task Mew Task  [w] |paszasz009 5 [ Mediurn [ | i}
Task Shell| Create Mew Task | add Task |
Task Sets | Initiate Mew Collateral | add Task Set |

Image: Manage Collateral - Task page (2 of 2)

This is the second of two examples illustrating the fields and controls on the Manage Collateral - Task

page.
w Collateral Task Detail w Al First 4 2of2 b | Last
Name|Write Press Release Assigned By |DDJOhn 00Coe Q
Assigned To| @ 5  start Date |08/24/2009 | Due Date |[03/24/2009 [
Priorit‘_fl High Status % Complete
Description |[The Press Release must show the discounted prices, Make sure MMA is in bold print, IE'@
Email Phone
| apply Task |
I Save I Add Collateral I Refresh

The Task page displays summary information about tasks associated with the collateral definition and
enables you to attach new tasks and task sets.
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Task Shell
Task Sets
Add Task
Add Task Set
Name
Assigned By

Assigned To

Start Date

Due Date

Priority

Status

% Complete (percent complete)

Description

See Defining Task Tools.

Manage Collateral - Costs Page

Chapter 5

Select a task shell from the available options.

Select a task set from the available options.

Click to add a new task.

Click to add a new task set.

Displays the name of the task or task set

Displays the name of the user who assigned the task or task set.

Displays the name of the user to which the task has been
assigned.

Displays the date that the task is to begin.

Displays the date that the task is scheduled to be completed.
Displays the relative urgency of the task.

Displays the position of the task in its life cycle.

Displays the portion of the task that you have completed.

Displays the description of the task or task set.

Use the Manage Collateral - Costs page (RA_CONTENT_COST) to enter the costs of creating collateral.

Navigation

Marketing, Manage Collateral, Costs

Image: Manage Collateral - Costs page

This example illustrates the fields and controls on the Manage Collateral - Costs page.

Manage Collateral

I Save I Add Collateral I Refresh

Setid SHARE
Collateral MMA Content - TW AD Press Rel

Collateral Details Files Task

Record Costs

* Required Field

I Save I Add Collateral I Refresh

| ® Search |

HiPrevious | HiNext |

Persanalize

Collateral ID CONOOOO104

*Cost Description Components Yariable Unit Cost Forecast ¥alue Actual ¥Yalue
| Creative [+] |collateral Fized [ | 1000.00 | 100000 i
. add Callateral Cost Totals | 1000.,00] | 1000.00] | calsulate |

| ™ Search |

ur
*  First Kl 1of1 ] Last

B Previous | HiMext | Tap of Page
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Cost Description Select the description of the cost that you want to associate with
the collateral. Costs are defined on the Cost setup page.

Components Displays the description of the cost type associated with the
selected cost.

Variable Displays whether the cost of the collateral is defined as variable
or fixed.

Unit Cost Enter the cost of a single unit of the collateral.

Forecast Value Enter the expected cost of all the collateral. This is the number

of pieces multiplied by the unit cost.

Actual Value Enter the actual cost of all the collateral. This is the final cost
after adjustments are made for quantity purchased or changes in
unit costs.

Manage Collateral - Notes Page

Use the Manage Collateral - Notes page (RA_CONTENT NOTE) to write notes and attach them to
collateral, view brief descriptions of your collateral notes, and access those notes.

Navigation
Marketing, Manage Collateral, Notes
Click the Summary of Notes link on the Collateral - Notes page.

See "Understanding Notes and Attachments (PeopleSoft CRM 9.1 Application Fundamentals
PeopleBook)".
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Using Offers

Understanding Offers

A PeopleSoft Marketing offer represents the way in which a particular product or service being offered

as part of a marketing campaign activity. In other words, the offer is not the product or service itself, but
some sort of discount or product giveaway that is designed to encourage customers to buy. Each activity
can have only one offer. Price Rules associated with the offer define the discount or giveaway structure.

Offer details are carried through the entire transaction chain. Offers can also be presented to customers
either associated with a marketing activity or as a standalone offer, , and their reactions to the offers can
be tracked. Third-party optimization tools can be used to make decisions as to which offers are most
appropriate for a given customer. Other than marketing activities, customers can be presented with offers
from:

* Case.

*  Order Capture.

*  360-Degree View.

See PeopleSoft CRM 9.2: Call Center Applications.

See PeopleSoft CRM 9.2: Order Capture Applications.

Offer Statuses

Offers pass through structured life cycles. At each stage in its life cycle, an offer has a status. Status
changes must follow predefined status rules. You can use the status rules that are delivered with your
system, or you can redefine status rules on the Status Rules page.

Status Description

New Offer has just been created or imported.

In Review Offer is being reviewed for approval.

Declined Offer was not approved for use in this campaign activity.
Planning Offer was approved for use in this campaign activity and is

now in development.

Completed Offer is defined and ready for use.

Archive Offer has been set to be no longer usable.
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Understanding Offer Presentation

When presenting offers, the system requests recommendations from third-party optimization engines that
determine the best choice for a customer based on various criteria.

Offers can be presented to customers in two ways:
*  Passive offers require the user to click on an icon in order to view the offer.

*  Active offers pop up automatically on an agent's screen, their content based on which offers are the
most appropriate for the given customer.

Both active and passive offers take the user to the same page—the only difference is how they are
invoked.

Configuring the System to Allow Offer Management

Before you can use Offer Management, you must set up the third-party optimization engine and set up the
appropriate AAF policies to activate passive and active offers.

Delivered with the application is an abstract wrapper class named OfferRecEngineAbstract. This class
contains an abstract definition of the methods that Offer Management uses to communicate with the third-
party optimization engine. Also included is the OfferRecEngineProd class, which extends the abstract
wrapper class and contains implementations of actual communication with the third-party optimization
engine. Because every customer's actual implementation is different, the methods in this class are mostly
empty—you must supply the necessary code to integrate with your chosen third-party engine.

You can find additional information about the wrapper classes by searching for the extension reference
ROF_REC_ENGINE at Setup CRM, Common Definitions, Component Configuration, Application
Class Extensions.

See Defining Offer Options.

Passive Offers

In the case of passive offers, the user requests offer recommendations from the third-party optimization
engine by clicking on a predefined button on a page. In the delivered applications, this button appears as
either a "spinning dollar sign" on the page's toolbar (360-Degree View and Case) or in the middle of the
page (Order Capture).

The button is available when the following conditions are met:

* Configuration information is set to indicate that the customer is running a third-party optimization
engine, or

* The customer or contact on line to a call center has been targeted for a campaign-driven marketing
promotion (this applies to passive offers presented from Order Capture only).

* The appropriate AAF policy has been set, as shown in the following table:

Toolbar AAF Action

360-Degree View Display Offer Icon in 360
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Toolbar AAF Action

Case Upsell Configuration on Case

Order Capture does not require an AAF policy to display the icon on the Order Capture page.

Note: The spinning dollar sign button is also available on the customer's 360-Degree View.

In order to perform retrieval of offer recommendations, additional AAF policies must be set up. For 360-
Degree View, and Case, a policy must be set up that uses the action "Display Offer Alerts." The number
of offer recommendations can be configured in the policy. For Order Capture, a policy must be set up
that uses the action "Display Offers and Promotions." On this policy, you can configure the number of
offer recommendations as well as the option to use the third-party optimization engine to retrieve offer
recommendations, retrieve campaign-driven marketing promotion, or use both.

After the agent clicks the button, the system returns recommendations (the number of which the user
can configure) based on conditions set up in the AAF policy. The recommendations are returned in the
form of a series of offer IDs, the details of which are displayed along with applicable campaign-driven
promotions for which the customer has been targeted. From this page, the agent can:

*  View products and pricing rules associated with the offer.

« Initiate a branch script that is associated with the offer for the purposes of scripted selling.
» Select products associated with an offer.

* Accept an offer.

* Reject an offer.

* Register interest in an offer.

Active Offers

In the case of active offers, the system uses an AAF action to request offer recommendations from the
third-party optimization engine automatically at multiple trigger points throughout the application.
Additional AAF actions can be configured to invoke the request action from preconfigured trigger points
whenever the policy conditions are met. For the 360-Degree View, Case, and Order Capture, you must set
up a policy that uses the action "Display Offer Alerts."

As in the passive offer, the system returns a user-configurable number of recommendations, in the form
of offer IDs, based on conditions set up in the AAF policy. The AAF action initiates a pop-up window to
display the details of the recommended offers. The pop-up window contains links that allow the user to
view further details for each offer. Each link opens a subsequent page, from which the user can:

*  View products and pricing rules associated with the offer.

» Initiate a branch script that is associated with the offer for the purposes of scripted selling.
» Select products associated with an offer.

e Accept an offer.

* Reject an offer.
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Register interest in an offer.

Delivered AAF Actions
The following table shows the AAF actions that are delivered with Offers.

Chapter 6

AAF Action

Description

Initiate Offer Rec Section

Initiates a new section with the third-party optimization engine

for the given customer or contact.

Send Offer Session Data Update

Sends data updates to the third-party engine for the customer

actions that might change during the call.

Display Offer Alerts

Requests a list of offer recommendations from the third-party
optimization engine and displays the list in a pop-up window.

Display Offer Icon in 360

Displays the spinning dollar sign icon on the 360-Degree
View toolbar.

Display Offers and Promotions

Generates a list of offer recommendations from the third-party
optimization engine, from offers associated with marketing

campaigns, or both.

Upsell Configuration on Case

Displays the spinning dollar sign icon on the Case toolbar.
This action can be configured to use offers as the type of
upsell this icon will represent. The offer configurable option
is only be available if a third-party optimization engine is
installed.

You will need to create AAF policies to use these actions.

See "Understanding AAF (PeopleSoft CRM 9.2: Automation and Configuration Tools)".

Offer Logging and Post-Presentation Flow

When a customer registers a reaction to an offer presented via the third-party system (for example, Accept
or Decline), this reaction is logged. The following occurs:

The reaction (including customer ID, contact ID, offer ID, disposition of the offer, and the timestamp)
is logged in the Offer History table and in an Offer History node in the 360-Degree View that shows

offer history by disposition.

A message is sent to the third-party system to indicate the customer's disposition of the offer.

If the customer accepts the offer and there are related products associated with it, the system navigates to
the Order Capture Screen, where the following occurs:

An order line is created for the product selected from the offer.

Pricing rules associated with the offer are applied to the order.
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*  Order Capture tracks the offer by storing the Offer ID.

Using Offers

If an order is generated from an offer relating to a case, corresponding order details are tracked back to the

originating case.

See PeopleSoft CRM 9.2: Call Center Applications.

Creating Offers

In this section, we discuss how to:
* Define a campaign offer.
* Create a PeopleSoft Marketing Price Rule.

¢ Attach notes to offers

Pages Used to Create Offers

Page Name Definition Name

Navigation

Usage

Manage Offers RA OFFER DETAILI

Marketing, Manage Offers,
Offer

Define attributes that make up
a campaign offer.

Create Price Rule - Select
products and discount

RA PRICESET PG

*  Click the Add Price Rule
link on the Offer page
when creating a new
offer.

*  Click the Update
products and price rule
link on the Offer page
when editing an existing
offer.

Specify the type of discount
structure that applies to the
offer and the products offered.

Create Price Rule - Define
Price Breaks

RA_PRICE_BREAK

Click the Next button on the
Create Price Rule - Select
products and discount page.

Define the discount structure
of the offer.

Create Price Rule - Review
and Save

RA_PRICE BREAK3

Click the Next button on the
Create Price Rule - Define
Price Breaks page.

Confirm price rule selections
before saving the definition.

Offers - Note RA_OFFER_NOTE

Marketing, Manage Offers,
Note

Write notes and attach them to
offers.

Manage Offers Page

Use the Manage Offers page (RA_OFFER DETAIL1) to define attributes that make up a campaign offer.
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Navigation
Marketing, Manage Offers, Offer

Image: Manage Offers page (page 1 of 2)

This is the first of two examples illustrating the fields and controls on the Manage Offers page.

Manage Offers

m | ® Search | HiPrevious | EiNext | EMClone | F Add Offer | Personalize

oOffer COMPUTER OFFER 20% DISCOUNT Status Completed
Start Date 01/01/2002 End Date 12/31/2005

" Activities | Motes |

Offer Details

l]ffer|COMPLITER QOFFER 20% DISCOUNT | Type Fromotional Discount
*Gtatus | Completed Owner Sandra Kaye @,
Objective Start Date End Date
Priority Medium Control %%
Description

Summary COMPUTER OFFER Z0% DISCOUNT
Price Rule Anzozooool

Discount Standard Discount

Product Selection

Descripton List Price
g Lant US001-=B0X-20999,99, US001->B0X-15999,99, US001->C5-30000, US001-=C8-
Bra usiness Lapiop 25000, US001-=EA-4000, US001-=E

Us001-=BS-30000.99, US001-=BO-20000.99, US001-=C5-40000.01, US001-=C5-
TEKRA-2000 Consumer Laptop 30000.01, USDDl—}EA—éQQQ.QQ, ! !
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Image: Manage Offers page (page 2 of 2)

This is the second of two examples illustrating the fields and controls on the Manage Offers page.

Discount Detail
Unit of

Measure Low Quantity Upper Quantity Adjustment Type Percent Amount  Currency
Each 1.0000 100.0000 Percent 20,00
Display Message Ed]
Script Type
Marketing Channels R T ——
Channel Execution Mo transaction context have been added to this offer,
Telesales | Add Context |

Order Capture
Mail Correspondence
Sales Force

Cross Sell

Aadd Channel

} Audit History

When creating a new offer definition, the Manage Offers page enables you to enter basic information
about the offer. Once the offer is created and saved, the page enables you to edit basic information and
displays summary information about the product selection and discount detail.

Offer Enter a name to uniquely identify the offer.

Type Displays whether the offer is a Promotional Discount or a
Communication offer. You specified the type on the Manage
Offers search page. You cannot add the offer unless a type is

selected.
Status Enter the position of the offer in its life cycle
Owner Enter or select the name of the person designated as the offer

owner. By default, this field is filled in with the name of the
currently signed-on user.

Objective Select an objective for the offer.
Priority Select a priority for the offer.
Control % Specify a control percentage for the offer. This value is

informational for the PeopleSoft Marketing system, but will be
used by third-party tools to create "control group" scenarios (
for example, to specify to the tool that it should only present the
offer to 5% of the eligible customers).

Start Date and End Date Enter the start and end dates that the offer is valid.
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Internal Description

Price Rule

Discount Detail

Update Products and Price Rule

Display Message

Script Type

Script Name

Marketing Channels

Add Channels

Add All Channels

Transaction Context

Add Context

Add All Context
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Enter a description of the offer that will only be viewed
by internal personnel—the offer recipient will not see this
description.

(Promotional Discount offer only) Displays information about
the products and price rule for the offer.

(Promotional Discount offer only) Displays information about
the discount associated with the offer.

(Promotional Discount offer only) Click to access the Create
Price Rule wizard, where you can add or update products and
price rules.

Note: You cannot access the Create Price Rule wizard when the
offer's Status is Complete or Archived.

Enter a description of the offer that will be visible to the offer
recipient.

Select Branch Script as the script type.

Select the name of the branch script you specified. This field
appears when you select a Script Type.

Select a channel from the available list.

The available options vary depending on the offer type.
For Promotional Discount, the choices are Order Capture,
Mail Correspondence, Sales Force, and Cross Sell. For
Communication, the choices are Mail Correspondence and
Cross Sell.

Click to specify marketing channels to add to the Marketing
Channels list.

Click to add all available marketing channels to the list.

Select an AAF Context to associate with the offer. This
information indicates the contexts from which the offer can be
recommended, and is used for tracking that point of contact (for
example, the offer is presented from the Call Center). You can
associate multiple AAF Contexts with an offer. The allowable
contexts are:

* Case.

*  Order Capture CI.

*  360-Degree View.

Click this button to add an AAF Context to the list.

Click to add all the available AAF Contexts to the list.
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e Price Rule - Select Products and Discount Page

Use the Create Price Rule - Select products and discount page (RA_PRICESET PG) to specify the type
of discount structure that applies to the offer and the products offered.

A price rule is the specification for price adjustments (discounts), applied to standard prices. You must
associate one price rule with every offer.

Price rule definitions can be changed up to the point that the offer status is set to Completed and the offer
is saved.

Navigation

e Click the Add Price Rule link on the Offer page when creating a new offer.

*  Click the Update products and price rule link on the Offer page when editing an existing offer.
Image: Create Price Rule - Select products and discount page

This example illustrates the fields and controls on the Create Price Rule - Select products and discount
page.

Create Price Rule

O-0-G®

Step 1 : Select products and discount

*Discount Type Giveaway -
Product Find | & | E& First ' *' 1 of 1 '} Last
*Description List Price
Switchback Mt. Biking Shorts, OJ US010-=EA-49 ﬂ
Add Product
Mext ==

Return to Manage Offers

* Required Field

Discount Type Select the discount type that you want to associate with the
offer. Marketing Discount Type options are:

Giveaway: Giveaway discounts take the form of in-kind
giveaways, rather than cash breaks. That is, when a customer
receives a giveaway discount, you give that customer some
free product or a service and charge full price for the actual
purchase.

Standard Discount: Standard discounts are flat discounts.
Customers who purchase qualified amounts receive the same
discount regardless of how many units of a product of service
they buy.
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Tiered Pricing: Tiered discounts vary based on the number of
units of a product or service purchased. For example, you might
give a five percent discount when a customer buys one to nine
units, ten percent discount if they buy ten to twenty-four, and a
fifteen percent discount if they buy twenty-five or more.

No Discount: Allows creation of offers with products that will
not be presented with a discount. If the product selected has
no discount, all customers will pay full price for the product
regardless of the quantity ordered.

Note: Price Rules defined in PeopleSoft Marketing are used to define prices applied to products when
orders are placed in response to a marketing offer. Orders are fulfilled through Order Capture processing
which utilizes price rules not only from Marketing, but from Order Pricing as well. The discount types

of Standard Discount and Tiered Pricing that are available in Marketing are not available in Order
Pricing. Price rules created under marketing that use the Standard and Tiered discount types fall under the
Cascading discount type in Order Pricing.

Product ID
Description

List Price

Related Links

Select the ID of the offered product.
Displays the description of the selected product.

Displays the Inventory Business Unit and List Price of the
selected product. You establish list prices using the Products
Price page of the Price component under the Products CRM
menu.

Create Price Rule - Select Products and Discount Page

Create Price Rules - Define Price Breaks Page

94

Use the Create Price Rule - Define Price Breaks page (RA_PRICE BREAK) to define the discount

structure of the offer.
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Click the Next button on the Create Price Rule - Select products and discount page.

Image: Create Price Rules - Define Price Breaks page

This example illustrates the fields and controls on the Create Price Rules - Define Price Breaks page.

Create Price Rule

L 2O20

Step 2 : Define Price Breaks

add Price Break

<< Back Next ==

* Required Field

Price Breaks
R . . Unit of
“Unit of ‘Low ‘Upper L -
. . Description Measure Quantity
Measure Quantity Quantity (Promotion)
Each 1.0000 Biking Gloves, Unisex @, [Ea @, 1 =

Return to Manage Offers

Personalize | Find |IEI | CE First' 4 1 of 1 ‘&' Last

The discount type that you select in Step 1 determines the fields needed for Step 2. The following fields
apply to all discount types except No Discount.

Note: This page does not appear when the discount type selected is No Discount.

Unit of Measure

Low Quantity

Upper Quantity

Select the unit of measure you want to use for the offered
product.

Enter the minimum quantity of product to qualify for the
promotional discount.

Enter the maximum quantity of product to qualify for the
promotional discount.

Note: Enter a maximum quantity high enough that no order will
exceed it.

The following fields apply to Standard and Tiered Pricing discount types.

Adjustment Type

Percent

Select the type of discount that you want to apply to the product
price. Type options are:

Amount: Select the amount option to deduct a fixed currency
amount from the final product price.

Percent: Select the percent option to calculate and deduct a
percent amount from the final product price.

Enter a percent amount that you want deducted from the final
product price when you select a Percent type.
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Enter the currency amount that you want deducted from the
final product price when you select an Amount type.

Select the currency code appropriate to your market when you
select an Amount type. A currency code selection does not
apply to the Percent type.

The following fields apply only to Giveaway discount types.

Description

Unit of Measure (Promotion)

Quantity

Select the Promotional Product ID number of the product you
are giving away as the promotional item.

Select the unit of measure used for the promotional product.

Enter the quantity of promotional products to be given with the
amount of product purchase. The Quantity amount corresponds
to the Unit of Measure (promo prod) selection.

For example, if you want to give one box of T-shirts with the
purchase of ten or more cases of fishing line, select Box as the
Unit of Measure (promo prod) and / as the Quantity.

Create Price Rule - Review and Save Page
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Use the Create Price Rule - Review and Save page (RA_PRICE _BREAK3) to confirm price rule
selections before saving the definition.

Navigation
Click the Next button on the Create Price Rule - Define Price Breaks page.
Image: Create Price Rule - Review and Save page

This example illustrates the fields and controls on the Create Price Rule - Review and Save page.

Create Price Rule

L & 2O

Step 3 : Review and Save

Product Selection

Description

Switchback Mt. Biking Shorts,

Price Breaks

Unit of Low Upper
Measure Quantity Quantity
Each 1.0000

<= Back Save

Description

Biking Gloves

Return to Manage Offers

Personalize | Find | | &

List Price

First'4' 1 of 1 '}/ Last

UsS010-=EA-49
Personalize | Find |ﬁl | & First'® 1 of 1 @/ Last

Unit of
Measure
(Promotion)

Quantity

, Unizex EA 1.0000

Confirm your completed price rule definition and check for reasonableness. Check to make sure that the
correct products are specified and that price adjustments are appropriate to the unit of measure.
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Price rules created within PeopleSoft Marketing are available for use by PeopleSoft Order Capture
processes only when the status of the offer is set to complete and saved.

Note: The Price Breaks grid does not appear if the No Discount discount type was selected.

Offers - Note Page
Use the Offers - Note page (RA_OFFER _NOTE) to write notes and attach them to offers.

Navigation
Marketing, Manage Offers, Note
Use the Offers - Note page to attach any notes related to the offer.

See "Understanding Notes and Attachments (PeopleSoft CRM 9.1 Application Fundamentals
PeopleBook)".

Presenting Offers

This section describes how to present an offer that has already been created.

Pages Used to Present Offers

Page Name Definition Name Navigation Usage

Present Offer ROF_OFFERPRESENT Click the spinning dollar sign | View recommended offers and
icon in the 360—Degree View, | their details, and select one to
Case, or other page where present to a customer.
Offer Management has been
set up.

or

Click an offer in a pop-up
window that displays a list of
offers.

Present Offer Page

Use the Present Offer page (ROF_OFFERPRESENT) to view recommended offers and their details, and
select one to present to a customer.
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Navigation

Click the spinning dollar sign icon in the 360-Degree View, Case, or other page where Offer Management
has been set up.

or
Click an offer in a pop-up window that displays a list of offers.
Image: Present Offer page

This example illustrates the fields and controls on the Present Offer page.

Present Offer

TS RS » I

Offer Name Score Expiration Date Script
BLY & REFRIGERATOR AMD GET FREEZER SHELWES FREE Q0,00 12/31/2009
FREEZER MOLUME DISCOUNT 10% Q0,00 10/31/2009
Custormer &ppreciation Offer 90,00 12/31/2009
Air Conditioning CU Offer Q0,00 12/31/2009 =

Offer Details

+ Message

We appreciate your business, For the upcorming month, you will autarmatically get 200 additional minutes free.

: Acocept Of'fer: Defer Offer Reject Offer

Recommended Offer Displays a list of recommended offers (either selected
through marketing promotions or optimized by the third-party
optimization system based on customer information).

Score This value indicates the "fit" of the offer to the customer. The
score is assigned to the offer by the third-party optimization
system, based on the likelihood that a given customer will
accept the offer. Offers associated with campaign-driven
promotions will show a score of zero. If duplicate offers exist
(from a targeted promotion and suggestion by the third-party
system), only the offer with the higher score (usually the third-
party system suggestion) is shown.

Offer Details The content of this section will vary depending on the type of
offer selected. Some available offer types include:

¢ Product offers.
¢ Communications offers.

* Promotional discount offers (including giveaways).
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Understanding Audiences

This section discusses:
* Audiences

* Segments

e Audience statuses

* Audience sources

* Audience types

* Using audiences with the CRM/Student Administration integration

Audiences

An audience 1is a specific group of people to whom you target a marketing campaign. Use PeopleSoft
Marketing to create and manage audiences for all marketing campaigns including online marketing.

Every marketing campaign requires one or more target audiences. These target audiences can be current
customers drawn from your own database, unknown prospects from a rented list, or respondents to a
banner ad on a website. However, before you can specify a target audience for a campaign, you must first
define the audience.

An audience can serve multiple purposes in a marketing campaign. First and foremost, an audience is

the list of contacts that you want to reach with your campaign. However, that primary audience can be
segmented into smaller groups that enable you to test the effectiveness of different campaign strategies.
You can also export your audience to a third-party vendor who will append data not normally gathered by
your company.

Before you define an audience, consider the following questions:
* Are the intended recipients all known to you?

That is, are the intended recipients already in your PeopleSoft CRM database (an internal audience),
or are they unknown to you and will they be contacted by an outside vendor (an external audience)?

*  How will you contact the recipients?

For example, do you plan to contact them using PeopleSoft Online Marketing, or Sales applications,
or will you use a third-party direct-mail vendor?

* Do you want the audience to reflect changes to the database each time that you generate the audience
(a dynamic audience), or will the audience remain the same (a fixed audience)?
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*  Will you use the audience to test your campaign before you take it live or will you try different
strategies (a test audience)?

Considering these questions in advance will help you define your audience.

Note: Because you can use audiences with multiple campaigns, you should carefully consider changes
to an existing audience so that you don't adversely affect another campaign. For this reason, PeopleSoft
Marketing enables you to clone audiences.

Segments

A segment is a group of customers defined by some selection criteria. Segments are considered a type of
audience—you define their selection as you do audiences, and you can use them interchangeably with
dynamic audiences in PeopleSoft Marketing, Online Marketing, and the enterprise.

You can arrange segments hierarchically by defining parent-child relationships between segments. Each
segment can have multiple children, but only one parent. Child segments always inherit the selection
criteria of their parent segment, and by default they also inherit the parent's owner attributes.

Segments and segment hierarchies are associated with segment groups, which is simply a way to arrange
the segments and hierarchies. Child segments are always associated with the same segment group as their
parents.

Audience Statuses

Audiences and segments pass through structured life cycles. Each stage of the life cycle is called a status.
Status changes must follow predefined status rules that are delivered with your system.

Note: Audience status rules are not the same as campaign and activity status rules. You cannot redefine
audience status rules on the Status Rules page.

An audience can pass through the following statuses:

Audience Status Description

In Design Audience is new and selection criteria is not yet defined.

Designed At least some audience selection criteria are defined.

Scheduled Audience is scheduled to be generated at a definite future date
and time.

Processing Audience generation is currently in process.

Generated Audience generation process finished successfully.

Approved Audience is approved for use in live campaigns.

Committed Audience is in use by one or more campaign activities and
cannot be modified except to add correspondence management
requests or to manually change the status of the audience to
Archived.
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Audience Status

Description

Archived

Audience is inactivated and cannot be newly associated

with any campaign. Audience status can be changed only to
Archived when the audience is not in use by a live campaign or
by an online dialog.

Audience Sources

PeopleSoft Marketing audiences are defined most broadly as either internal (known) or external
(unknown). You generate Internal audiences by selecting records from your PeopleSoft CRM database.
These records may be existing customers, or a list imported from an outside source. In either case, the

audience is drawn from the database.

External audiences are drawn from an external source such as a mailing list produced by a third party
vendor that you import into your system. Another example would be a group of respondents to a weblink
promo, such as a website banner ad. While it is possible that certain individuals drawn from these external
sources may happen to exist already in your own database, an external audience is originally defined and
drawn from an external source rather than directly and exclusively from individual records in your own

database

The audience source describes whether the audience is external or internal and, if internal, how it was

created.

The following table lists and describes the nine sources of audiences:

Audience Source

Description

External using Online Marketing

An External using Online Marketing audience is made up

of contacts previously unknown (in most cases) to your
PeopleSoft Marketing system. For example, placing a banner
ad on a website exposes your offer to an audience, but you
have no idea who will see it and respond.

External audiences are intended to be used in conjunction with
Online Marketing dialog popup web pages where the audience
is unknown.

Internal Using Audience Builder

The audience is generated from contacts currently in the
PeopleSoft Marketing database. Audience Builder enables
users who do not know SQL to define a simplified selection
query.

Internal Using Combine Audiences

Two or more existing audiences are combined into a new,
larger audience. All existing audiences included in a combined
audience definition must be drawn from contacts currently in
the PeopleSoft Marketing system.

Internal Using Import

A contact list is imported into your PeopleSoft CRM database,
from which you generate an internal (known) audience.

Internal Using PSQuery

This query uses PSQuery functionality to create an audience
from contacts currently in the PeopleSoft Marketing system.
Using PSQuery requires a knowledge of SQL.
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Audience Source

Description

Internal Using Saved Search

This search is based on the search criteria entered on a
Configurable Search page. You must first enable audience
creation using the Configurable Search page. An enabled
search page enables you to save the search as an audience.

Note: This option doesn't appear when you are creating a new
audience. You can view or update this audience type on the
Audience Detail page, but you cannot create it.

Control Group

Control groups help you gauge the effectiveness of your
campaign by isolating a small segment of your target audience.
By comparing sales results of the larger audience to those of
the control group, you can determine the actual influence of
your campaign. How control group members are drawn from
each included audience is controlled by a combination of the
control group audience size and source audience percentages.

Note: This option doesn't appear when you are creating a new
audience. You can view or update this audience type on the
Audience Detail page, but you cannot create it.

Test Audience

You create a test audience by selecting a subset of a generated
audience. Use test audiences to try different offers on different
subsets of your audience. These test audiences can be created
as a percentage of the original audience count, or users can
specify the total number of records for each test audience.

Test audience selection is random. All test audiences are fixed
audiences.

Note: You can create test audiences only for audiences in the
status of Generated, Approved, or Committed.

Segment

A segment is similar to an audience built using Audience
Builder. You can create segments in a hierarchical structure
in which a child segment automatically inherits the roles and
selection criteria of its parent segment.

For more information, refer to the PeopleTools: PeopleSoft Query documentation.

Audience Types

102

Audiences are one of two types, either Fixed or Dynamic.

A fixed audience is an internal audience that does not change, such as the list of people who attended

a conference. A dynamic audience is an internal audience that may change over time. An example of a
dynamic target audience is a newsletter campaign that periodically sends out customized email messages
to subscribers, pointing them to specific web pages. As new subscribers sign on, you want the target

audience to include those people.

Note: Segments are always dynamic.

The following table describes the audience types:
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Audience Type

Description

Fixed

The audience query runs only at the time the audience is
created—results are static after the audience is generated. New
contacts meeting the audience criteria are not added to the list
unless you manually regenerate the audience, or clone it and
generate the cloned audience.

Audience members can be added manually to a fixed audience.

Dynamic

Audience query criteria is stored and run each time that an
action associated with the audience runs. Each time that

you use the audience, new contacts that meet the criteria are
included in the results, and old contacts that no longer meet the
criteria are omitted from the results.

Creating and Managing Audiences

Copyright

This section lists common elements and discusses how to:

Create and update audiences.
Create and update segments.

Define a segment group.

Create audience and segment plans.
Associate costs with an audience or segment.
View and add audience or segment notes.
Remove records from a generated audience.
Manage audience or segment correspondence.

Define teams for an audience.

Use the sales leads profile with audiences.
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Associate audiences and segments with activities.

Use delivered Active Analytics Framework terms with audiences.

Use history and audience membership data with audiences.

Define Active Analytics Framework terms for audiences.
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Page Name

Definition Name

Navigation

Usage

Audiences

RA_LIST SUMMARY

Marketing, Manage
Audiences

Create and update audiences.

Audience - Audience Detail

RA_LIST MAIN

*  Click an audience name
on the Audiences page
to open an existing
audience.

*  Click the Create New
Audience button on the
Audiences page to define
a new audience.

Define and update audiences.

Create a Target Audience -
Select Roles

RA LB _STEP 1

Click the Define Selection
Criteria button on the
Audience Details page.

Select basic profiles to include
in audience selection.

Create a Target Audience -
Define Selection Criteria

RA_LB_STEP 2

Click the Next Step button on
the Create a Target Audience -
Select Roles page.

Select profile fields and
values to define audience
selection criteria.

Create a Target Audience -
Review and Save

RA_LB_STEP 3

Click the Next Step button on
the Create a Target Audience
- Define Selection Criteria

page.

Confirm contents of the
audience selection criteria.

Create Test Audiences

RA_TEST AUDIENCE

Click the Create Test
Audience button on the
Audience Detail page.

Create one or more test
audiences for an audience
in generated, approved, or
committed status.

Segment Detail

RA_LIST SEG _MAIN

Click a segment name on the
Audiences page to open an
existing segment.

Click the Create a New
Segment button on the
Audiences page to define a
new segment.

Define and update segments.

Define Segment Group

RA_SEGMENT GROUP

Set Up CRM, Product
Related, Marketing,
Audiences, Segment Groups

or

Click the Add New Segment
Group button on the Segment
Detail page.

Define segment groups, which
are used to group segments
and segment hierarchies.

Audience - Activities

RA_LIST WAVES

Marketing, Audiences,
Activities

View activities associated
with audiences.
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Page Name Definition Name Navigation Usage
Plans RA_LIST PLANS Marketing, Audiences/ Define plans for audiences
Segments, Plans and segments. This page is

visible only if the audience or
segment has been published.

Audience - Costs RA_LIST COST Marketing, Audiences, Costs | Associate costs with
audiences.
Audience - Notes RA_LIST NOTE Marketing, Audiences, Notes | View brief descriptions of

your audience notes and
access those notes.

Audience - Result List RA_LIST RECS Marketing, Audiences, View, add, or eliminate
Audience Result List records from a generated
audience.
Audiences - Correspondence | RA_LIST CM Marketing, Audiences, View summary
Correspondence information about audience

correspondence and initiate
new correspondence.

Audience - Team RA_LIST TEAM Marketing, Manage Associate team members
Audiences, Team with an audience. You

can associate individual
workers or entire roles as
team members—in the case
of roles, each individual
worker who has that role is
considered a team member.
Team membership can be
used to control or limit who
can access this audience or
segment.

The audience or segment's
owner, as defined on the
Audience Detail or Segment
Detail page, is always
automatically added as a team
member when the audience is
saved.

Common Elements Used in This Section

Count Displays the number of records (people) in the audience.

Note: The count for dynamic audiences and segments represents
the number of records in the audience at the time that it was last
generated. The audience count is not updated when it is used

as part of a PeopleSoft Online Marketing Dialog. For example,
at the time of approval, a dynamic audience might contain

500 records. Two weeks later, when the audience is used by
PeopleSoft Online Marketing, the audience might grow to 550
records.
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Owner The person who is responsible for an audience.

Status The position of an audience in its life cycle. Values are
Approved, Archived, Committed, Designed, Generated, In
Design, Processing, and Scheduled.

Audiences Page

Use the Audiences page (RA LIST SUMMARY) to create and update audiences.
Navigation
Marketing, Manage Audiences

From the Audiences page, you can create a new audience or update an existing audience. Click Create
New Audience to add a new audience. Click the audience name to update an existing audience.

You create audiences using profiles. For a complete explanation of profiles, refer to the PeopleSoft
Application Fundamentals documentation.

Note: The CDM Basic tables must be populated before you can generate audiences. Refer to the business
object management documentation for more information about CDM Basic tables.

See PeopleSoft CRM 9.1 Application Fundamentals PeopleBook.

See PeopleSoft CRM 9.2: Business Object Management.

Audience - Audience Detail Page
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Use the Audience - Audience Detail page (RA_LIST MAIN) to define and update audiences.
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Navigation

* Click an audience name on the Audiences page to open an existing audience.

*  Click the Create New Audience button on the Audiences page to define a new audience.
Image: Audience - Audience Detail page

This example illustrates the fields and controls on the Audience - Audience Detail page.

Audience
m | E Add Audience | @ Search | Hilext | Refresh | Mk Clone | @7Send SMS

Status In Design

Audience
Owner 00John 00DGe Last Updated 08/25/2009 10:20AM

SRR ES Y Result List || Activities || Correspondence || Team || Costs | Motes
Audience Definition

*pudience Name| *Status| In Design

*audience Source | Internal using Audience Builder *Type| Fized

Owner Name| Qg Last Updated 08/25/2009 10:204M
Description
O published O secured Audience

Audience Information

Selection Criteria No selection criteria has been defined.

| Define Selection Criteria |

Audience fCount Generation

Date Last Generated Count [

Generate Audience/Count &) ngpe

Opate [ | mme[ |

ONDW

Audience Generation Log

| Test SQL/Count

| Clone Audience |

* Required Field

The full Audience Detail page includes up to three regions, depending on variables such as audience type,
source, and status. Possible regions are a header, an Audience/Count Generation region, and an Audience
Information region. Fields may be available for selection (or input) or display-only depending on several

variables.

Audience Definition

Audience Name Enter a descriptive name for the audience. This field is display-
only after the audience is saved.

Indicates from where an audience is drawn from and how it
was selected. Values are Control Group, External using Online
Marketing, Internal using Audience Builder, Internal using

Audience Source
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Combine Audiences, Internal using Import, Internal Using
PSQuery, Test Audience, and Internal using Saved Search.

Note: You cannot change the source type of an audience after
you have created it.

Note: The values Control Group, Test Audience, and Internal
using Saved Search are not available when you define a new
audience. These types of audience are created through other
means, but you can view or update them when the audience has
been created.

Published Select to indicate that you want the audience or segment to
be visible and available to users outside the CRM Marketing
application, such as the AAF Library.

Secured Audience Click to limit access of the corresponding audience information
only to authorized users.

If Marketing Center Security is enabled at the installation level,
the system restricts audience information to users who are
members of the marketing centers with which the audience is
associated on the Team page.

See Audience - Team Page.

Generating an Audience Using Audience Builder

The system displays the Query Information region only when you select the source Internal Using
PSQuery.

Generating an Internal Audience Using Combined Audiences

The system displays the Audience Information region only when you select the source, Internal Using
Audience Builder.

Selection Criteria Displays text describing the selection criteria that was created
with audience builder.

Define Selection Criteria Click this button to open the Audience Builder. The Create a
Target Audience - Select Roles page appears.

Note: When combining audiences, the system checks for duplicate members. Audience members are
assumed to be duplicates when they have the same BO ID and role. If one audience contains an active
auto-added member and the second audience contains a manually added duplicate member, the manually
added member is the one added to the new combined audience.

Importing an Audience

Creating an imported audience involves defining an audience shell within PeopleSoft Marketing, then
importing audience data into the CDM using the CDM Data Import process. The CDM Data Import
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process populates the audience table. After you create an audience, you can attach it to an activity,
select records, deduplicate (remove duplicate members), or anything else that you can do with any other

audience.

See "Understanding the Data Import Application Engine Process (RBIMPORT) (PeopleSoft CRM 9.2:

Business Object Management)".

Generating an Audience Using PeopleSoft Query

The system displays the Query Information region only when you select the source Internal Using

PSQuery.

Users with a thorough knowledge of SQL and the underlying table structures and joins can use PeopleSoft
Query Manager to select an audience. Using PSQuery enables you to create complex queries beyond the
capabilities of Audience Builder. For example, using PSQuery, you can incorporate information related to
customer purchases by linking data from order tables.

Note: Audience Builder does not support explicit ordering in the query. If the query has a sort order, the

sort is automatically discarded.

To be used for audience generation, a query must:

* Be defined as type User Query and Public.

* Not contain any user prompts.

* Include the Basics table (BO_BASIC IND) in the main Select clause, the main Select clause of any
unions, and the corresponding From clauses.

Note: You cannot change the source type of an audience after you have created it.

Query Name

Modified Query SQL

Query Manager

See PeopleTools: PeopleSoft Query

Audience/Count Generation

Date Last Generated

Select the query that was created using PeopleSoft Query
Manager.

The SQL code is copied from the selected query, modified
slightly by the system (some additional criteria is added to
ensure that only contacts and individual consumers are returned
in the results) and displayed here. The copied code is saved with
the audience and is used in the audience generation process. If
the underlying PSQuery is changed, you must update the saved
SQL code for the changes to take effect.

Note: You cannot change the displayed code. It is read-only.

Click to access the PeopleSoft Query Manger.

Displays the date and time when the audience was last generated
successfully.
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Generate Audience/Count

Audience Generation Log

Cloning an Audience

Clone Audience

Chapter 7

Select when you want the audience to be generated. Values are:

None: Select if you are creating an audience definition to use
at an unknown future date and you do not want to generate the
definition at this time.

Date and Time: Select to specify a date and time for the
audience to be generated.

Now: Select to generate the audience as soon as you save the
changes.

Displays information about generated audiences. For each effort
to generate an audience, the log includes the date and time, the
outcome of the effort, and the number of records (people) placed
on the audience.

Click to create a duplicate of the selected existing audience. You
can also launch the process using the Clone Audience button on
the tool bar.

The cloned audience inherits the selection criteria of the original
audience. The status of the cloned audience is automatically set
to In Design, regardless of the status of the source audience.
The cloned audience must pass through the regular status stages
including generation.

For fixed audiences, manually added members from the original
audience are copied to the new audience. After saving the new
audience, you can choose to generate the audience. Duplicate
members are checked upon generation. After generation, the
result list is refreshed with auto-added and manually entered
members.

Create a Target Audience - Select Roles Page

Use the Create a Target Audience - Select Roles page (RA_LB_STEP 1) to select basic profiles to

include in audience selection.

Note: You must set up the CDM basic tables before you can build audiences.
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Navigation
Click the Define Selection Criteria button on the Audience Details page.
Image: Create a Target Audience - Select Roles page

This example illustrates the fields and controls on the Create a Target Audience - Select Roles page.

Create a Target Audience

®_®_® Process Overview

Step 1: Select Roles

Roles

Contact for a Company
Consumer
Contact for a Partner

Worker

OO0OOO

Ferzon of Interest

Return to Audience Details MNext Step ==

Audience Builder enables users with no knowledge of SQL to create simplified yet powerful selection
queries. Use the three-step Audience Builder Wizard to define the selection criteria and generate the
audience.

Roles Select the check box that corresponds to the person represented
in the PeopleSoft CRM CDM (Customer Data Model) as a
Contact for a Company (a representative of a company), a
Consumer, a Worker (an employee of a company), or a Person
of Interest. A person can appear as both, or even appear as a
contact multiple times, if that person represents more than one
company. You must select at least one check box, but can select
more than one to include all eligible records.

See PeopleSoft CRM 9.2: Business Object Management.

Create a Target Audience - Define Selection Criteria Page

Use the Create a Target Audience - Define Selection Criteria page (RA_LB STEP_2) to select profile
fields and values to define audience selection criteria.
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Navigation
Click the Next Step button on the Create a Target Audience - Select Roles page.
Image: Create a Target Audience - Define Selection Criteria page

This example illustrates the fields and controls on the Create a Target Audience - Define Selection
Criteria page.

Create a Target Audience

L 2020

Step 2: Define Selection Criteria

Switch to Advanced Mode

AndfOr  Profile Field Operator Yalue

Individuals People.SetlD 2, [is equal to [v][sHARE [+ [=]
And [w] Individuals People.Do Not Contact @, [is not equal to (v] | ves ™ +][=]
and[s]  [individuals.Sales Leads.Lead Rating | @& |has at least one (] [Hat {~] [*+][=]

Return to Audience Details

== Baclk Mext Step = Test SQL/Count

Filter the final results of your audience by defining selection criteria. Audience Builder offers both a basic
and advanced mode.

Basic Mode Audience Builder limits you to And or Or connectors between condition clauses and
automatically inserts implied parenthetical expressions when Or is used. Conditions within the
parentheses are linked as if they are one condition. That is, each individual condition must be met for the
combined (parenthetical) condition to be met. Because the parentheses are applied based on simple rules,
you need to carefully consider the expected results of your query.

Advanced Mode Audience Builder enables users with an understanding of queries to create more
sophisticated criteria by defining their own parenthetical expressions. These parenthetical expressions
can be used to create nested selection criteria. In addition, the advanced mode enables you to use a With
connector to achieve correlated subqueries when using a Many Rows profile.

The With connector is similar to an And connector, but has particular application when more than one row
of data exists for a single contact. For example, suppose that you have a contact with multiple credit cards
and you define the following criteria:

And/Or Profile Field Operator Value
Individuals.CreditCards. has at least one VISA
CreditCardCompany

And Individuals.CreditCards. has any less than 10/28/2002
ExpirationDate

As long as the contact has at least one VISA credit card, and any one of the cards (whether VISA or not)
has an expiration date before November 28, 2002, a selection is returned. On the other hand, the following
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definition will return a selection only when the contact has at least one VISA card with an expiration date
before November 28, 2006:

And/Or Profile Field Operator Value
Individuals.CreditCards. has at least one VISA
CreditCardCompany

With Individuals.CreditCards. less than 10/28/2006
ExpirationDate

Profile Field Select the profile fields that contain the data that you will use
for your selection criteria. Fields from any activated profile that
fall under the role or roles selected are available. Refer to the
PeopleSoft Business Object Management documentation for
more information about how profiles are defined.

You can add additional fields to further narrow your selection
criteria. For profiles under the Individual folder, you can search
on keywords within the Individuals profiles (for example, you
could search on “Academic” and find all the profiles under
Individuals with “Academic” in their names.

Operator Specify the criteria operator.

Value Enter the criteria value. If a prompt table is associated with the
profile field, the Value field will contain a lookup. Otherwise,
you can enter free-form text. For audiences, the lookup
will contain only approved or committed internal published
audiences. For segments, it will contain approved or committed
published segments.

And/Or Select an operator to connect condition clauses.

Condition clauses linked by the And connector return a selection
only when all linked conditions are met.

Condition clauses linked by the Or connector return a selection
when any of the linked conditions are met.

Note: A With connector is available for use in advanced mode
with a Many Row profile type.

Available operator choices depend on the type of profile and profile field combination. Only operators
appropriate to the particular combination will appear. The following table provides a complete list of all
available operators, the type of profiles with which the operators can be used, and an explanation of what
is included in each selection:

Available Operator Profile Type What is Included

is empty One Row Includes any record that has no data in
the selected field.
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Available Operator

Profile Type

What is Included

is not empty

One Row

Includes any record in which data is in
the selected field.

is equal to

One Row

Includes any record in which the data in
the selected field is equal to the specified
value.

is not equal to

One Row

Includes any record for which the data
in the selected field is not equal to the
specified value.

is less than

One Row

Includes any record in which the data
in the selected field is less than the
specified value.

is no more than

One Row

Includes any record in which the data in
the selected field is less than or equal to
the specified value.

is at least

One Row

Includes any record in which the data in
the selected field is equal to or greater
than the specified value.

is more than

One Row

Includes any record in which the data
in the selected field is greater than the
specified value.

contains

One Row

Includes any record in which the
character or string data in the selected
field contains the specified character or
string value.

Note: Do not enter wildcard characters.

When appropriate, the system may add
wildcard characters, but they should not
be entered by the user.

Note: This operator is available only in
advanced mode.

not contains

One Row

Includes any record in which the
character or string data in the selected
field does not contain the specified
character or string value.

Note: Do not enter wildcard characters.

When appropriate, the system may add
wildcard characters, but they should not
be entered by the user.

Note: This operator is available only in
advanced mode.
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Available Operator

Profile Type

What is Included

starts with

One Row

Includes any record in which the
character or string data in the selected
field starts with the specified character
or string value. For example, to select all
records in which the contact's last name
begins with 4, specify the value 4.

Note: Do not enter wildcard characters.

When appropriate, the system may add
wildcard characters, but they should not
be entered by the user.

not starts with

One Row

Includes any record in which the
character or string data in the selected
field does not start with the specified
character or string value. For example, to
include all records except those in which
the contact's last name begins with 4,
specify the value 4.

Note: Do not enter wildcard characters.

When appropriate, the system may add
wildcard characters, but they should not
be entered by the user.

ends with

One Row

Includes any record in which the
character or string data in the selected
field ends with the specified character or
string value.

Note: Do not enter wildcard characters.

When appropriate, the system may add
wildcard characters, but they should not
be entered by the user.

Note: This operator is available only in
advanced mode.

not ends with

One Row

Includes any record in which the
character or string data in the selected
field does not end with the specified
character or string value.

Note: Do not enter wildcard characters.

When appropriate, the system may add
wildcard characters, but they should not
be entered by the user.

Note: This operator is available only in
advanced mode.

has at least one

One Row w/Choose Many attribute,
Many Row

Includes any individual having at least
one associated record in which the
data in the selected field is equal to the
specified value.
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Available Operator Profile Type What is Included

has all One Row w/Choose Many attribute Includes any record in which the data
in the selected field includes all values
specified. If any specified values are
missing, the record is not included.

does not have all One Row w/Choose Many attribute Includes any individual not having at
least one associated record for each
specified value in which the data in the
selected field is equal to the specified

value.
has none One Row w/Choose Many attribute, Includes any individual having no
Many Row associated records in which the data in
the selected field is equal to the specified
value.
has only Many Row Includes any individual having only

associated records in which the data in
the selected field is equal to the specified
value.

has other than Many Row Includes any individual having at least
one associated record in which the data
in the selected field is not equal to the
specified value.

has only empty Many Row Includes any individual having only
associated records in which no data is
contained in the selected field.

has none empty Many Row Includes any individual having only
associated records in which data is
contained in the selected field.

has at least one empty Many Row Includes any individual having at least
one associated record in which no data is
contained in the selected field.

has other than empty Many Row Includes any individual having at least
one associated record in which data is
contained in the selected field.

has all less than Many Row Includes any individual having only
associated records in which the data
in the selected field is less than the
specified value.

has all more than Many Row Includes any individual having only
associated records in which the data
in the selected field is more than the
specified value.

has none less than Many Row Includes any individual having no
associated records in which the data
in the selected field is less than the
specified value.
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Available Operator

Profile Type

What is Included

has none more than

Many Row

Includes any individual having no
associated records in which the data
in the selected field is more than the
specified value.

has any less than

Many Row

Includes any individual having at least
one record in which the data in the
selected field is less than the specified
value.

has any more than

Many Row

Includes any individual having at least
one record in which the data in the
selected field is more than the specified
value.

is one of

One Row

Includes any record in which the value of
the data in the selected field is equal to
one of the values specified in the list of
values.

includes

Dialog History, Campaign History,
Audience Membership

Includes any individual who has been
targeted by the specified dialog and

has performed the selected action (
Dialog History), any individual who

has performed the specified campaign
action (Campaign History), or any
individual who is a member of the
specified audience or segment (Audience
History).

not includes

Dialog History, Campaign History,
Audience Membership

Includes any individual who has not
been targeted by the specified dialog or
has not performed the selected action (
Dialog History), any individual who has
not performed the specified campaign
action (Campaign History), or any
individual who is not a member of the
specified audience or segment (Audience
History).

is equal to current date

One Row

Includes any record in which the data in
the selected field is equal to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

is prior current date

One Row

Includes any record in which the data in
the selected field is prior to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

is after current date

One Row

Includes any record in which the data

in the selected field is after the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.
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Profile Type

What is Included

has any equal current date

Many Row

Includes any individual who has at
least one associated record in which the
data in the selected field is equal to the
current date on the day that the query is
run. This operator is particularly useful
with dynamic audiences.

has any prior current date

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is prior to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

has any after current date

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is after the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

has all equal current date

Many Row

Includes any individual who has only
associated records in which the data in
the selected field is equal to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

has all prior current date

Many Row

Includes any individual who has only
associated records in which the data in
the selected field is prior to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

has all after current date

Many Row

Includes any individual who has only
associated records in which the data

in the selected field is after the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

has none equal current date

Many Row

Includes any individual who has no
associated records in which the data in
the selected field is equal to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

has none prior current date

Many Row

Includes any individual who has no
associated records in which the data in
the selected field is prior to the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.
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Profile Type

What is Included

has none after curr. date (has none after
current date)

Many Row

Includes any individual who has no
associated records in which the data

in the selected field is after the current
date on the day that the query is run.
This operator is particularly useful with
dynamic audiences.

is equal to current date +/- number of
days

One Row

Includes any record in which the data

in the selected field is equal to the date
prior to or after the specified number of
days from the current date. This operator
is particularly useful with dynamic
audiences.

is prior to current date +/- number of
days

One Row

Includes any record in which the data
in the selected field is a date prior to
the specified date range. This operator
is particularly useful with dynamic
audiences.

is after current date +/- number of days

One Row

Includes any record in which the data
in the selected field is a date after the
specified date range. This operator

is particularly useful with dynamic
audiences.

is equal to current day +/- number of
days

One Row

Includes any record in which the data

in the selected field is on the day of the
month prior to or after the specified
number of days from the current day.
This operator is particularly useful with
dynamic audiences.

is equal to current month +/- number of
months

One Row

Includes any record in which the data in
the selected field is in the month prior to
or after the specified number of months
from the current month. This operator

is particularly useful with dynamic
audiences.

is equal to current year +/- number of
years

One Row

Includes any record in which the data
in the selected field is in the year prior
to or after the specified number of years
from the current year. This operator

is particularly useful with dynamic
audiences.

has any equal to current date +/- number
of days

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is equal to the date
prior to or after the specified number of
days from the current date. This operator
is particularly useful with dynamic
audiences.
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What is Included

has any prior to current date +/- number
of days

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is a date prior to
the specified date range. This operator
is particularly useful with dynamic
audiences.

has any after current date +/- number of
days

Many Row

Includes any individual who has at
least one associated record in which the
data in the selected field is a date after
the specified date range. This operator
is particularly useful with dynamic
audiences.

has any equal to current day +/- number
of days

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is on the day of the
month prior to or after the specified
number of days from the current day.
This operator is particularly useful with
dynamic audiences.

has any equal to current month +/-
number of months

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is in the month
prior to or after the specified number

of months from the current month.

This operator is particularly useful with
dynamic audiences.

has any equal to current year +/- number
of years

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is in the year prior
to or after the specified number of years
from the current year. This operator

is particularly useful with dynamic
audiences.

is equal to current time +/- number of
minutes

One Row

Includes any record in which the data
in the selected field is equal to the time
prior to or after the specified number
of minutes from the current time. This
operator is particularly useful with
dynamic audiences.

is prior to current time +/- number of
minutes

One Row

Includes any record in which the data
in the selected field is a time prior to
the specified time range. This operator
is particularly useful with dynamic
audiences.

is after current time +/- number of
minutes

One Row

Includes any record in which the data
in the selected field is a time after the
specified time range. This operator

is particularly useful with dynamic
audiences.
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What is Included

is equal to current time +/- number of
hours

One Row

Includes any record in which the data
in the selected field is equal to the time
prior to or after the specified number
of hours from the current time. This
operator is particularly useful with
dynamic audiences.

is prior to current time +/- number of
hours

One Row

Includes any record in which the data
in the selected field is a time prior to
the specified time range. This operator
is particularly useful with dynamic
audiences.

is after current time +/- number of hours

One Row

Includes any record in which the data
in the selected field is a time after the
specified time range. This operator

is particularly useful with dynamic
audiences.

has any equal to current time +/- number
of minutes

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is equal to the time
prior to or after the specified number

of minutes from the current time. This
operator is particularly useful with
dynamic audiences.

has any prior to current time +/- number
of minutes

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is a time prior to
the specified time range. This operator
is particularly useful with dynamic
audiences.

has any after current time +/- number of
minutes

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is a time after the
specified time range. This operator

is particularly useful with dynamic
audiences.

has any equal to current time +/- number
of hours

Many Row

Includes any individual who has at

least one associated record in which

the data in the selected field is equal to
the time prior to or after the specified
number of hours from the current time.
This operator is particularly useful with
dynamic audiences.

has any prior to current time +/- number
of hours

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is a time prior to
the specified time range. This operator
is particularly useful with dynamic
audiences.
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has any after current time +/- number of
hours

Many Row

Includes any individual who has at least
one associated record in which the data
in the selected field is a time after the
specified time range. This operator

is particularly useful with dynamic

audiences.

See "Understanding AAF (PeopleSofit CRM 9.2: Automation and Configuration Tools)".

See PeopleSoft CRM 9.1 Application Fundamentals PeopleBook.

Create a Target Audience - Review and Save Page

122

Use the Create a Target Audience - Review and Save page (RA_LB STEP 3) to confirm contents of the

audience selection criteria.
Navigation
Click the Next Step button on the Create a Target Audience - Define Selection Criteria page.

Image: Create a Target Audience - Review and Save page

This example illustrates the fields and controls on the Create a Target Audience - Review and Save page.

Create a Target Audience

L & 2O,

Step 3: Review and Save

Selection Criteria

Select

where Individuals Feople SetlD is equal to SHARE

and Individuals.People.Do Mot Contact is not equal to Tes
and Individuals.Sales Leads.Lead Rating has at least one Hot

Edit Raoles Edit Criteria

Audience fCount Generation

'@' Sawve without generating

Tme |
pate ]

) schedule audience generation

O Start audience generation now

Feturn to Audience Details Search for Existing dudience

Save
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Selection Criteria

This region displays, in text form, the selection criteria that you defined in step 2. Click the Edit Roles
button to change the selected roles. Click the Edit Criteria button to change the selection criteria.

Audience/Count Generation

Specify at what point you will generate the audience. You can specify audience generation on this page or
on the Audience Details page.

Save without generating Select to save the Audience Builder definition for future use.

Schedule audience generation Select to generate the audience at a particular date and time.
Specify a time and date.

Start audience generation now Select to generate the audience immediately upon saving.

Create Test Audiences Page

Use the Create Test Audiences page (RA TEST AUDIENCE) to create one or more test audiences for an
audience in generated, approved, or committed status.

Navigation
Click the Create Test Audience button on the Audience Detail page.
Image: Create Test Audiences page

This example illustrates the fields and controls on the Create Test Audiences page.

Create Test Audiences
Audience Name Individual Consurner &udience Status Committed
Owner Name Burt Lee Last Update 10/14/2002 12:57PM
Type Fixed Count g9
Enter Number of Test Audiences| 2 o
Audience Mame Percent Limit

1 |Individual Consumer Au Test 1 10.00 10 |

2 |[Individual Consurmer Au Test 2 10.00 10| i}

Calculate Total | 100.00 1]

. Feturn to Audience Details Process Monitor
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You create a test audience by selecting a subset of a generated audience. Use test audiences to try different
offers on different subsets of your audience. You can create these test audiences as a percentage of the
original audience count, or users can specify the total number of records for each test audience. Test
audience selection is random. All test audiences are fixed audiences.

Note: The Create Test Audiences button is available only when an audience is in the status of generated,

approved, or committed.

Enter Number of Test Audiences

Audience Name

Percent

Limit

Segment Detail Page

124

Enter the number of test audiences into which you want to
divide your original audience. Click Go to divide the original
audience.

Accept the name created by the system, or rename the test
audience.

Indicates the percent of the original audience that each test
audience makes up. The system initially divides the original
audience into equal (or approximately equal) percentages, but
you can adjust the percentages as desired. The total does not
have to equal 100, because only the test audiences are included
in the total.

Enter a maximum count for the test audience. The limit
overrides the percentage value. For example, if your original
audience size is 210 and you create a test audience of 10 percent
with a limit value of 20, the test audience size is 20 rather than
21.

Use the Segment Detail page (RA_LIST _SEG_MAIN) to define and update segments.
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Copyright

Navigation

Click a segment name on the Audiences page to open an existing segment.

Using Audiences

Click the Create a New Segment button on the Audiences page to define a new segment.

Image: Segment Detail page (1 of 2)

This is the first of two examples illustrating the fields and controls on the Segment Detail page.

Segment Hierarchy Segment Details

View Group - *Segment Name

*Status si
Expand All | Collapse All First ' 1-1 of 1 *' Last In Design

&5 [New Segment] - (0) Count 0
Last Generated

Parent Segment
Segment Group

Owner|Stu Manc

Segment
Save | | B Add Segment | §. Add Child Segment | i1+ Add Sibling Segment | @ Search | s Refresh | ERcClone | BgSend sMs
Segment Status In Design
Owner Stu Marx Last Updated 04/17/2013 1:48PM
Segment Detail | ResultList | Activities Corespondence || Team || Costs || Notes

Last Updated 04/17/2013 1:48PM
[[lPublish Segment

Image: Segment Detail page (2 of 2)

This is the second of two examples illustrating the fields and controls on the Segment Detail page.

Segment Definition
Roles

Coentact for a Company
Consumer

Contact for a Partner

oooo

Worker
Al Person of Interest

Selection Criteria (2

And/Or Profile Field Operator
a, - ==
Switch to Advanced Mode
Segment/Count Generation
Date Last Generated Count 0
Generate Segment/Count @ None
! Date &= Time
D Now
Segment Generation Log [

Clone Segment

* Required Field

Creating and updating segments is similar to creating and updating audiences, with a few differences.

The full Segment Details page includes up to three regions depending on status. Possible regions are a
Segment Details region, a Segment Hierarchy region, a Segment/Count Generation region, and a Segment
Definition region. Fields may be available for selection (or input) or may be display-only depending on

several variables.

Segment Hierarchy

You create segment hierarchies by defining parent-child relationships between segments. A segment can
have multiple children, but only one parent. A child segment always inherits the selection criteria of its

parents, and by default inherit its parent's owner attribute.
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View Group

Segment Details

Segment Name
Status

Parent Segment

Segment Group

Publish Segment

Segment Definition
Roles

Selection Criteria

Segment/Count Generation

Chapter 7

Select a segment group from the available options to view that
group's hierarchical information.

Selecting a segment group refreshes the page and displays the
segments that are part of the selected group so that you will be
prompted to save any changes to the segment.

Enter a descriptive name for the segment.
Select the segment's current status from the available options.

If the segment is to be the child of an existing segment, select
the segment name from the lookup. If the segment is not the
child of another segment, leave this field blank.

Click the lookup button to select an existing segment group, or
click the Add New Segment Group button to define a new one.
Every segment must belong to a segment group.

Select this check box if you want to make this segment available
to the enterprise outside of PeopleSoft Marketing.

Note: A child segment can be published only if its parent
segment is published.

A person is represented in the PeopleSoft CRM Customer

Data Model as a Contact for a Company (a representative of

a company), a Consumer, a Worker, or a Person of Interest.

A person might appear as a contact multiple times, if the
individual represents more than one company or has more than
one role. You must select at least one option, but can select more
than one to include all eligible records.

Selection criteria for segments are defined similarly to those for
audiences.

See Audiences Page.

This section is identical to the Audience/Count Generation region on the Audience Details page.

See Audiences Page.

126

Copyright © 2001, 2013, Oracle and/or its affiliates. All rights reserved.



Chapter 7 Using Audiences

Define Segment Group Page

Use the Define Segment Group page (RA_SEGMENT GROUP) to define segment groups, which are
used to group segments and segment hierarchies.

Navigation

* Set Up CRM, Product Related, Marketing, Audiences, Segment Groups
*  Click the Add New Segment Group button on the Segment Detail page.
Image: Define Segment Group page

This example illustrates the fields and controls on the Define Segment Group page.

Segment Group

*Segment Group ID [MEXT

*Segment Group

*Gtatus | Active  |%

* Required Field

A segment group is a means of arranging segments and segment hierarchies into logical groupings.

Segment Group ID Enter a unique character ID for the segment; by default, the
segment is assigned the next available ID number.

Segment Group Enter a name for the segment group.

Status Select Active to make the segment group available to have

segments and hierarchies assigned to it; select /nactive to make
it unavailable.

Audience - Activities Page

Use the Audience - Activities page (RA_LIST WAVES) to view activities associated with audiences.
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Navigation
Marketing, Audiences, Activities
Image: Audience - Activities page

This example illustrates the fields and controls on the Audience - Activities page.

Audience
I | © addAudience | ® Search | Hlext| Refresh | b Clone | #i Export | 7Send SNS |
Audience Consumers - CA Status Cormmitted
Owner Jack Diamond Last Updated 03/11/2004 12:38PM
Audience Detail Eesult List Correspondence Team Costs Motes

Associated Activities

Program Activity

Partner Consurner Sales - CA Partner Consurmer Sales - CA Activity 2

nctiuitﬂPar‘tner Consumner Sales - CA Activity 1 @,

View campaign activities with which the audience or segment is associated. One audience or segment can
be associated with many activities.

Note: You associate audiences and segments with activities during marketing campaign activity creation.
This page is a view of existing data only, and you cannot attach an audience or segment to an activity
from it.

Program Displays the descriptive name of the campaign to which an
activity that is associated with the audience or segment belongs.

Click to access the Campaign Detail - Campaign Details page.

Activity (prompt) Displays an activity with which the audience or segment is
associated.

Click to access the Campaign Detail - Activity Details page.

Activity Select the campaign activity with which to associate the
audience or segment. The association is made when the
audience or segment is saved.

Plans Page

128

Use the Plans page (RA_LIST PLANS) to define plans for audiences and segments.
This page is visible only if the audience or segment has been published.

Navigation

Marketing, Audiences/Segments, Plans

Segment and audience plans contain the specific goals for a segment or audience in PeopleSoft
Marketing. You can associate a template with a segment or audience plan, or manually enter the
information.
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Note: The Plans page is visible only if the audience or segment has been published.

Audience - Costs Page

Use the Audience - Costs page (RA LIST COST) to associate costs with audiences.

Navigation

Marketing, Audiences, Costs

Image: Audience - Costs page

This example illustrates the fields and controls on the Audience - Costs page.

Audience

Audience Detail Result List

| E Add dudience | @ Search | BiMext |

Audience Consumers - CA
Owner lack Diarmond

Activities

Refresh | BMClone | g Export | % Send SMS |

Status Cornmitted
Last Updated 03/11/2004 12:38PM

Correspondence

Record Costs

*Cost Type

Yariable Unit Cost Forecast ¥alue Actual ¥alue

tExternal Audience

| wariable | [ m

add Caost Calculate

Totals

Some audiences or segments have costs that are directly associated with the audience or segment itself.
For example, lists rented from a third-party vendor are often priced by the number of names provided.

Cost Type
Variable

Unit Cost
Forecast Value

Actual Value

Audience - Notes Page

Select the cost to be associated with the audience or segment.
Displays whether the cost type is defined as variable or fixed.
Enter the cost of one unit.

Enter the expected cost of all units.

Enter the actual cost of all units.

Use the Audience - Notes page (RA_LIST NOTE) to view brief descriptions of your audience notes and

access those notes.

Navigation
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Marketing, Audiences, Notes
View summary information about all notes related to this audience. Also, create new notes.

See "Understanding Notes and Attachments (PeopleSoft CRM 9.1 Application Fundamentals
PeopleBook)".
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Audience - Result List Page

Use the Audience - Result List page (RA_LIST RECS) to view, add, or eliminate records from a
generated audience.

Navigation
Marketing, Audiences, Audience Result List
Image: Audience - Result List page

This example illustrates the fields and controls on the Audience - Result List page.

Audience
| E Add Audience | ® : Bi Prew
Audience Individual Consumer Audience Status Cornmitted
Owner Burt Lee Last Updated 10/14/2002 12:57PM

Audience Detail 'Wilﬁ. Activities Correspondence Team Costs Motes

Generated
Manually Added
Deleted

. Refresh Results |

ize First 4] 1-9 of 9 n Last
Emil Phone Address Perzonal Mi=c Pret Company System D=

Last MName First Name Middle Name Suffizx Status

Hudson Michelle Generated
Kennedy Stone Generated
Eyre Jane Generated
Deifinter Janice Generated
Dewinter James Generated
Bennett Janie Generated
Vincent Jan Generated
Myers Jana Generated
Pennington Jay Generated

: add Member Find Member:

Note: The Audience - Result List page is not available until after the audience has been generated. Until
the audience is generated, no records appear.

The Audience - Result List page enables you to add selected records to and remove them from a
generated fixed audience. You can customize the information that appears on the tabs on the Audience

- Result List page. Use this information to determine what records you want to add or remove from the
audience.

You can add, delete, and restore rows only for fixed audiences, not dynamic audiences or segments.
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Select the check boxes to specify which types of audience members you want to display, then click the
Refresh Results button to apply your changes. The Auto Added and Deleted values are visible for all
audience types; the Manually Added value is visible only for fixed audiences.

Results

Select

Delete

Restore

Status

Add Member

Find Member

Select the check box beside individual records to identify those
that you do not want to include in the audience, or click Select
All to select all records. Selected records are not run against any
campaign activities using the audience.

Note: Removing a record from the audience does not delete

it from the Audience table. The record is noted on the table as
being removed, and does not appear on this page the next time
that the page is accessed.

Click to remove selected records. The system removes the
records when the page is saved. Manually added audience
members that have been deleted must be manually re-added to
the audience to restore them.

Click the Restore Selected Rows button to restore previously
deleted records. This button appears only when the audience
contains previously deleted members.

Displays whether the audience member was auto added,
manually added, or deleted.

Click to go to a search page where you can search for and add
one or more members to the audience. The button is visible
only for noncommited fixed audiences. If the selected member
does not exist, you can choose to add them; if the member is a
duplicate, a message displays to let you know this.

Click to search for members to add to the audience. If the
member you select already exists in the audience, an error
message appears informing you of this fact. You can search on
Last Name, First Name, and Name.

Note: Audience members are presumed to be duplicates if they
have the same BO ID and role.

Checking for Duplicate Audience Members

When manually adding audience members, it is necessary to prevent duplicate members from being
added to the audience. In the case of duplicate members, the member who is added to the audience (the
"surviving member") depends on various factors. The following table illustrates some common scenarios

and their expected outcomes:
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Scenario

Outcome

Audience A has an auto-added member, John Smith. John

Smith is an active member.

From the Add Member page, a user selects John Smith and
attempts to manually add him to Audience A.

John Smith cannot be added as a duplicate member, because
he already exists as an active member in the audience.

Audience A has an auto-added member, John Smith. John is
not an active member.

From the Add Member page, a user selects John Smith and
attempts to manually add him to Audience A.

John Smith cannot be added as a duplicate member, because
he already exists as a member. You can restore the inactive

John Smith to active status.

Audience A has a manually added member, John Smith.
John is an active member. Currently, there are no auto-added
members.

A user modifies Audience A to add a selection criterion of
"First Name starts with J," then generates Audience A.

The audience generation program checks for duplicate
members, and finds John Smith. The surviving member in
Audience A is the manually added John Smith, not the auto-
added one.

Audience A has an auto added member, John Smith. John is an

active member.

Audience B has a manually added member, John Smith. John

is an active member.

A user merges Audience A with Audience B. The newly

merged audience is Audience C.

The user generates Audience C.

The audience generation program checks for duplicate
members, and finds John Smith. The surviving member in
Audience C is the manually added John Smith from Audience
B.

Audience A has an auto-added member, John Smith. John is
not an active member.

Audience B has a manually added member, John Smith. John
is an active member.

A user merges Audience A with Audience B. The newly
merged audience is Audience C.

The user generates Audience C.

The audience generation program checks for duplicate
members, and finds John Smith. The surviving member in
Audience C is the manually added John Smith from Audience
B.

Audience A has an auto-added member, John Smith. John is an
active member.

Audience B has a manually added member, John Smith. John
is an active member.

A user links Audience A with Audience B by using the
audience membership selection criteria. The newly merged
audience is Audience C.

The user generates Audience C.

The audience generation program checks for duplicate
members, and finds John Smith. The surviving member in
Audience C is the manually added John Smith from Audience
B.
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Scenario Outcome

Audience A has an auto-added member, John Smith. John is The audience generation program checks for duplicate
not an active member. members, and finds John Smith. The surviving member in

Audience C is the manually added John Smith from Audience
Audience B has a manually added member, John Smith. John | g

is an active member.

A user links Audience A with Audience B by using the
audience membership selection criteria. The newly merged
audience is Audience C.

The user generates Audience C.

Customizing Your Audience Records Page

Access the Audience Records - Personalize Columns and Sort Order page.

Click the Customize link to access the Personalize Column and Sort Order page when you can specify
the information that you want to appear on the Audience Records page. Customize the Audience Records
page by selecting what tabs and columns you want to appear. To reorder the column display, select the
check box beside the column that you want to move, and then click the Move Up or Move Down button.

Audiences - Correspondence Page

Use the Audiences - Correspondence page (RA_LIST CM) or the Segment - Correspondence page to
view summary information about audience correspondence and initiate new correspondence.

Navigation
Marketing, Audiences, Correspondence

The Audiences - Correspondence page provides a summary view of all correspondence associated
with an audience and enables you to create a new email or print correspondence using PeopleSoft
CRM Correspondence Management functionality. Complete information about using Correspondence
Management is available in the PeopleSoft Application Fundamentals documentation.

Use audiences Correspondence Management when you want to communicate with an entire audience
rather than just a few. The correspondence is sent to all audience members with a valid address depending
on the correspondence channel chosen.

Warning! Select your correspondence channel on the Audiences - Correspondence page and do not
change it within the Correspondence Management component. The system automatically checks for

valid email or mailing addresses depending on the correspondence channel chosen on the Audiences -
Correspondence page. If the selection is changed within the Correspondence Management component, the
address validation is not rechecked and may result in errors.

Note: The number of contacts using audience correspondence is limited by your audience maximum rows
setting.

See "Understanding Correspondence and Notification Settings (PeopleSoft CRM 9.2: Automation and
Configuration Tools)".
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See Defining Audience Information.
See PeopleSoft CRM 9.1 Application Fundamentals PeopleBook.

Audience - Team Page

134

Use the Audience - Team page (RA_LIST TEAM) to associate team members with an audience.

You can associate individual workers or entire roles as team members—in the case of roles, each
individual worker who has that role is considered a team member. Team membership can be used to
control or limit who can access this audience or segment.

Navigation
Marketing, Manage Audiences, Team
Image: Audience - Team page

This example illustrates the fields and controls on the Audience - Team page.

Audience
m | E Add Audience | ® Search | BiNext | Refresh | MK Clone | &% (Send SMS |
Audience Fall Event : Invitees Status In Design
Owner MNori Sakai Last Updated 08/05/2008 2:13AM

[ Audience Detail | Result List Activities Correspondence Costs Motes

o m b |
Team Members Custemize | Find | El | = First 1-20f 2 Last

|Bur‘t Lee Qg ﬁi

Mari Sakai ﬁ

| Add Team Member |

b m |
Team Roles Customize | Find | E ] #¥  First 1ofil Lact

*Role Name Description

| @ i}

| Add Team Ruole |

Marketing Center Information Customize | Find | Wiew 21l | 7] | g First Kl lofl ] Last
*Marketing Center Description Institution Center Type

| Add Marketing Center

Team Members

Owner Select this check box to designate the indicated person as the
team owner.

Name Enter a name in the field or use the lookup to select one.

Add Team Member Click to add another row to the list.
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Team Roles
Role Name Enter a role name or use the lookup to select one.
Add Team Role Click to add another row to the list.

Marketing Center Information

The Team page of the Audience Builder component includes a Marketing Center grid, allowing you to
specify which team members have access to a prospect for the purpose of building audiences.

Marketing Center Search is only used when the CS_CONSTITUENT profile is selected as a selection
criterion. The Marketing Center or its children selected must match the Marketing Center or its children
that have been selected in the constituent’s Academic Record.

You can add or delete Marketing Centers from the Team tab; it will show the Marketing Center,
Marketing Center Description, Institution Description, and Center Type.

If Marketing Centers are added to the grid in addition to the team members and team roles, then users are
authorized to access the audience if any of the following are true:

e The user is added as a team member.
* The user is part of the team role.

» The user is authorized to at least one of the specified Marketing Centers.

Note: In order to secure an audience, you must select the Secured Audience check box on the Audience
Detail page.

See "Understanding Marketing Center Security (PeopleSoft CRM for Higher Education 9.2)".

Using Delivered Active Analytics Framework Terms with Audiences

The Active Analytics Framework (AAF) Data Library is a shared catalog of data items available through
the database. Each distinct data item is called a term. You can use Audience Builder to build selection
criteria using AAF Terms that are delivered with PeopleSoft Marketing. This section discusses the terms
that are delivered.

Marketing Interaction Data

The following AAF terms are available in the Marketing Contact History folder. All are of data type
Number and Implementation Type SQL Object.

Note: Time periods will span from the start of the current time period to the current day.
You can use marketing interaction contact frequency information to define audience search criteria in
Audience Builder.

*  Marketing Contacts this Month.
*  Marketing Contacts this Month via Email.

*  Marketing Contacts this Month via Mail.
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* Marketing Contacts this Month via Phone.

* Marketing Contacts this Quarter.

*  Marketing Contacts this Quarter via Email.

e Marketing Contacts this Quarter via Mail.

*  Marketing Contacts this Quarter via Phone.

* Marketing Contacts this Year.

*  Marketing Contacts this Year via Email.

* Marketing Contacts this Year via Mail.

*  Marketing Contacts this Year via Phone.

Image: Contact History folder

This example illustrates the fields and controls on the Contact History folder.

[= Marketing
[= Contact History

Marketing

Contacts (non-2LMY this Month

Marketing

Contacts this Month via Correspondence Ermail

Marketing

Contacts this Month via Mail

Marleting

Contacts this Month wia Phone

Marketing

Contacts (nan-2LMY this Quarker

Marketing

Caontacts this Quarter via Correspondence Erail

Marketing

Contacts this Quarter via Mail

Marketing

Contacts this Quarter via Phone

Marketing

Contacts (non-0LMY this vear

Marketing

Contacts this Vear via Correspondence Ernail

Marketing

Contacts this Tear via Mail

Marketing

Contacts this vear via Phone

Phone contacts are calculated from call result data.

Chapter 7

Email and direct mail contacts are calculated from correspondence request interactions that were initiated
from a campaign or audience.
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Order History Data

You can define selection criteria using order history data.
Image: Order History folder

This example illustrates the fields and controls on the Order History folder.

[= order History
B pumber of Orders

Murnber of Orders this Month

MNurnber of Orders this Quarter

Mumber of Crders this Tear

Nurnber of Open Orders

Total Srder Amount

Total Order Ammount this Manth

Total Order Armount this Quarter

Total Order Ammount this vear

Average NMumber of Products per Order

The following Order History AAF terms are available under the Audience Builder Order History folder:

Note: Time periods span from the start of the current time period to the current day.

*  Number of Orders this Month.*

e Number of Orders this Quarter.*

*  Number of Orders this Year.*

¢ Number of Orders.*

*  Number of Open Orders.**

* Total Order Amount this Month.*

e Total Order Amount this Quarter.*

* Total Order Amount this Year.*

» Total Order Amount.*

* Average Number of Products Per Order.*

*Orders with status of Submitted, In Fulfillment, Fulfillment Hold, and Complete are included in these
calculations.

**QOrders with status New and Hold are included in these calculations.
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Using History and Audience Membership Data with Audiences
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Case History Data

You can define selection criteria using case history data. Only the Contact for a Company role is
supported for use in conjunction with Case History criteria.

Image: Case History folder

This example illustrates the fields and controls on the Case History folder.

[= Case History
B mumber of cases closed within this mmonth

Mumber of cases closed within this quarter
Murber of cases closed within this yvear
Murnber of cases opened within this month
Murnber of cases opened within this quarter
Murmber of cases opened within this vear

Products with 5 or more cases opened this month

Products with 15 or more cases opened this guarker

Products with &0 or more cases opened this year

Products with less than 5§ cases opened this month

Products with less than 15 cases opened this quarter

Products with less than 60 cases opened this year

Chapter 7

The following Case History AAF terms are available under the Audience Builder Case History folder:

Number of cases opened within this month.
Number of cases opened within this quarter.
Number of cases opened within this year.

Number of cases closed within this month.
Number of cases closed within this quarter.
Number of cases closed within this year.

Products with 5 or more cases opened this month.
Products with 15 or more cases opened this month.
Products with 60 or more cases opened this month.

Products with fewer than 5 cases opened this month.

Products with fewer than 15 cases opened this month.

Products with fewer than 60 cases opened this month.

The Dialog History, Campaign History, and Audience Membership items enable you to view audience

and segment membership data along with information about campaign and dialog activity.
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Audience and Segment Membership

You evaluate whether an individual is an audience or segment member using the Audience Membership
folder in the Audience Builder's Select a Profile Field page:

Image: Audience Membership folder

This example illustrates the fields and controls on the Audience Membership folder.

Select a Profile Field

Expand All | Sollapse A First L4 1-7 of 7 0 Last
Individuals

| Search | Clear |

Organizations

Dialog History

Campaign History

[= audience Membership
B Audience

B Zegment

Using multiple Audience Membership criteria with AND and OR enables you to create audiences and
segments made up of the union, intersection, or subtraction of multiple audiences and segments.

See Audiences Page.

Marketing Execution and Response Data

You can define selection criteria using Marketing Execution and Response information. This information
is derived from the Marketing contact data captured by Correspondence Management, Sales, and Order
Capture.

This information is available in the Audience Builder under the Campaign History folder:
Image: Campaign History folder

This example illustrates the fields and controls on the Campaign History folder.

Select a Profile Field

Expand all | Collapse & Firse Kl 1308 I3 (oot
Individuals

| Search | Clear

Qrganizations

Dialog Histary

[= cCampaign History
B Campaign Activity Executed
8 | ead Accepted
8 Grder Placed

Audience Membership
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Data Item

Description

Campaign Activity Executed

Choose from a list of completed campaign activities.
The query returns all individuals who were targeted (or
not targeted) by the identified campaign activity through

correspondence management email or direct mail.

Lead Accepted Choose from a list of completed campaign activities. The
query returns all individuals whose sales lead created by that
campaign activity was accepted (or not accepted).

Order Placed Choose from a list of completed campaign activities. The

query returns all individuals who have (or have not) placed an
order and referenced the campaign activity's promotion code.

Dialog Execution and Response Data

You can define selection criteria using Dialog Execution and Response information. The information
includes data on email sent and web pages seen, completed, and clicked.

This information is available in the Audience Builder under the Dialog History folder:

Image: Dialog History folder

This example illustrates the fields and controls on the Dialog History folder.

Select a Profile Field

Drganizations
[= Dialog History
B Frhail Sent

B yWeh Page Seen
B yeh Page Completed

= yyweh Link Clicked

Search | Clear

First n 1-9 of 9 u Last

Campaign History
Audience Mermbership
Data Item Description
Email Sent The query returns all individuals to whom the dialog bulk or

single email was sent.

Web Page Seen

The query returns all individuals who viewed the specified
dialog web page.

Web Page Completed

The query returns all individuals who submitted the specified
dialog web page.

140
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Data Item

Description

Web Link Clicked

The query returns all individuals who clicked the specified
dialog web link.

Using the Sales Leads Profile with Audiences

The following Sales Lead profile fields, which are part of the Individuals.Sales.Leads and
Organizations.Sales.Leads profiles, are available in Audience Builder for defining selection criteria:

Image: Sales Leads profile fields

This example illustrates the fields and controls on the Sales Leads profile fields.

Select a Profile Field

E -.an-:l All I Collapse A
B9 1ndividuals

[= organizations

Companies

Dun & Bradstreet

[= =ales Leads

B | ead ID

Description
Lead Rating
Lead Status
Lead Priority
Business Unit
Territory Tree
Territory
Region
Sales Rep Mame
Lead Source ID

Marketing Channel

Carpaiqn Mame
Activity Mame
Promotion Code
Dialog Marme
Revenue
Currency Code
B Nate Created

Case History

Marketing

Qrder History
Dialog History
Campaign History
Audience Mermbership

Search | Clear

Sales Leads Profile Field

Use Type

Lead ID

Text
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Sales Leads Profile Field Use Type
Description Text

Lead Rating Choose One
Lead Status Choose One
Lead Priority Choose One
Business Unit Prompt
Territory Tree Prompt
Territory Prompt
Region Prompt
Sales Rep Name Text

Lead Source ID Prompt
Marketing Channel Choose One
Campaign Name Text
Activity Name Text
Promotion Code Prompt
Dialog Name Text
Revenue Number
Currency Code Prompt
Date Created Date

Using the Event Participants Profile with Audiences

The following Event Participants profile fields, which are part of the Individuals profiles, are available in

Audience Builder for defining selection criteria:

Image: Event Participants profile fields

This example illustrates the fields and controls on the Event Participants profile fields.

[= Event Participants
® Fyent ID
B Invyited
B attended
B Future Notification
B pegistration Status

142
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Data Item Description Field Type

Event ID The ID of the event in the Event Map Field Choice to Prompt
Management tables.

Invited All participants from the Event Yes/No
Management tables that have been
marked as Invited.

Attended All participants from the Event Yes/No
Management tables that have been
marked as Attended.

Future Notification All participants in the Event Yes/No
Management tables that have been
marked as Future Notification (that
is, those who are interested in being
contacted for future events).

Registration Status One of three options: Registered, Choose One
Declined, or Waitlisted.

These profile names are available for the Consumer, Contact for Consumer, and Worker roles.

Defining Active Analytics Framework Terms for Audiences

If the Active Analytics Framework terms delivered with PeopleSoft Marketing don't meet your needs, you
can define your own. This section describes the rules and guidelines for building terms for use in selecting
audiences and segments.

See "Understanding AAF (PeopleSoft CRM 9.2: Automation and Configuration Tools)".

AAF Resolution Methods

A resolution method is the way in which AAF resolves a term's value. Because audience generation is
a set-based SQL process, Audience Builder can have access to only those terms that were implemented
by certain resolution methods that support set-based selection. Audience Builder supports the following
resolution methods:

* Audience Select SQL Object.

¢ Audience Select Record.Field.

AAF Implementation Limitations

The AAF Data Library enables multiple implementations to be defined for a term, and the context in
which a term is resolved determines which implementation is used to resolve its value. Due to the nature
of the audience selection process, the following limitations apply to implementations:

*  Only contextual implementations that have been defined for and which are associated with the
Audience Builder component context are allowed.

*  Only implementations that have binds BO ID PERSON or BO ID CUSTOMER are supported.

One or the other of these two binds is required.
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*  Only implementations with the following return data types are supported:
*  String
»  String Array
*  Number

*  Number Array

* Date
* Date Array
*  Time
* Time Array

* SQL Object implementations must return a single column only.
*  Meta-SQL is not supported in audience queries.

Meta-SQL that cannot be resolved by Audience Builder itself cannot be used within SQL Objects'
SQL text or Record.Field's Where clauses. Audience Builder can resolve only the following Meta-
SQL terms:

*  %Dateln

e %Timeln

*  %DateTimeln

*  %CurrentDateln

o %CurrentTimeln

o %CurrentDateTimeln

*  %Upper

AAF Term Requirements

The following requirements must be met of any AAF term that is available to the Audience Builder:
* The return data type must be a scalar type of string, number, date, time, or datetime.

*  The Number of Values attribute can be either one or many.

¢ The term must have an Audience Builder contextual implementation defined.

The implementation must meet the requirements noted previously for supported implementations and
resolution methods.
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The operators supported for AAF terms are a subset of those supported for profile fields. The following
table shows the supported operators by term data type:

Term Data Type

Implementation Returns One/Many

Supported Operators

String

One

is empty, is not empty, is equal to, is not
equal to, is less than, is no more than,

is more than, is at least, contains**, not
contains**, starts with*, not starts with*,
ends with*, not ends with*, is one of*

*Supported only for terms implemented
with the Audience Select Record.Field
resolution method (not the Audience
Select SQL Object resolution method).

**Supported only for terms implemented
with the Audience Select Record.Field
resolution method and only in advanced

mode.

String

Many

has at least one, has none, has only, has
other than, has only empty, has none
empty, has at least one empty, has other
than empty, has all less than, has all more
than, has none less than, has none more
than, has any less than, has any more
than

Number

One

is empty, is not empty, is equal to, is not
equal to, is less than, is no more than, is

more than, is at least, is one of

Number

Many

has at least one, has none, has only, has
other than, has only empty, has none
empty, has at least one empty, has other
than empty, has all less than, has all more
than, has none less than, has none more
than, has any less than, has any more
than

Date

One

is empty, is not empty, is equal to, is not
equal to, is less than, is no more than, is
more than, is at least, is one of, is equal
to current date, is after current date, is
prior current date
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Term Data Type Implementation Returns One/Many | Supported Operators

Date Many has at least one, has none, has only, has
other than, has only empty, has none
empty, has at least one empty, has other
than empty, has all less than, has all more
than, has none less than, has none more
than, has any less than, has any more
than, has any equal current date, has any
prior current date, has any after current
date, has all equal current date, has all
prior current date, has all after current
date, has none equal current date, has
none prior current date, has none after

current date

Time One is empty, is not empty, is equal to, is not
equal to, is less than, is no more than, is
more than, is at least, is one of

Time Many has at least one, has none, has only, has
other than, has only empty, has none
empty, has at least one empty, has other
than empty, has all less than, has all more
than, has none less than, has none more
than, has any less than, has any more
than

WITH Clauses

With clauses are supported between multiple terms if each term meets the following criteria:
* Uses the Audience Select Record.Field implementation.

* References the same record name in the implementation.

* Has identical binds and where clauses defined in the implementation.

e Returns multiple values.

With clauses function in the same way as they do for Many-Row profile fields; with clauses are available
only in advanced mode.

Criteria Value Prompting

Audience Builder supports prompting for criteria values when the term has a prompt defined. The
following prompt types are supported:

*  Prompt (prompt table)
e Translate (XLAT)

Multi-select prompting is not supported.
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Exporting Audiences for Use Outside the PeopleSoft CRM
Application Suite

This section provides an overview of audience export and discusses how to export an audience.

Page Used to Export Audiences

Page Name Definition Name Navigation Usage
Export Audience RA_EXPORT _AUDIENCE | Click the Exportbutton on the | Create a version of an
Audience page toolbar. audience in a common file

format that you can export
for use outside the PeopleSoft
CRM application suite.

Understanding Audience Export

Frequently, marketers must use services that require a generated audience to be transferred outside the
PeopleSoft CRM application suite. For example, you might want to use a service that appends consumer
behavior information to your audience. PeopleSoft Marketing enables you to export a generated audience
using a common file format.

Note: You can export only /nternal audiences and audiences with a status of Approved, Archived,
Committed, or Generated.

Export Audience Page

Use the Export Audience page (RA_ EXPORT AUDIENCE) to create a version of an audience in a
common file format that you can export for use outside the PeopleSoft CRM application suite.
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Navigation
Click the Exportbutton on the Audience page toolbar.
Image: Export Audience page

This example illustrates the fields and controls on the Export Audience page.

Export Audience
Audience Name Cormpany Contact, 4" Status Generated
Owner Name Burt Lee Last Update 03/16/2006 9:294M
Type Fixed Count 23
ExportFile [ choose Columns to Export
*Description |Company Contact, "A" [= Individuals
*File NamelEKPLSTD3DDDD4.CSU | Search | Clear |
Stat " Cs-appl Academic
atus Pending Cs-aAppl Acaderic Histary
g - CS-Appl Biographic
Hpo B -
l::nll::Jmns Custamize | B Ky gare O oo CE-Appl Ernployrment
ord Profila Field CE-Appl Honors Awards Extra Curr
er [Froffe e CE-Appl Parents Emerg Contact
Ol Individuals.People.First Mame I} CE-Person
Oz Individuals.People Last Mame EI BUPD ICE
- . . People
O |3 Individuals.People. Social Security Mumber El ProfICE
O 4 Individuals . People Address1 El Test Profl
> test
5 Individuals .People. Address2 ==
) E El [= organizations
(@R Individuals.People. City i} A= Companies
Q|7 Individuals.People State i} Dun & Bradstreet
(@R Individuals.People.ZIF Code i}
1 Return to Audience Details Process Maonitor
Save
Description Enter a description of the audience.
File Name Displays a file name for the export file. The system

automatically creates this name; you can change it if desired.

Selecting Profile Fields to Export

In the Choose Columns to Export region, select columns by expanding the profile tree to the profile field
(column) level. You can export columns from multiple profiles. Click the column name to add it to the
Export Columns area.

Arranging the Export Columns Order

Columns selected from the Choose Columns to Export area appear in the Export Columns area in the
order selected. To change the order, select the option next to the profile field and use the up or down
arrow to change the location.

Note: Changing the Export Columns order after you have created an export audience does not change the
order in the created file. To change the order, you must rerun the process.
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Using Audiences

When you are finished choosing and arranging columns for export, click the Save button to save the
export definition and schedule the export file batch process. Click the Refresh Page button to check for

updates to the process status.

Related Links

PeopleSoft CRM 9.1 Application Fundamentals PeopleBook

Sending SMS Messages to Audiences

You can specify outbound SMS messages to be sent to audiences.

Pages Used to Send SMS Messages to Audiences

Page Name Definition Name Navigation Usage
Audiences RA_LIST SUMMARY Marketing, Manage Create and update audiences.
Audiences
SMS Request RB_SMS REQUEST Click the Send SMS button in | Specify details about SMS
the Audiences page Toolbar. | messages to be sent to
audiences.

Audience Page

Use the Audiences page (RA_LIST SUMMARY) to create and update audiences.

Navigation

Marketing, Manage Audiences

To send an SMS message, click the Send SMS button on the Audience page toolbar (Marketing, Manage

Audiences).

Image: Audience page toolbar

This example illustrates the fields and controls on the Audience page toolbar.

Audience
Save B L

Audience Fall 2010 Event : Invitees
Owner Melissa Green

Bl

t.-"

] i &

Status Committed

Last Updated 09/16/2009 3:45PM

SMS Request Page

Use the SMS Request page (RB_ SMS REQUEST) to specify details about SM'S messages to be sent to

audiences.
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Navigation
Click the Send SMS button in the Audiences page Toolbar.
Image: SMS Request page

This example illustrates the fields and controls on the SMS Request page.

Chapter 7

SMS Request HistorylSeIec‘t One..
Source Marketing Status hMew
Request Detail
*Description|create SMS request from audience, @
Template Name| | 2, send in Language | English 4
[Mote: The template and Language will be ignored ifthe message textis modified.)
Message @@

Processing OForeground

® Background Background Schedule
® send Immediately

O send on Date Eﬂ Time

Mote: Delivery of text messages cannot be quaranteed, They are for informational purposes only, Standard test messaging
rates will apply and other charges may alse apply to recipient's mobile account,

Audience List

Audiences ; e e E | First K1 10F1 I [ oot
SetlD Audience ID Audience Name Audience Type
PEUNY LSTO00000300052 Fall 2010 Event : Invitees Fixed Audience

Audit History

Created 09/17/2009 2:49PM PDT By DCG Don Gillespie

Modified 03/17/2009 2:49PM PDT By DCG Don Gillespie

Using this page, you can select an SMS message template and click the Submit button to send the SMS

message.

Template Name Select a template from the available list.

Send in Language Specify the language in which you want the message to be
sent. In order to send a message in a selected language, the
message must have been defined in that language during the
setup process.

Processing Select Foreground or Background. The default is Background.

Background Schedule If you specified Background in the Processing field, you
can specify whether you want the SMS message to be sent
immediately or at a later date and time.

Audience List The audience from which you arrived at this page is displayed

in this grid. Note that audiences must be in the Approved or
Committed state in order to send SMS messages to them. If the
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audience is in another state, an error message displays when you
attempt to send the message.

History You can return to the audience from which you reached this
page by selecting its name from the History list.

See "Setting Up SMS (PeopleSoft CRM for Online Marketing 9.2)".
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Using PeopleSoft Marketing Workflow

Configuring the Delivered Workflow for Campaigns and Campaign
Tasks

The following table shows the delivered workflow for campaigns:

Campaign Trigger Point Action Name Role Name Correspondence | Mode
Policy Name Name Package
Campaign Status After a Campaign | Worklist to Marketing
changed to is Saved Campaign Manager | Campaign
Stopped. RoleUser
TimeOut Email to | Marketing Campaign Status Async after 5
Campaign Manager | Campaign Changed minute delay
RoleUser
Email to Campaign | Marketing Campaign Status
Manager Campaign Changed
RoleUser
Campaign Status After a Campaign | Worklist to Marketing Campaign Status
changed to is Saved Campaign Manager | Campaign Changed
Approved. RoleUser
Timeout Email Marketing
to Marketing Campaign
Manager RoleUser
Campaign Status After a Campaign | Worklist to Marketing Campaign Status
Changed to is Saved Campaign Manager | Campaign Changed
InReview RoleUser
TimeOuts to Marketing Campaign Status Async after 1
Campaign Manager | Campaign Changed minute delay
RoleUser
Worklist to Marketing Campaign Status
Marketing Campaign Changed
Manager RoleUser
Campaign Status After a Campaign | Worklist to Marketing Campaign Status
changed to is Saved Campaign Manager | Campaign Changed
Declined. RoleUser

The following table shows the delivered workflow for campaign tasks:
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Campaign Task | Trigger Point Action Name Role Name Correspondence | Mode
Policy Name Name Package
Campaign Task After a Campaign | Email to Campaign | Marketing Campaign Task
Status is changed | is Saved Task Owner Campaign Task Status Changed
to Rejected. Owner
Email to Campaign | Marketing Campaign Task
Manager Campaign Status Changed
RoleUser
Campaign Task After a Campaign | Email to Task Marketing Campaign Task
Status is changed | is Saved Assignee Campaign Task Status Changed
to Assigned. Assignee
Campaign Task After a Campaign | Email to Campaign | Marketing Campaign Task
Status is changed | is Saved Manager Campaign Status Changed
to Completed. RoleUser
Campaign Task After a Campaign | Worklist to Marketing
Status is changed | is Saved Campaign Task Campaign Task
to Over Due. Assignee Assignee
TimeOut Email to | Marketing Campaign Task
Campaign Manager | Campaign Status Changed
RoleUser
Marketing Auto After a Campaign
List Load is Saved

The following table shows the delivered workflow for content:

Configuring Delivered Workflow for Content and Content Tasks

Owner

Changed

Content Policy | Trigger Point Action Name Role Name Correspondence | Mode
Name Name Package
Content Status After a Contentis | Content Worklist Marketing Content
changed to Saved Owner
Completed.
Content Status After a Content is | Content Email Marketing Content | Content Status
changed to Saved Owner Changed
Planning.
Content Status After a Contentis | Content Worklist Marketing Content
changed to Re- Saved Owner
Work.

Content Email Marketing Content | Content Status

Owner Changed
Content Time Out | Marketing Content | Content Status Async after 5

minute delay
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Using PeopleSoft Marketing Workflow
Content Policy | Trigger Point Action Name Role Name Correspondence | Mode
Name Name Package
Content Status After a Contentis | Content Worklist | Marketing Content
changed to Saved Owner
InReview.
The following table shows the delivered workflow for content tasks:

Content Task Trigger Point Action Name Role Name Correspondence | Mode
Policy Name Name Package
Content task After a Content is | Content Task Marketing Content
status changed to Saved Worklist Task Assignee
Assigned.

Content Task Email | Marketing Content | Content Task

Task Assignee Status Change
Content Task Email | Marketing Content | Content Task Async after 5

Task Assignee

Status Change

minute delay

Content task

After a Content is

Content Task

Marketing Content

status changed to Saved Worklist Task Owner

Completed.

Content task status | After a Content is | Content Task Marketing Content | Content Task Async after 1200
changed to Over Saved TimeOut Task Assignee Status Change minute delay
Due.

Content task After a Content is | Content Task Marketing Content

status changed to Saved Worklist Task Owner

Rejected.

Configuring Delivered Workflow for Offers

The following table shows the delivered workflow for offers:

Offer Policy Trigger Point Action Name Role Name Correspondence | Mode

Name Name Package

Offer status After an Offer is Offer Email to Marketing Offer Offer Status Sync

is changed to Saved Owner Owner Changed

Planning.

Offer status After an Offer is Offer Email to Marketing Offer Offer Status Sync

is changed to Saved Owner Owner Changed

InReview.
Offer Email to Marketing Offer Offer Status Async after 5
Owner Owner Changed minute delay
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Offer Policy Trigger Point Action Name Role Name Correspondence | Mode
Name Name Package

Offer status After an Offer is Offer Worklist Marketing Offer NA Sync
is changed to Saved Owner

Completed

Offer status After an Offer is Offer Worklist Marketing Offer NA Sync
is changed to Saved Owner

Declined.
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Creating Campaigns and Activities

Understanding Campaigns and Activities

Suppose that you're about to sell a new line of commercial grade kitchen appliances. You create a
marketing campaign with the primary objective of launching your new product. You define campaign
attributes, including a budget, dates when the campaign starts and ends, and a campaign owner. You
define several campaign activities, incorporating trade publication advertisements, direct mail, email
blasts, and so on. You define concrete campaign fasks, such as contracting ad space and creating
campaign collateral, including market research summaries and print advertising. You assign a campaign
team to design and carry out the campaign; the team consists of a campaign manager, a marketing analyst,
a graphic designer, a focus group coordinator, a writer, and several others. You set up a promotional offer
of free accessories with the purchase of a new freezer during the six weeks of the campaign. You create
several audiences of potential customers whom the campaign will target, including prior customers,
readers of restaurant trade publications, and even some designers of high-end residential kitchens.

You set up metrics to measure the campaign's effectiveness. The vice president of marketing approves
the campaign, the campaign team carries it out, and you sell more new product than you ever thought
possible.

This section discusses:
» Campaign structure.
* Roll ups.
» Campaign characteristics.
*  Activity characteristics.
Associate audiences, offers, collateral, and scripts with activities.
* Campaign triggers.
» Tasks associated with campaigns.
» Campaign and activity status.

» Campaign objects associated with activities.

Campaign Structure

PeopleSoft Marketing functionality is based on the concept of campaigns and activities. A marketing
campaign is an initiative by a campaign team to achieve a specific marketing objective such as launching
a new product, raising awareness of existing products, or cultivating customer loyalty. An activity
represents action taken as part of a marketing campaign.
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All standard campaigns must include at least one activity, but can include many. Multiple activities in a
single campaign usually share a common marketing theme, and focus on the same product or product line.
You can perform multiple activities sequentially (different activities at different times) or simultaneously
(all activities at once).

Marketing Programs

The term marketing program refers collectively to the types of marketing campaigns that you can define.
The four types of marketing programs are:

e Campaigns.

* Roll ups.
* Dialogs.
* Events.

Campaigns and roll ups are discussed in this documentation. Dialogs are discussed in the Online
Marketing documentation. Events are discussed in the CRM for Higher Education documentation.

See PeopleSoft CRM for Online Marketing 9.2.

See PeopleSoft CRM for Higher Education 9.2.

Roll Ups

A roll up is a marketing program created to serve as a parent campaign to one or more child campaigns

or dialogs. A roll up enables you to create a master campaign with elements shared by several
subcampaigns, and with reporting capabilities at the roll up level. For example, suppose that you're
promoting a line of sportswear (SportTogs by PeopleGear) that is divided into three segments—children's,
women's, and men's. You can create a large campaign with elements shared by all three of the smaller
campaigns (such as campaign objective, campaign team members, start and end dates, and collateral), and
make that large campaign your roll up campaign. Then you can define three discrete campaigns for your
three market segments—children, women, and men.

Note: You designate marketing programs as roll ups so that you can establish campaign hierarchies.
Marketing programs function the same, whether they are roll ups or standard campaigns. A roll up
occupies the highest level of the PeopleSoft Marketing hierarchy and contains one or more standard
campaigns or dialogs. The Marketing Program page for a roll up lists its child campaigns and dialogs, if
any exist.

Campaign Characteristics

158

Every campaign has the following characteristics:

Campaign objective An effective campaign combines various marketing activities
in a concerted effort to achieve one central goal, or campaign
objective.

Campaign team A campaign team represents people who are responsible for or

interested in the results of the campaign. A campaign team can
include not only workers (employees), but also other companies
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and sites. Including someone in the campaign team enables
workflow functionality. You assign the campaign team on the
Plan Campaign Program or Plan Rollup Program page.

Campaign owner The campaign owner is an employee who is responsible for the
campaign. A campaign owner:

* Takes responsibility for the successful design and
implementation of a campaign.

* Is functionally the same as any other employee.

» Serves as campaign manager.

Activity Characteristics

Every activity has the following characteristics:

Budget The money that is allocated for the activity.

Activity Type The tactic that you use to influence the target audience.
Marketing Channel The medium that you use to deliver the message.

Channel Detail A specific media outlet that you use to deliver the message.

Define activity characteristics on the Campaigns - Activity Detail page.

Activity Budgets and Costs

You can enter any amount of money as an activity budget. When you design and carry out activities, you
can enter the actual costs incurred and compare those with the existing budget.

The system verifies budget amounts—it checks activity budgets within the overall budget of the campaign
and checks the campaign overall budget against the roll up budget (if one exists). If any of the budgets

are exceeded, the system displays a warning. As an example, assume Roll up A has two child campaigns,
Campaign B and Campaign C. If the budget for Roll up A is $10,000, for Campaign B is $7,000, and for
Campaign C is $5,000, a warning message appears because the total of the two child campaigns' budgets,
$12,000, exceeds the $10,000 roll up budget. Likewise, if Campaign B (budget $7,000) has two activities
that each have budgets of $4,000, a warning appears because the activity budgets exceed the campaign
budget.

The system includes cost metrics to measure the cost effectiveness of the activities.

Note: Child programs using different currency codes can be added to roll ups—the budget of the roll up
takes this into account.

Activity Type

An activity type is a tactic to influence the target audience. For example, you might use events as tactics
to convey a persuasive message; your company might sponsor a concert tour in exchange for prominent
placement of the company logo at concert venues; or you might announce a new service in an audio
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recording that plays whenever a customer calls your telephone support line. Communicating through the
telephone support line is your tactic, or activity type.

Marketing Channel and Channel Detail

The term channel refers to how you deliver the campaign message. PeopleSoft Marketing defines the
more general medium such as TV or radio as a Marketing Channel, while it defines the specific outlet,
such as the NBC network or a local newspaper, as the Channel Detail.

The most commonly used marketing channel and channel detail options are predefined and delivered with
the system. You can define additional marketing channels on the Marketing Channel page in setup. You
can define additional channel detail on the Channels page in setup.

Associating Audiences, Offers, Collateral, and Scripts with Activities
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You can associate various campaign objects with each activity for organizational and reporting purposes.
While preparing and implementing a campaign activity, you can easily access those objects that you have
associated with the activity. After the campaign ends, you can analyze the activity, considering the role
that the associated objects played in its success.

Audience

An audience is a group of people to whom you target a marketing campaign.

Offer

An offer represents everything that you offer to customers. An offer includes the following elements and
attributes:

* Product list.
*  Price rules (complex or simple pricing structure that includes product discounts and giveaways).

¢ Dates when the offer is valid.

Collateral

Collateral (sometimes also called content) includes all the material that you produce to support a
campaign, for use both inside and outside the organization. Examples of collateral include:

e Press Kkits.
e Television commercials.

¢ Market research summaries.

Scripts

When employees communicate with customers about campaigns, they can follow interactive scripts that
you have prepared in advance.

Scripts can guide the system—and the employee—through the steps of a customer interaction. For
example, when a salesperson receives a call from a customer who wants to buy a computer hard drive, a
script can trigger the salesperson's system to open a web page on which hard drive information appears.
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Through the web page, the salesperson might be prompted to collect such information as the customer's
computer type, the desired hard drive size, and so on, before the system presents a selection of hard drives
for sale.

You can associate a script with each activity. The type of script is determined based on the marketing
channel selected. All channels use inbound scripts as default.

Note: Only the script name, not its type (inbound or outbound) is displayed.

Inbound Inbound scripts guide interactions with customers who initiate
contact with the company.

Outbound Outbound scripts guide interactions with customers with whom
the company initiates contact.

Note: You cannot run scripts within the PeopleSoft Marketing application. You can run them using
various other PeopleSoft CRM applications.

Related Links

Understanding Audiences

Understanding Offers

Understanding Campaign Collateral

"Understanding Scripts (PeopleSoft CRM 9.2: Automation and Configuration Tools)"

Campaign Triggers

The system can initiate campaign events at specified times or when specified conditions are met, using
campaign triggers. Set up campaign triggers on the Plan Marketing Programs - Triggers page.

Trigger Schedules

Using triggers, you can initiate up to six actions:
* Execute Campaign.

* Execute Campaign Activity.

*  Stop Campaign.

* Stop Campaign Activity.

* Send Notification.

* Generate Audience.

Triggers can recur for the Send Notification and Generate Audience actions, repeating the execution
multiple times based on schedule and date range.
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Tasks Associated with Campaigns

Campaign tasks are those activities that produce a campaign. Tasks can be any number of things including
designing advertisements, distributing brochures, and polling members of the target audience. When a
task is configured to do so, associating a task or changing task status can trigger workflow items.

You select tasks to add to the campaign by using the Task or Task Sets drop-down list boxes on the
Program Tasks summary page. You maintain tasks on the Program Task Detail page by clicking the task
name or by modifying the task data within the summary grid. You associate tasks with campaigns on the
Marketing Programs - Tasks page.

Campaign and Activity Status

Campaigns and activities pass through structured life cycles. You create a campaign or activity, define its
attributes, associate objects with it (collateral, audiences, channels, and so on), send it for review, execute
it (if approved), complete it (unless you stop it prematurely), and archive it. At each stage in its life cycle,
a campaign or activity has a status.

Status changes can trigger events such as notification of team members and execution or completion of
related activities. Status changes must follow predefined status rules, you can use the status rules that are
delivered with the system, or you can redefine status rules, on the Status Rules page.

Common Elements for Campaigns and Activities
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Click to clone this campaign.
Clone this Campaign

Note: Cloned campaigns duplicate everything in the campaign
definition except triggers and audiences.

Click to email campaign information to recipients.
Email paig P
Click to view the Marketing Calendar.
2| Calendar
. Click to display Interactive Reports that you can use to analyze
Reporting the marketing programs.
Click to access the Marketing Program Add page, where you
Add Program can add new marketing programs.
Click to display the next program in the list.
Next
NE ) Display the previous program in the list.
Previous
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Creating Campaigns

This section discusses how to:

Manage campaigns.

Define campaigns.

Access activities and attach additional activities to campaigns.

Define activities.

Use triggers.

Define a trigger.

Define campaign tasks.

Create and update campaign tasks.
View the cost summary.

Work with campaign audiences.
Measure campaign effectiveness.
Use campaign notes.

View campaign history.

* View the Marketing Calendar.

Pages Used to Create Campaigns

Page Name

Definition Name

Navigation

Usage

Marketing Programs Search

RA_CM_HOME_GRD

Marketing, Marketing
Programs

Search for marketing
programs.

Marketing Programs -
Program

RA CAMPAIGN DETAIL

Marketing, Marketing
Programs, Program

Define new marketing
campaign programs or edit
existing ones.

Marketing Programs -
Activities

RA_CMPGN_ACTIVITY

Marketing, Marketing
Programs, Activities

Access existing activities and
attach additional activities to
the campaign.

Marketing Programs - Team

RA_CAMPAIGN TEAM

Marketing, Marketing
Programs, Plan Campaign
Programs, Team

Specify team members for the
campaign.

Marketing Programs -
Triggers

RA CAMPAIGN_TRIGER

Marketing, Marketing
Programs, Triggers

View summary information
about existing triggers and
add new triggers.
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Page Name

Definition Name

Navigation

Usage

Marketing Programs - Tasks

RA CAMPAIGN TASK

Marketing, Marketing
Programs, Tasks

View existing campaign tasks
and add new tasks.

Marketing Program Tasks -
Task Detail

RA_PGM_TASKDTL

Marketing, Marketing
Programs, Tasks

Click the Add Task button.

Add detailed information
about a campaign task.

Marketing Programs - Cost
Summary

RA_CAMPAIGN_COSTS

Marketing, Marketing
Programs, Cost Summary

View all costs associated
with the campaign including
all activities. Costs are
summarized by activity and
by cost type.

Marketing Programs -
Audience

RA_CM_LIST SUMRY

Marketing, Marketing
Programs, Audience

Attach target audience lists to
campaigns.

Marketing Programs -
Performance

RA_CMPGN_METRICS

Marketing, Marketing
Programs, Performance

Measure the effectiveness of
marketing campaigns.

Marketing Programs - Notes

RA_CAMPAIGN NOTES

Marketing, Marketing
Programs, Notes

View descriptions of
campaign notes; add new
notes.

Marketing Programs - History

RA CMPGN_HISTORY

Marketing, Marketing
Programs, History

View the audit and interaction
information associated with
the campaign.

Marketing Programs -

RB_ATTR_RUN_CMPG

Click the View Attributes link

View campaign attributes.

button on the Marketing
Programs component.

Attributes on the Marketing Programs -
Program page.
Marketing Calendar RA_CALENDAR Click the Marketing Calendar | View the time relationships of

all campaigns.

Marketing Program Search Page

164

Use the Marketing Program search page (RA_CM_HOME_GRD) to search for marketing programs.

Navigation

Marketing, Marketing Programs

The Marketing Program Search page displays summary information about existing campaigns. To manage
an existing campaign, click the campaign name.

To add a new campaign, access the Marketing Program Add page (select the Marketing Program Add

tab).

Note: The Marketing Program Search page is a configurable search page (PeopleSoft CRM 9.2:
Automation and Configuration Tools). You can configure this page to suit your personal search needs.
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Note: Selecting a roll up name from the Program Roll up Name search field returns all related campaigns
and dialogs that use this roll up name as the marketing program to roll up to, and not the roll up program

itself. To find the roll up program, enter the program name of the roll up or change the program type to
Roll up to view all roll ups.

Marketing Programs - Program Page

Use the Marketing Programs - Program page (RA_CAMPAIGN_DETAIL) to define new marketing
campaign programs or edit existing ones.
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Navigation
Marketing, Marketing Programs, Program
Image: Marketing Programs - Plan Campaign Program (1 of 2)

This is the first of two examples illustrating the fields and controls on the Marketing Programs - Plan
Campaign Program.

Marketing Programs

| B Motification | Bk Clone | alendar | fm Reporting | » Persanalize

Program Lead Generation Status Approved
Start Date 01/09/2001 Program Type Carnpaign
End Date 12/31/2010 ID TLiO1

”Tasl_{s (13 e Cost Summary \/Agdience AT Ferformance N E)
Ep Select One.,,

i Triggers

* Activities (13 1 Team

Program

Plan Campaign Program

Mame |Lead Generation Roll up Prugram| Q=

Objective | Internal *Gtatus | Approved

*Dwner Brian Gibbs @, *Start Datem@ *End Date m@

*|:u|-|-enc|_,r| Us Collar Industrrl-"-” Industries =X

Description |Lead Generation to Telesales and Sales Force for Product Lines [L’ll%
Osecure Campaign by Team Member

: = 1 ™
Sponsors and Budgets Customize | Find | El | '. First 1-2 of 2 Last

Sponsor Name External Budget Source Budget Amount
[Field and Sales Marketing @, |l | Marketing Budget | &0,000.00 i}
[zeI Inc, @, [0 |General Budget [1,000,000,00 [T

| Add a Mew Sponsor / Budget |

Image: Marketing Programs - Plan Campaign Program page (2 of 2)

This is the second of two examples illustrating the fields and controls on the Marketing Programs - Plan
Campaign Program.

Record Program Costs Customize | Find | Wiew All | | i First Kl 1opa I Lase
*Cost Type Components Yariable Unit Cost Planned Cost Actual Cost
Market Rese administrative Wariahle | 5,000,00 g,734.23 [
Totals 5,000.00 8,734.23

| Caleulate || Add a Mew Caost

Go To Miew Attributes

endar | porting |

* Required Field

Plan Campaign Program

Name Enter a descriptive code to identify the campaign.
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Roll up Program

Objective

Status

Owner

Start Date and End Date
Currency
Industry

Description

Secure Campaign by Team Member

Campaign Sponsors

Creating Campaigns and Activities

Note: Campaign names do not need to be unique. However,
duplicate campaign names might confuse users.

If this campaign is part of a roll up, select the descriptive name
of the parent roll up of which this campaign is a part.

Select an objective from the available options to describe what
you will accomplish with this campaign.

Select the position of the campaign in its life cycle.

Note: When the campaign status is set to Executing or
Approved, nothing in the definition can be changed without
changing the campaign status.

Displays the descriptive name of the user who is primarily
responsible for the campaign.

Enter the date when the campaign begins and ends. Start and
end dates for campaigns that are part of a roll up campaign must
be within the range of the parent campaign.

Select the monetary unit with which the campaign is funded.
Select an industry group from the lookup.
Enter a detailed description of the campaign.

Select this check box to if you want a security verification
process to be performed to determine if the user has authority to
view the campaign. If this option is not selected, the campaign is
considered to be unsecured, and all users will have access to it.

Campaign sponsors are persons or companies outside the department or organization who contribute to
the funding of the campaign—for example, cooperative advertisers.

Note: Sponsors must exist in the system as an entity, but do not have to be specially set up as a sponsor.
If the sponsor you want to add does not exist as an entity within the system, you can add company or site

names using Quick Create.

Sponsor Name
External
Budget Source
Budget Amount

Add a New Sponsor/Budget

Select a sponsor name from the lookup table.

Select this check box if the sponsor is external.

Select the department that is funding the campaign.
Enter the amount of money allocated for the campaign.

Click to insert another sponsor or budget source.
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Note: You can add one (and only one) budget without a name,
allowing a budget amount to be entered and not associated with
a particular name. (For example, if a campaign has no sponsor
and its budget is 20,000.00, that budget can be entered without
a name. If you enter names, you can also split that same budget
across multiple named sponsors.)

Record Program Costs

The Record Program Costs section enables you to keep a record of costs not associated with any other
component; that is, costs that relate to the campaign as a whole.

Warning! Do not enter the same costs twice. If you entered an expense elsewhere (for example, when you
created collateral or generated an audience), do not reenter that expense here.

Cost Type Select the cost type description that uniquely identifies the main
purpose of the expense.

Components Displays the category to which the cost belongs.

Variable Displays whether the cost type is defined as variable or fixed.

Unit Cost Enter the cost of one unit of the product or service to be

measured in this cost metric.

Note: This field is available only when the cost type is Variable.

Planned Cost Enter the amount that you expect to pay for all units of the
product or service to be measured in this cost metric.

Actual Cost Enter the amount that you actually pay for all units of the
product or service measured in this cost metric.

Totals The sums of all planned costs and all actual costs.

Calculate Click to calculate total values.

Add a New Cost Click to add a new cost.

Child Programs

This section appears only if the marketing program is a roll up that contains one or more child campaigns
or dialogs. Each campaign or dialog name is listed with its type, name, and budget.

Target Academic Term

This section appears only if the Higher Education option is enabled on the General Options page. Enter
applicable academic information, such as institution, career and admit term for the marketing program.

Enter an admit term if you run the Recruiting Performance Fusion Intelligence reports off of the CSW:
Recruiting & Admissions Interactive Dashboard.

Copyright © 2001, 2013, Oracle and/or its affiliates. All rights reserved.



Chapter 9 Creating Campaigns and Activities

Go To

View Attributes Click to access the Attributes page. The Attributes page displays
any defined attributes associated with the campaign. When
selected, the Attributes page is included in the component tab
navigation until you exit this campaign and select another.

Related Links
"Understanding PeopleSoft CRM Security (PeopleSoft CRM 9.1 Application Fundamentals PeopleBook)"

Marketing Programs - Activities Page

Use the Marketing Programs - Activities page (RA_CMPGN_ACTIVITY) to access existing activities
and attach additional activities to the campaign.
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Navigation
Marketing, Marketing Programs, Activities
Image: Marketing Programs - Activities page (1 of 2)

This is the first of two examples illustrating the fields and controls on the Marketing Programs - Activities
page.

Marketing Programs

Refrash | B Hotification | EWClone | eporting | Fersrmnalize
Program Lead Generation Status Approved
Start Date 01/09/2001 Program Type Campaign
End Date 12/31/2010 ID TL1O01

/Erugram b I r Team VTriggers VTashs 1 VCDSISummaw Vpﬂxglzlience VPerfurmance N E)
ELN N Select One...

Activity Summary i X First 1of1 s
[ Budget and Ohisctive O audience and Offers it Collsteral and Script

Last

Activity Mame Status Start Date End Date :I;d iy Marketing Channel
SPONS e Type
Internal Ernail Blast - Kick
O &5 New 01/01/2002 12/31/2002 12/31/2002 Internal Intranet i}

L[ Clone Selected Activity | [addranMewtativity |

w Activity Detail

Actiuitlenternal Ermail Blast - Kick oOff! Promotion |COM01TL1E|1WUEI325IJDE|2
Status ID WYEDZ50002 *Start Date |01/01/2002 [
Dhjectivel Internal prigritﬂ Medium *End Date |12/31/2002 [
Budget| 8,000.00  End Response [12/31/2002 [
* fetivity T?pe|lnternal @, *Marketing Channel [Intranst @,
audience Internal workforce @, = Collateral | @, &=
foer| @, = Script Name| @, =
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Image: Marketing Programs - Activities page (2 of 2)

This is the second of two examples illustrating the fields and controls on the Marketing Programs -
Activities page.

Record Costs

*Lost Type Components Yariable Unit Cost Planned Cost Actual Cost

| [ie] I I i}

. Add a Mew Activity Cost || Caloulate Costs Totals | | | |

Review Activity Performance Metrics

*ietric [[1a 7] Forecast Yalue Actual ¥alue Difference
Mumber of Targeted Count 40,000.00 -40,000.00 Edit: ﬁ[

&dd a new Metric Generation Date 08/25/2009 12:33PM | Recaloulate |

Activity Notes Summary

Mo notes have been added to this activity.

Add Activity Mote

apply Activity

| B Notification | ik Clone | EE Calendar | Reporting | == Top of Page

* Required Field

Activity Summary

Activity Name Click the activity name of a campaign to access details about the
activity, where you can define additional activity attributes for
the selected activity.

Add a New Activity Click to add a new activity.
Note: When adding a new activity, the system generates an
activity name related to the name of the campaign. You can
enter a new activity name.

Clone Selected Activity Click to clone a selected activity. Select activities by selecting

the check box beside the activity name. When you clone an
activity, all associated costs and metrics are included, but can be
edited.

Activity Detail

Activity Enter a descriptive name to identify the activity.

Note: Activity names do not need to be unique. However,
duplicate activity names might confuse users.

Promotion A unique code that identifies the activity. This code is generated
automatically. Promotion is used to integrate PeopleSoft
Marketing with PeopleSoft Order Capture by associating the
order with the offer that is on the activity record.
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Status

Start Date and End Date

Objective

Priority

Budget

End Response

Channel

Chapter 9

Displays the position of the activity in its life cycle.

Note: Only activities with a status of New can be deleted.
Further, after an activity has been placed in Stopped status,
none of its associated components (such as Offer, Audience, or
Collateral) can be deleted.

Enter the dates when the activity begins and ends. The activity
start date cannot precede the campaign start date. The end date
cannot exceed the campaign end date.

Select the objective that describes the purpose of this activity.

Select the priority of the activity. Your priority selection
determines how multiple campaign activities are sorted when
used.

Enter the amount of money allocated for the activity. The
system accepts standard monetary formats, such as 10,000 USD.

Note: Establish the campaign currency on the Marketing
Programs - Plan Campaign Program page (Sponsor section).

Enter a date equal to or later than the end date. The end date
allows the use of the activity by Sales beyond the activity's end
date, for example, to allow time for late respondents in a mass
mailing activity that has already ended.

A channel is used to get the message to the audience. A full channel definition requires selection of both
an activity and a marketing channel. Under certain circumstances, a channel detail selection is needed as

well.

The fields available in this section depend on the activity and marketing channel combination selected.
Not all fields are used with all combinations.

Activity, marketing channel, and channel detail values are defined in setup.

Activity Type

Marketing Channel

Channel Detail

Audience

Enter the means by which you convey the marketing message.

Enter the medium by which you convey the marketing message.
For example, in a broadcast campaign you might use the
channel types radio and television. Selection of the marketing
channel may change the appearance of the Activities page
display.

This field appears only when the activity is Broadcast and the
marketing channel is TV or Radio.

If the channel execution is Sales Force, Order Capture, or Mail
Correspondence, select the audience that you want to attach to
the activity.
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Package Name

Offer

Collateral

Send Date

Script Name

Creating Campaigns and Activities

If the channel execution is Mail Correspondence, select a
correspondence package. Correspondence templates are created
in the Correspondence setup component.

If the channel execution is Sales Force, Order Capture, or Mail
Correspondence, select the offer that you want to attach to the
activity.

If the channel execution is Sales Force, Order Capture, or Mail
Correspondence, select the collateral that you want to attach to
the activity.

If the channel execution is Mail Correspondence, this field
displays the date that the message package (email or mail) was
sent.

If the channel execution is Order Capture, select the script to be
used when the activity runs.

Because different channel types have different scripts associated
with them, if an activity's channel type is changed the Script
Name field is cleared and must be reselected.

Note: In PeopleSoft Marketing, you can associate scripts with
activities for use by other PeopleSoft applications, but you
cannot run scripts.

See "Correspondence and Notifications (PeopleSoft CRM 9.2: Automation and Configuration Tools)".

Description for Sales Team

This section displays descriptive information about the activity to give Sales users details about the
originating campaign so that they can make good decisions about the processing of generated leads and
their resultant opportunities. Note that this information appears only if the marketing channel is a sales

agent.

If neither of these two conditions is met, then the fields described in this section do not appear.

Note: A marketing activity cannot be moved to Approved status if either of the fields in this section are

left blank.
Summary Because sales users do not always understand the marketing
jargon used in the marketing-oriented activity description,
this field gives the campaign or marketing manager a place to
include a description more tailored to the sales user's needs to
aid the user in operating on the lead within proper context.
Call To Action Specify appropriate follow-up actions to help the sales user

See PeopleSoft CRM 9.2: Sales.

correctly interpret and convert the generated lead.
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Record Costs

Chapter 9

Enter costs associated with the activity that are not included elsewhere. Selection of collateral or an
audience that has an associated cost record propagates those costs into the campaign activity.

Cost Type

Components
Variable

Unit Cost

Planned Cost

Actual Cost

Totals
Calculate

Add a New Activity Cost

See Defining Cost Elements.

Select the cost type description that uniquely identifies the main
purpose of the expense.

Displays the category to which the cost belongs.
Displays whether the cost type is defined as variable or fixed.

Enter the cost of one unit of the product or service to be
measured in this cost metric.

Note: This field is editable only when the cost type is Variable.

Enter the amount that you expect to pay for all units of the
product or service to be measured in this cost metric.

Enter the amount that you actually pay for all units of the
product or service measured in this cost metric.

The sum of all planned costs and the sum of all actual costs.
Click to calculate total values.

Click to add a new cost.

Review Activity Performance Metrics

Select the terms by which to measure campaign performance.

Metric
UOM (unit of measure)
Forecast Value

Actual Value

Difference

Add a New Activity Metric

Recalculate

Select the metric by which to measure activity performance.
Displays the unit of measure in which the metric is calculated.
Enter the result that you expect the activity to produce.

Displays the result that the activity actually produces. The
system populates this field with data from various tables and
sometimes from multiple applications (such as PeopleSoft Sales
and PeopleSoft Call Center).

Displays any difference between the forecast and actual values.
Over expenditures appear as a negative number.

Click to add additional activity metrics.

Recalculates all attached metrics.

Note: All existing metrics are calculated when you access the
Activity Detail page for the first time.
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See Defining and Creating Metrics.

Activity Notes Summary

This section contains a list of any notes that have been associated with the activity. An Add Activity
Note button on the main activity page enables you to create additional notes to associate with the activity.
Activity notes can include attachments.

Marketing Programs - Team Page

Use the Marketing Programs - Team page (RA_CAMPAIGN_TEAM) to specify team members for the
campaign.

Navigation
Marketing, Marketing Programs, Team
Image: Marketing Programs - Team page

This example illustrates the fields and controls on the Marketing Programs - Team page.

Marketing Programs

| B Notification | %M Clone | EE Personalize

Program Status New
Start Date Program Type
End Date ID NEXT
" Program || Activities (0) | " Triggers || Tasks (0) | CostSummary || Audience || Performance | [¥)

(R Select One...

s m M
Team Members Customize | Find | vizw 2l | E | ¥ First 1of1 Last

I @Q i}

| £dd Team Member |

= m 'y |
Team Roles Customize | Find | View 2ll | E | B First 1ofl Last
*Role Name Description

| Add Team Role |

Marketing Center Information Customize | Find | view All | H | 2 First B 1of2 D Lozt
*Marketing Center Description Institution Center Type
Q, i}
| Add Marketing Center .
Owner This check box is automatically selected for the owner of the
campaign.
Name Select the name of each person included in the campaign team

from the lookup table. Phone and Email information appears
when available.
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Add a Team Member

Team Role

Add Team Role

Marketing Center

Add Marketing Center

Delivered Team Roles

Chapter 9

Note: Team members must exist in the system as an entity. If
the team member whom you want to add does not exist as an
entity within the system, you can add company or site names
using Quick Create.

Click to enter additional team members.

Select a role for each person on the team. Only persons with
valid user IDs can have a role. Based on their team role, team
members can also receive notification of campaign events.

For example, a campaign manager can receive an email notice
whenever a campaign is submitted for review or a worklist note
whenever an activity is stopped prematurely.

Click to enter additional team roles.

You can select a Marketing Center from the available list if any
have been defined for the campaign.

Click this button to add a Marketing Center to the campaign.

The following campaign team roles are delivered:

Role

Description

Marketing Manager

*  Manages the design and execution of campaigns.
*  Determines campaign resources needs.

*  Manages contact strategies.

*  Approves campaigns.

*  Selects campaign channels.

*  Approves promotional offers.

*  Oversees campaign budgets.

*  Manages relationships with the managers of campaign
channels (newspaper publishers, web masters, and so on).

»  Evaluates and fine-tunes campaigns in progress.

176
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Role

Description

Campaign Manager

Supervises campaign teams.
Creates promotional offers.

Manages detailed planning and execution of one or

several campaigns.
Assigns specific tasks to campaign team members.
Coordinates activities with other campaign managers.

Evaluates campaigns in progress and suggests changes to
the marketing manager.

Establishes campaign budgets.

Marketing Analyst

Defines, analyzes, and manages target audience lists.

Maintains understanding of applications, including
PeopleSoft Marketing.

Helps create campaign hierarchies.

Manages campaign elements, including audiences, offers,
and collateral.

Generates and analyzes campaign performance reports.

Marketing Researcher

Performs exploratory analysis of marketing campaigns

and target audience lists.
Analyzes customer affinities and behaviors.

Builds and manages predictive models for targeting
audiences.

Runs marketing optimization programs.

Acts as liaison to the IT department.

Marketing Creative

Creates campaign collateral.

Manages relationships with ad agencies or an internal ad
group.

Manages the relationship with the fulfillment shop.
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Role Description

Marketing App Administrator (marketing application *  Creates user profiles.
administrator)
»  Sets up user security and roles.

*  Defines marketing channels.

*  Defines campaign objectives.

Marketing Programs and Marketing Security

The Marketing Centers grid appears on the Team tab of the Marketing Programs component.

In order to secure a marketing program, you must select the Secure check box, which appears on the
Program tab of the Marketing Programs component.

When searching for Marketing Programs that might be secured, the search displays only those Marketing
Programs that the user performing the search is authorized to access. Because the Marketing search can
also include the program type of Dialog, the search also checks secured dialogs for Marketing Center
authorization.

If a secured child campaign is associated to a roll up, all campaigns are automatically copied over from
the roll up to the secured child campaign. If a campaign is unsecured and a roll up is selected, Marketing
Centers from the roll up are not copied to the campaign.

When a Marketing Center is added or deleted on a roll up, then the changes are propagated to all the
secured child campaigns associated to the roll up. However, when adding or deleting Marketing Centers
on a secured child campaign, changes are not propagated from the child to the parent roll up. This

is because multiple child campaigns can be associated with a roll up, and users might want to assign
different Marketing Centers for each campaign. Specific requirements are as follows:

» Ifacampaign is secured and you select a roll up, the system displays a warning message informing
you that Marketing Centers from the selected roll up will be copied over when the campaign is saved,
and reminding you to review Marketing Centers that might have been copied from a prior roll up if
the campaign was previously associated to another roll up.

*  When a save occurs, all Marketing Centers from the roll up that do not already exist on the secured
child campaign will be copied over.

*  When adding new Marketing Centers to a roll up, upon a save the new Marketing Centers are added
to all secured child campaigns that do not already exist on the child campaigns.

*  When deleting Marketing Centers from a roll up, upon a save the deleted Marketing Centers will be
removed from all secured child campaigns.

» Ifasecured child campaign that has been previously linked to a roll up is modified by associating it to
another roll up, then upon a save all Marketing Centers from the newly linked roll up are copied over
to the child campaign if they do not already exist. The user decides whether to manually delete any
Marketing Centers that might have been copied over from a prior roll up.
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Marketing Programs - Trigger Page

Use the Marketing Programs - Triggers page (RA_CAMPAIGN TRIGER) to view summary information
about existing triggers and add new triggers.

Navigation
Marketing, Marketing Programs, Triggers
Image: Marketing Programs - Trigger page

This example illustrates the fields and controls on the Marketing Programs - Trigger page.

" Program | Actvities (1) 1 Team " Tasks (13 | CostSummary | Audience || Performance | [F)
Fa | Select One...

rigger Summary 1ofl a Lazt

Trigger Name Trigger Type Trigger Condition Start Date Frequency

Trigger Marne 1 Date and Time

Trigger Type | Date and Time | add |

Trigger Detail

*Trigger Name |Trigger Marne 1 Trigger Type Cate and Time

Select Condition
Select information that will prompt the Trigger Actions,

Date Eﬂ Time

Select Trigger Action(s)
Enter the action(s) to occur when the Trigger Conditions are met,

D Execute

Campaign Lead Generation Al:tiuit'_f| '%
D Stop

Campaign Lead Generation Actiuity| @,

[ send Notification

Recipientl Q
O Generate Audience
*Audiencel %

Schedule Check Conditions

Specify the from and to dates, and frequency, the system will check for Trigger Conditions,

Fruml EJ Tu| Eﬂ Frequenl:'_r|

DRecurring Last Executed Count n]

| &pply Trigger :|

Understanding Triggers

The system can initiate campaign events on the currently-viewed campaign at specified times or when
specified conditions are met, by using campaign triggers. Use triggers to run or stop the campaign or
activity at a certain point in time or when another campaign or activity attains a certain condition. Also,
use triggers to send notifications or generate an audience at specified points. One example of how a
trigger can be used is to launch a series of activities within a campaign.
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Note: You can only stop or run the campaign currently being viewed; likewise, only activities associated
with that campaign can be stopped or run. You cannot select another campaign.

Suppose that you have a campaign with two activities. The objective of this campaign is to move the best
standard credit card customers up to the premium card service, and the two activities include a mailed
postcard and a mailed letter with brochure. When you define the campaign, you define two triggers, one
for each activity.

The purpose of the first trigger is to launch the postcard activity on a certain date. To accomplish this, you
create a Date and Time trigger and have it run the postcard activity, send notification to a team member
telling her to mail the postcards, and generate an audience to receive the cards.

The purpose of the second trigger is to launch the letter and brochure activity sixty days after the
postcards are mailed. Again, you create a Date and Time trigger with the same trigger actions reflecting
the new activity and a new audience based on results of the postcard activity.

Note: A trigger can be deleted until it has finished.

Trigger Summary

Access an existing trigger by clicking on the trigger name within the trigger summary grid.

Trigger Type Select a trigger type. The trigger type determines when the
system runs action requests and controls the field display on the
Trigger Detail page.
Values are:

Date and Time: The system initiates campaign events on
specified dates and times.

Metric to Metric: The system initiates campaign events when
two metric results align as defined.

Metric to Value: The system initiates campaign events when a
metric result matches a fixed amount.

Add Click to add the selected trigger type.

Trigger Detail

This group box shows the detailed information for a trigger that you click in the summary grid or for a
trigger that you are creating after clicking the Add button.

Trigger Name Enter a descriptive name for the trigger.

Trigger Type Displays the trigger type that you selected on the Marketing
Programs - Trigger Summary page. Depending on the trigger
type selection, different fields appear in the rest of the Select
Condition region.
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Select Condition Group Box

The trigger type selected determines the fields that appear in the Select Condition group box. The
following table lists the fields that appear with each trigger type.

Trigger Type Select Condition
Date and Time * Date

* Time
Metric to Metric *  Metric One

*  Campaign One
*  Activity One

*  Operator

*  Metric Two

*  Campaign Two

*  Activity Two

Metric to Value *  Metric

+  Campaign
e Activity

*  Operator

e  Value

The system displays some combination of the following fields, based on the trigger type that you select.

Date Select the date when the system is to run the trigger.

Note: The system displays this field only when you select the
trigger type Date and Time.

Time Enter the time when the system is to run the trigger. The system
recognizes standard time formats, for example, 2:30 p.m. or
02:30 PM or 14:30.

Note: The system displays this field only when you select the
trigger type Date and Time.

Metric, Metric One, Metric Two Select a performance metric to apply against a corresponding
campaign or activity. Metric One and Metric Two labels indicate
that the metric is applied against the campaign or activity with
the same designation.
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Campaign One, Campaign Two

Campaign

Activity, Activity One, Activity Two

Operator

Value

Chapter 9

Select a campaign against which you want to apply the metric.
Selection of a campaign is required. Condition metrics may be
applied against any running campaign.

This field displays the name of the current campaign.

Select an optional activity within the specified campaign. When
an activity is specified, the metric applies only against that
activity and no others within the campaign.

Select the operator by which to compare two metric results, or a
metric against a fixed value. Operator values are:

*  FEqual to

*  Greater than

*  Greater than or Equal to
o Less than

*  Less than or Equal to

*  Not Equal to

Note: The following four operators are reserved for future use:
Divide, Minus, Multiply, and Plus.

Enter a fixed value against which the metric result is compared.

Note: The system displays this field only when you select the
trigger type Metric to Value.

Select Trigger Actions Group Box

Execute

Stop

Send Notification

Generate Audience

Result

Select to run an activity within the current campaign when
the trigger condition is true. Execute actions apply only to the
campaign activity and not to the campaign itself.

Select to stop a campaign, or an activity within the campaign,
when the trigger condition is true. If no activity is selected, the
stop action applies to the campaign.

Select to notify a person when the trigger condition is true.
Select the person to notify in the Send Notification field.

Select to generate an audience when the trigger condition is true.
Select the audience to generate in the Generate Audience field.
Schedule the Audience Generation Application Engine program

to be run by the processor to generate the audience.

After the system attempts to run a trigger—whether successfully
or unsuccessfully—it displays a result message. If the trigger
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execution attempt is unsuccessful, the result message indicates
the nature of the failure.

Schedule Check Conditions

If you select either the Metric to Metric or the Metric to Value trigger type, schedule intervals of time

that determine when the system checks those campaign conditions. For example, the system could check
campaign conditions every day, every two weeks, or every four months. Establish trigger schedules on the
Campaign Trigger Schedules page.

From and To Enter start and end dates and times between which the system
checks for trigger conditions.

Frequency Select the schedule that determines how frequently the system
checks whether trigger conditions have been met.

Start Date and End Date Enter dates when the system begins and stops checking whether
trigger conditions have been met.

Recurring Select this check box if you want the trigger to recur.

Note: Recurring triggers generate an error if the EXEC or STOP
action is requested and Recurring is selected.

Related Links
Trigger Schedules Page

Marketing Programs - Tasks Page

Use the Marketing Programs - Tasks page (RA_CAMPAIGN_TASK) to view existing campaign tasks and
add new tasks.
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Navigation
Marketing, Marketing Programs, Tasks
Image: Marketing Programs - Tasks page

This example illustrates the fields and controls on the Marketing Programs - Tasks page.

Marketing Programs

Refresh [ =TI ] ek = g Personalize

Program Lead Generation Status Approved
Start Date 01/09/2001 Program Type Campaign
End Date 12/31/2010 ID TLi0l

Tearm Triggers ) Cost Summary || Audience Performance @
LN Select One., [+

Program || Activities (1)

Program Tasks

o

Hame Status Assigned To Start Date Due Date Priority Complete
Create the Email Mew Task [w| [Brian Gibbs  [w| [09/24/z002[H | e (1]
Task | Select a name [i] . Add Task
Task Sets | Select a set [i] . Add Task set |

Throughout the course of a marketing campaign, various tasks may need to be accomplished. These
tasks can include things such as creating advertising and collateral materials, contracting for ad space
and purchasing media time, or generating a target audience. Tasks are associated with a campaign and
assigned to appropriate team members as a reminder to do a certain thing at a certain time. When a task
is assigned to a campaign team member, a notification is added to her worklist when she is to perform the
task.

The Marketing Programs - Tasks page displays any existing tasks and enables you to add new tasks. To
access an existing task, click the task name within the Campaign Tasks grid.

You use task sets to group individual tasks and add them as a group. For example, when you create a
campaign, three tasks always need to be added: Create Collateral, Create Metrics, and Create Offer.
Rather than selecting each task individually, you can create a task set (perhaps called Always Add 3) and
include the three tasks within the task set. Next time you create a campaign, you can select the Always
Add 3 task set, eliminating the need to add the tasks one at a time.

Task Select a predefined Task Shell from the available list. To create
a new task, select Create a New Taskand define the new task as
required. Otherwise, select a predefined task shell and modify it
if necessary. Click Add to access the Marketing Program Tasks -
Campaign Task Detail page, where you can define a new task or
modify an existing one.

Task Sets Select a previously defined task set from the available list.
Selecting a task set automatically displays the single tasks in the
set. Selecting another task set refreshes the display, and setting
the value back to the default or adding the task set clears the
display.

Use task sets as defined or modify as necessary. Click Add
to add all tasks in a task set. View details about each task by
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clicking the task name. Eliminate individual tasks by deleting
them from the list.

Use the Marketing Program Tasks - Task Detail page (RA_PGM_TASKDTL) to add detailed information

about a campaign task.

Navigation

Marketing, Marketing Programs, Tasks

Click the Add Task button.

Image: Task Detail page

This example illustrates the fields and controls on the Task Detail page.

Marketing Programs - Campaigns

Task Detail

Mame |Create New Task
Assigned to
Priority | Medium

Description | Create Mew Task

ak Return to Marketing Progrars

Assigned By [Burt Les @

[v] Start Date [08/25/2009  |[4] Due Date ]
[v] Status | New Task  [v] % Complete

eI

Name

Assigned By

Assigned to

Start Date

Due Date

Enter a name for the task, or leave the shell default name.

The system automatically assigns the current user to this
position. You can change this to any worker.

Select a user to run the task. The user must be a member of
the campaign team. Save the campaign to activate the task
assignment.

Note: The system does not permit you to assign a task to a
person who is not a member of the campaign team.

Enter a date on which the task is to begin. On this date, a
notification is added to the worklist of the team members
assigned to the task.

Enter a date on which the task is to be complete. This due date
is compared against the % Complete field. If the task is not 100
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percent complete by the due date, a workflow process sends
notifications (when defined).

Priority Select the urgency of the task. This information is for the benefit
of the user, only. No logic is attached to priority values. The
values are:

* High
e Medium
e Low

Status Select the position of the task in its life cycle. When the status
is changed to Completed, the due date is changed to the current
date and the % Complete value is changed to 700.

% Complete (percent complete) Enter the percentage portion of the task that is complete. When
this value is changed to /00, the due date is changed to the
current date and the status is changed to Completed.

Description Enter a description of the task, or leave the shell default
description.

Marketing Programs - Cost Summary Page

Use the Marketing Programs - Cost Summary page (RA CAMPAIGN COSTS) to view all costs
associated with the campaign including all activities.

Costs are summarized by activity and by cost type. For roll up campaigns, all child costs (for associated
campaigns, activities, and dialogs) are also displayed.
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Navigation
Marketing, Marketing Programs, Cost Summary

Image: Marketing Programs - Cost Summary page

This example illustrates the fields and controls on the Marketing Programs - Cost Summary page.

Marketing Programs

mm | = Motification | ik . endar | Reporting |

Program Lead Generation Status Approved
Start Date 01/09/2001 Program Ty¥pe Campaign
End Date 12/31/2010 ID TLiO1

/Agdience \/Perfurmance N E)
Eip Select One...

! Frogram i Activities (1) e Team AT Triggers i Tasks (1) b

Program Costs

Pr::::m Activity Name Budget Planned Expenses Difference
E'lt' Lead Generation 1,0&0,000.00 5,000.00 8,734.23 -3,734.23
Totals 5,000.00 8,734.23 -3,734.23
Cost Types by Component Customize | Find | View All ] = | 2 Frsr KD 130f3 D Last
Descripbion Component Planned Expenses Difference
Marlet Research Administrative 5,000.00 8,734.23 -3,734.23
Totals 5,000.00 8,734.23 -3,734.23

s | P Motification | KM Clone alendar | f Reporting |

* Required Field

Marketing Programs - Audience Page

Use the Marketing Programs - Audience page (RA_CM_LIST _SUMRY) to attach target audience lists to

campaigns.
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Navigation
Marketing, Marketing Programs, Audience
Image: Marketing Programs - Audience page

This example illustrates the fields and controls on the Marketing Programs - Audience page.

" Prograrn || Activities (13 [ Team

" Petforrnance | [#)
ELNE Select One... |

[ Triggers | Tasks (1) | CostSumrmary

Activity Audiences

Audience Mame Status Associated Activity Last Update Priority Count Dup. Count
. Internal Emnail Blast - Kick  09/30/2002

Internal Workforce Designed offl 6 AR M i} 0

w Dedup Activity Audiences

Select "Get Duplicate Counts" to calculate duplicate counts based on the current priority settings,
Select "Diedup Audiences" to remove duplicates from lesser priority activities/audiences,
Mote: &nly activitiesfaudiences with nonzero priorities are taken into account when calculating duplicate counts andfor deleting duplicates,

| Get Duplicate Counts | | Dedup Audiences |

w Add a Control Group Audience
Control Group Definition Control Group Audience Size

*Audience Name| Minimum ﬂlmuunt|

*Gelection Type| [ﬂ *Maximum Amount Type O Fixed &Amount

Source Audience Percentages Amount

Enter a source percentage and priority for each O Percentage of Lists

Audience fram which to create the contral group,
Percent

[Mote! Source Audience percentages rusttotal 100%
and priorities must be unique.)

Audience Name Percent  Prority

*Internal Workforce

| Create This Contral Graup | | Cancel |

| Create Audience |

* Required Field

Refresh | Motification i ] lendar | [ Reporting |

Audiences are associated with campaigns through the campaign activities. The Marketing Programs
- Audience page enables you to see all audiences that are associated with the campaign through all
activities. Additionally, the Marketing Programs - Audiences page enables you to run deduplication
processes and create one or more control groups.

Activity Audiences

The Activity Audiences group box displays information about all audiences associated with the campaign.
Information displayed about each audience includes the name of the audience, audience status, the
activity to which the audience is attached, the date on which the audience was last updated, and the
priority value of the audience.

Count The total count of records in the audience.

Dup. Count (duplicate count) A count of the number of records that are duplicated in other
audiences associated with the campaign.
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Note: The system calculates duplication counts only for those audiences for which you have defined
priority numbers greater than zero.

Dedup Activity Audiences

Depending on the campaign strategy, you may want to eliminate duplicated records from the audiences

to prevent prospects from being contacted more than once. For example, suppose you have a campaign
with two activities. The first activity targets all customers identified having an interest in golf. The second
activity targets all females who live in Georgia. Since Jane Smith loves golf and lives in Georgia, her
name appears on both lists. As marketing manager, you determine that the golf lover's activity takes
priority over the activity that targets women in Georgia. When you deduplicate the audiences, you
eliminate Jane Smith's name from the Georgia women's activity and retain it on the golf lover's activity.

In some cases, however, the activities are designed for the purpose of contacting prospects multiple times
through different methods. In this case, do not eliminate duplicated records.

Note: Only fixed audiences in approved status can be deduplicated.

Get Duplicate Counts Click to run a process to determine how many duplicated
records exist in each audience. The process is scheduled to run
immediately. How long it takes to complete the process depends
on the size of the list and other processor activity.

Dedup Audiences (deduplicate Click to run a process to eliminate duplicated records. Records

audiences) in the audience with the highest priority value remain as the
original record. Duplicated records in all audiences with a lower
priority value are eliminated. The process is scheduled to run
immediately. How long it takes to complete the process depends
on the size of the list and other processor activity.

Priority Enter a priority value to determine which records the system
removes. The system removes lower-priority duplicates before
higher-priority duplicates. Indicate the relative priority of the
audiences by giving numerically higher numbers to lower-
priority audiences. For example, an audience with a priority
number of 99 is of lower priority than an audience with a
priority number of 30. To prevent an audience from being
modified, enter a priority value of zero (0).

Note: This field can be edited only if the audience is approved
or if it is a fixed audience.

Add a Control Group Audience

Control groups help you gauge the effectiveness of the campaign by isolating a small segment of the
target audience. By comparing sales results of the larger audience to those of the control group, you can
determine the actual influence of the campaign.

How control group members are drawn from each included audience is controlled by a combination of
the control group audience size and source audience percentages. Source audience percentages determine
the percent of the total control group members who are drawn from each audience. The control group
audience size determines the total number of control group members. For example, suppose the campaign
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includes the following three audiences (all record counts are unduplicated); Audience 1 with 900 records,
Audience 2 with 750 records, and Audience 3 with 1,800 records. If you create a control group of five
percent of the audience (total 172), and specify the source audience percentages as 33 percent, 33 percent,
and 34 percent respectively, 56 records will be drawn from Audience 1, 56 from Audience 2, and the

remaining 60 from Audience 3.
Audience Name

Selection Type

Minimum Amount

Maximum Amount Type

Create This Control Group

Cancel

190

Enter a descriptive name for the control group audience.

Select the manner in which the system selects specific records
and people to place in control groups.

Select Every Nth to select records by an even distribution
method. For example, for a control group consisting of five
percent of the total audience, every 20" record is selected.

Select Random to select records on a random basis.

Note: The method used to randomly select records is not meant
to produce a statistically valid random sample.

Enter the smallest control group size that you consider
acceptable. If the actual amount yielded by the selection process
is less than the minimum, the process fails. The newly created
control group audience is set to a status of Designed rather than
Generated and a note is entered in the log indicating the reason.

Select the manner in which the maximum size of the control
group is determined.

Select Fixed Amount to specify an actual maximum number.
Enter the maximum number.

Select Percentage of Lists to determine the control group count
as a percentage of the combined audience total. Enter the
percentage of the total number of control group members to
draw from each of the audiences. The total percentage must
equal 100. To prevent control group members from being
selected from a particular audience, enter zero as a source
percentage for that audience.

Note: You can draw control group members only from fixed
audiences that have the status Approved.

Click to generate a control group. The control group creation
process is scheduled and run immediately.

Click to cancel the control group definition before creating
it. After you click the Create This Control Group button, the
process cannot be canceled.
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Marketing Programs - Performance Page

Copyright

Use the Marketing Programs - Performance page (RA_CMPGN_METRICS) to measure the effectiveness

of marketing campaigns.
Navigation
Marketing, Marketing Programs, Performance

Image: Marketing Programs - Performance page

This example illustrates the fields and controls on the Marketing Programs - Performance page.

Marketing Programs

FPmore™ | P Motification | EkcClone | [E]Calendar | | Reporting | == Fersonalize
Program Lead Generation Status Approved
Start Date 01/09/2001 Program Type Campaign
End Date 12/31/2010 ID TLi01

Frogram || Activities (1) Team Triggers || Tasks (1) Cost Summary || Audience

Review Performance Metrics

Add Performance Metric |

(e | P Motification | &N Clone | [ElCalendar | fm Reporting | = Top of Page
* Required Field

*Metric uomM Forecast Yalue Actual ¥alue Difference Yiew
Murmber of Targeted Count Edit: EI
[ Mumber of Leads [+ Count 1,000.00 :\.-'iet-; |

| Cast per Lead [+ amount 90.00 :Uie@ |

Review Campaign Performance Metrics

The grid displays information about any metrics attached to the campaign. All existing metrics are

calculated when you enter the page.

To add a new metric, click the Add a New Activity Metric button.

Metric Select to measure campaign performance.

UOM (unit of measure) Displays the unit of measure associated with the selected metric.

Forecast Value Enter the result that you expect.

Actual Value Displays the actual result. This field is populated with data from
various tables and sometimes from multiple applications (such
as PeopleSoft Sales).

Difference Displays the difference between the forecast and actual values.

Edit or View Click the Edit button to edit an existing metric. Click the View

button to return the display to the view mode.
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Note: Only one metric can be edited at a time. No metric
changes are effective until the page is saved.

Delete Click to delete an existing metric.

Add a New Performance Metric Click to add a new metric to the existing list.

Marketing Programs - Notes Page

Use the Marketing Programs - Notes page (RA_CAMPAIGN_NOTES) to view descriptions of campaign
notes; add new notes.

Navigation

Marketing, Marketing Programs, Notes

Use this page to view existing notes and attachments, to send email messages, or to add new notes.
You can add a note to a campaign, activity, task, content item, content task, or offer.

See "Understanding Notes and Attachments (PeopleSoft CRM 9.1 Application Fundamentals
PeopleBook)".

Marketing Programs - History Page

192

Use the Marketing Programs - History page (RA_CMPGN_HISTORY) to view the audit and interaction
information associated with the campaign.

Navigation
Marketing, Marketing Programs, History

Use this page to view audit and interaction information about the campaign.
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Viewing Audit Information

To view information about changes to the campaign, click the Audit link.
Image: Marketing Programs - History page

This example illustrates the fields and controls on the Marketing Programs - History page.

Marketing Programs

«t | E Add Program |

Program Zpring Recruiting - Mail Brochures Status Mew
Start Date 02/10/2016 Program Type Campaign
End Date 02/20/2016 ID CMPO300033

Tearn | Triggers | Tasks D || CostSumeary || Audience || Perforrnance | Botes (03

Audits | Inter.
Audit History

e

Record Name Field Name :::':n“ g:::-.:nd Time gl;anged value Before Change | ¥alue After Change
RA_CMPGN_WAYE add | 0B/05/2009

4:25:374M PDT

Change
Raollup ald
Ra_CaMPAIGH Carnpaign (PPR CMPO300035
Cnlyd

Refresh

Viewing Interaction Information

To view the email notification interaction records for the marketing campaign, click the Interactions link.

You can click the record's icon to transfer to the appropriate 360-degree view for the interaction.

Marketing Calendar Page

Use the Marketing Calendar page (RA_CALENDAR) to view the time relationships of all campaigns.
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Navigation
Click the Marketing Calendar button on the Marketing Programs component.
Image: Marketing Calendar page

This example illustrates the fields and controls on the Marketing Calendar page.

Marketing Calendar
Search Criteria

Display Selections

“Year|2013 *Quarter April - June -
Programs for 2013 Quarter 2 Previous Quarter Current Quarter Next Quarter
Program Name Type April May June
E@ Professional and Commerical Campaign

Appliances
B Appliance lovalty online dialog
E_‘? Eree Shelf Coupon
@P Ereezer sales Drive - NA Campaign
B Direct Field Leads
¥ Lab Freezer Cross sell
E_‘? OnLine Wave for Sectional Walk In
E_‘? Sectional Walk-In Follow Up
E_‘? Walk-In Freezer Telesales Drive

E_@' Satisfaction Survey - Freezer
Customers

E_‘? Upsell Lab Freezers
E@ Commerical Coolant Sales - EMEA ~ Campaign

E_‘? Custom Freezer Fackage Fromo

E@ South America - Freezer Sales Campaign

E‘? International Analyst Promotion

Status: Executing, -Status Approved, Broadcast Hold, In Design, In Review, New, Paused, Status: Archived, Completad, End
== Live Testing, Trigger Approved ==Declined, Stap Date

The Marketing Calendar page displays the status and schedule relationship of all campaigns and activities
that meet the search criteria that you define (business unit, year, and quarter are required). Schedules are
displayed graphically, showing the start and end dates of the campaign at each level of the hierarchy: roll
up, campaign or dialog, and activity. Campaigns within a roll up campaign are displayed relative to the
parent campaign, and activities within each child campaign are displayed relative to the child campaign.

Creating Sales Leads

PeopleSoft Marketing enables you to create leads for PeopleSoft Sales. You can create leads either
automatically or manually. The automatic process is delivered enabled with the system and generates
leads whenever certain conditions exist. The manual process is available at any point.

This section discusses how to:

* Generate sales leads automatically.
* Generate sales leads manually.

* View a generated audience.

*  Confirm results of the creation process.
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Page Name

Definition Name

Navigation

Usage

Create Leads

RA_CREATE LEADS

Marketing, Execution,
Manual Leads Creation

sales leads.

Turn campaign audiences into

View Audience

RA_VIEW WAVE_LIST

Click the View Audience
button on the Create Leads

page.

View the created audience.

Leads Creation Status

RA_CREATE_LEAD STA

*  Click the View Results
button on the Create
Leads page.

*  Marketing, Execution,
Lead Creation Status

process.

Confirm results of the creation

Generating Sales Leads Automatically

PeopleSoft Marketing is delivered with an Active Analytics Framework term that automatically generates
leads from a campaign activity audience for PeopleSoft Sales. The term (Marketing Auto List Load)is
delivered enabled and can be disabled if you choose. To disable the term:

1. Select Enterprise Components, Active Analytics Framework, Policies, Manage Policies.

2. On the search page, select Marketing Campaign for the context name and click Search.

3. Click Marketing Auto List Load for the desired setID.

Note: In some cases, the term is named CSS: Marketing Auto List Load.

4. Click the Modify System Data button.

Note: If the term has already been modified from its delivered version, this button does not appear.

5. Click the Redesign button.

6. Click Edit Actions.

7. Change the status of one or both actions (Process and Auto Generation Started) to Inactive.

8. Click Done and then click Save.

Leads are automatically generated when the channel execution value on the marketing channel definition
is set to sales, and the status of a campaign activity moves from approved (APPR) to executing (EXEC).
Leads are produced for PeopleSoft Sales when the channel execution value is set to Sales. No messages
appear regarding the lead generation.

Related Links

Marketing Programs - Activities Page

"Understanding AAF (PeopleSoft CRM 9.2: Automation and Configuration Tools)"
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Create Leads Page
Use the Create Leads page (RA_CREATE LEADS) to turn campaign audiences into sales leads.
Navigation
Marketing, Execution, Manual Leads Creation
Image: Create Leads page
This example illustrates the fields and controls on the Create Leads page.
Create Leads
Run Control ID ENEZ002-10-09-14.29.37.000000 Report Manager Process Monitor I
This schedules a batch proceszs that will create a Sales Lead for each member of the Audience that is
azzociated with the selected Campaign Activity, each member of an Audience related to an Event, or
each member of an Audience itself.
Create Leads For
Lead Load Type @ Campaign
Ewvent
Audience
*Business Unit |EN100 QJ Energy Services
Campaign Surge Protection Promotions
Activity Qualify Leads for Surge Proctection Sales
Ewvent
Audience
View dudience
Status
Process Status syccessfully Completed Wiew Results
Refresh
Create Leads For
Business Unit Select the business unit within which the campaign resides.
Campaign Select the campaign within which the activity resides.
Activity Select the activity.

196

Note: The system exports only those audiences that have the

status Committed.

View Audience Click to access the View Activity Audience page, where you can

verify the audience.
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Run

Status

Process Status

View Results

View Audience Page

Creating Campaigns and Activities

Note: Although all audience entries appear, entries that have
been deleted or are part of a control group are not used to create
sales leads or prospects.

Click to run this request. PeopleSoft Process Scheduler runs the
Create Sales Leads/Prospects process at user-defined intervals.

Displays the status of the process. Values are Not Yet Processed,
Successfully Completed, or Completed With Errors.

Click to access the Leads Creation Status page, where you can
view the process results.

Note: This button is enabled when the process finishes.

Use the View Audience page (RA_VIEW_WAVE LIST) to view the created audience.

This page enables you to see the actual results of a generated audience.

Navigation

Click the View Audience button on the Create Leads page.

Image: View Audience page

This example illustrates the fields and controls on the View Audience page.

View Audience

Business Unit HTOO1
Campaign HCPOOL10Z
Activity HCwi00114

Audience ID HCLOO103

Return to Create Sales Leads:

Business Object ID
321
454
435
459

463

Role Type
Contact
Contact
Contact
Contact

Contact

High Tech
WPHM Sales to Install Base
wiest Region Sales Leads for WPN

Pachw Segrment

B 4 ]

Name Deleted
Albright,Fred

Grady,Sheila

Johnson,Bill

wiright,Draniel

Garrett, Tristan
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Leads Creation Status Page

198

Use the Leads Creation Status page (RA_CREATE LEAD_ STA) to confirm results of the creation
process.

Navigation

*  Click the View Results button on the Create Leads page.
* Marketing, Execution, Lead Creation Status

Image: Leads Creation Status page

This example illustrates the fields and controls on the Leads Creation Status page.

Leads Creation Status
Process Instance 13743 User ID DCG
Run Status Success Run Control ID DCG2009-09-0914.09,37.218000
Rows Processed 9 Rows in Error 0
4] o
BO ID 14030 Business Unit Usz00 Campaign ID CMPO300019 Activity wWEOD3I0D0013
Lead ID 1000300397 MWote Lead was successfully created. Bl

This page displays detailed information about the results of the Create Leads process.

Note Displays notes related to the process. If errors occur during the
process, a message might appear for each error.
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Using Interactive Reports in PeopleSoft
Marketing Applications

Understanding Interactive Reports

Interactive reports are a dynamic, interactive, high-level implementation of PeopleTools Analytic
Calculation Engine (ACE). These reports do not require an analytic logic server or a separate database to
store data. You can save results by exporting them to Microsoft Excel, or you can print them.

With interactive reports, you can view transactional data in multidimensional online reports. To determine
how information is displayed, drag dimension options onto the report grid. Data can be further filtered by
selecting a single value for any dimension option.

For example, using the Campaign Performance Forecast Analysis interactive report, you can analyze
campaign performance for all campaigns, for a single campaign, for all campaigns and all activities, for
a single campaign and all activities, or for a single campaign and a single activity, among other options.
Some interactive reports also enable you to perform what-if scenarios.

While interactive reports are interactive, the communication between interactive reports and the
PeopleSoft CRM database is one-way. The changes that you make on an interactive report do not

affect data in the database. Interactive reports appear in separate windows. You cannot transfer from an
interactive report to a component to access data. In PeopleSoft Marketing, user roles and access profiles
control access to forecasts and thereby to interactive reports.

PeopleSoft marketing applications provides seven interactive reports:

* Campaign Performance Forecast Analysis (PeopleSoft Marketing).
* Dialog Performance Forecast Analysis (PeopleSoft Marketing)

» Dialog Survey Report (PeopleSoft Marketing)

Related Links

"Understanding Interactive Reports (PeopleSoft CRM 9.1 Application Fundamentals PeopleBook)"
"Viewing the Workforce Survey Analysis Report (PeopleSoft CRM 9.2: Workforce Communications)"

Marketing Center Security and Interactive Reports
The following Interactive Reports use the Marketing Center hierarchy:
» Dialog Performance Forecast Report.
* Dialog Survey Report.

See "Understanding Interactive Reports (PeopleSoft CRM 9.1 Application Fundamentals PeopleBook)".
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Appendix A

Using Interactive Reports for PeopleSoft Marketing

This section discusses how to:

* View key performance measurements.

¢ Perform what-if scenarios.

* Establish assumptions.

Page Used to Use Interactive Reports for PeopleSoft Marketing

Page Name

Definition Name

Navigation

Usage

Campaign Performance /
Forecast Analysis

RA_WHATIF_UPD

*  Marketing, Interactive
Reports, Campaign
Performance Forecast

*  Click the Reporting
button in the Marketing

Launch interactive reports for
viewing key measurements,
performing what-if scenarios,
and establishing assumptions
for marketing campaigns.

Toolbar
Performance RA WHATIF _CAMPAIGN | Click the Launch Interactive | View key measurements of
Report button on the campaign performance in
Campaign Performance / one report. By changing the
Forecast Analysis page dimensions, you can view
results from various angles.
Forecast RA_WHATIF_FORECAST | Click the Launch Interactive | Perform what-if scenarios
Report button on the using actual and projected
Campaign Performance / campaign results. You can
Forecast Analysis page, then | create and save multiple
click the Forecast tab. scenarios to test different
assumptions.
Assumptions RA WHATIF REV_COST Click the Launch Interactive | Establish assumptions

Report button on the
Campaign Performance /
Forecast Analysis page, then
click the Assumptions tab.

for marketing campaign
interactive reports.

Dialog Performance / Forecast
Analysis

RY DIALOG IR _ADD

Marketing, Interactive
Reports, Dialog Performance
Forecast

View key measurements,
perform what-if scenarios,
and establish assumptions for

online dialogs.

Dialog Survey Report

RY DLG SRY RPT

Marketing, Interactive
Reports, Dialog Survey
Report

View results of Online
Marketing survey dialogs.

Campaign Performance / Forecast Analysis Page
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Use the Campaign Performance Analysis page (RA_WHATIF_UPD) to launch interactive reports for
viewing key measurements, performing what-if scenarios, and establishing assumptions for marketing

campaigns.
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Navigation
* Marketing, Interactive Reports, Campaign Performance Forecast

*  Click the Reporting button in the Marketing Toolbar

Performance Page

Use the Performance page (RA_ WHATIF_CAMPAIGN) to view key measurements of campaign
performance in one report. By changing the dimensions, you can view results from various angles.

Navigation

Click the Launch Interactive Report button on the Campaign Performance / Forecast Analysis page

Results Measured

The page measures:

* Audience size.

*  Number of leads.

*  Number of opportunities.
e Number of customers.

* Response rate.

» Conversion rate.

» Campaign cost.

* QGross revenue.

*  QGross profit.

Available Dimensions

Results can be measured by:
* Rollup

* Campaign.

o Activity.

e Channel.

Forecast Page

Use the Forecast page (RA_ WHATIF _FORECAST) to perform what-if scenarios using actual and
projected campaign results. You can create and save multiple scenarios to test different assumptions.
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Navigation

Appendix A

Click the Launch Interactive Report button on the Campaign Performance / Forecast Analysis page, then
click the Forecast tab.

Results Measured

The Campaign Forecasting Analysis page measures actual performance against projected results for:

Audience size.

Projected audience size.
Response rate.

Projected response rate.
Conversion rate.
Projected conversion rate.

Projected number of leads.

Projected number of customers.

Projected total cost.
Projected revenue.

Projected profit.

Available Dimensions

Results can be projected by:

Campaign.
Activity.
Channel.

Roll up campaign.

Assumptions Page

202

Use the Assumptions page (RA_ WHATIF_REV_COST) to establish assumptions for marketing
campaign interactive reports.

Navigation

Click the Launch Interactive Report button on the Campaign Performance / Forecast Analysis page, then
click the Assumptions tab.

Establish values for three factors:

Unit campaign cost.
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*  Unit acquisition cost.

* Revenue per customer.

Using Interactive Reports in PeopleSoft Marketing Applications

These values are used to project costs and revenues relative to real or projected results.

Available Dimensions

Results can be projected by:
* Campaign
e Activity

* Roll Up Campaign

Dialog Performance/Forecast Analysis Page

Use the Dialog Performance / Forecast Analysis page (RY _DIALOG IR _ADD) to view key
measurements of dialog performance in one report. By changing the dimensions, you can view results

from various angles.

Navigation

Marketing, Interactive Reports, Dialog Performance Forecast

The report has two tabs: Reach and Response

Results Measured

The Reach page measures:

* Audience count.

*  Projected count.

* Hard bounces.

*  Soft bounces.

*  Unknown bounces.

* Percent bounces.

* Projected percent bounces.
*  Projected bounced.

*  Queued.

» Expired.

* Reach delivered.

* Reach projected delivered.

e Opened.
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*  Open rate percent.

* Reopened.

*  Clickthrough.

e Clickthrough rate percent.
* Projected CTR percent.

*  Projected percent response.

Note: The Open Rate percentage for emails is calculated based on the number of Opened divided by

the number of Reach (those emails that were delivered, with no bounces included). For Opened and
Reopened, only email in HTML format is tracked (using a 1x1 clear pixel image embedded in the email).
When emails are opened multiple times, the Reopen value will reflect each subsequent opening after the
first (for example, if an email is opened three times, it will show Opened as 1 and Reopened as 2). Be
aware that the Reopened results might not be accurate if the user's email client (for example, Microsoft
Outlook) caches the email content.

The Response page measures:
* Response count.

* Projected response count.

*  Visits.

*  Visitors.

* Projected visitors.

» Percent response.

* Projected percent response.
e Submitters.

e Projected submitters.

*  Percent submitters.

* Projected percent submitters.

* Percent complete.

Available Dimensions

Results can be projected by:
* Activity (Action)

¢ Audience
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Dialog Survey Report Page
To view survey reports, use the System Process Requests (PRCSMULTI) component.

Use the Dialog Survey Report page (RY DLG SRY RPT) to view results of Online Marketing survey
dialogs.

Navigation
Marketing, Interactive Reports, Dialog Survey Report

The Dialog Survey Report displays survey summary results. The default dimension displayed is
All_Contacts. Note that the survey data selected for the report will only include the last survey instance of
each case.

To run a new survey report, you must enter the relevant business unit, dialog name (only dialogs in Live
state are available for selection), and the date range in which the survey was submitted.

Note: If you will be generating Survey Reports frequently, it will increase the data volume in the report
table and affect report performance. Starting a daily-based report data purge process will help to maintain
the Survey report generation performance. To do this, select PeopleTools, Process Scheduler, System
Process Requests. Create a new Run Control ID: OLM_ACE_REPORT PURGE, and then click Run.
Select the check box for the process named RY RPT SV _CP and then click OK.

See PeopleSoft Enterprise Customer Relationship Management 9.1 Installation Guide

Results Measured

This page measures the following based on question, survey status, and document name:

* Survey score: The average survey score (not a summation), depending on the level of the dimension
chosen. The average can adjust for every dimension selected.

Note: The survey score displayed per contact is an average, depending on the number of surveys sent
and responded to by the contact. Also, the overall survey score displayed for all contacts is also an
average of all surveys taken by all of the contacts. To view survey scores for each individual survey,
refer to the Case page.

* Survey sent: The number of surveys sent to the contact.
e Incomplete survey: The number of surveys that were opened but not completed.
*  Completed survey: The number of surveys completed.

» Response rate %: Calculated by Survey Sent /(Incomplete Survey + Completed Survey) * 100.

Available Dimensions

Results can be projected by:
* Assigned To
« CaselD

* Region
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* Location
* Company Name
* Contact (the default dimension when the page is opened)

e Case Priority

Exporting Dialog Responses

PeopleSoft Online Marketing dialogs and surveys allow you to gather useful information from audiences
that respond to the dialogs. While operational reports provide a useful and powerful way to view and
analyze these responses, it is also useful to be able to easily export this information to a Microsoft Excel-
formatted report. Using a simple tool, you can export Online Marketing dialog and survey information to
an XML file, which can then be imported into Excel.

Pages Used to Export Dialog Responses

Page Name Definition Name Navigation Usage

URL Maintenance URL_TABLE PeopleTools, Utilities, Specify the URL of the FTP
Administration, URLs, URL | server (must be a secured
Maintenance (FTPS) server where the

exported file will be attached.

Dialog Response Export RY_DRE CTL Marketing, Operational Specify information about the
Reports, Document report to be exported.
Responses, Dialog Response
Export

Dialog Response Export Page

206

Use the Dialog Response Export page (RY _DRE CTL) to specify information about the report to be
exported.

Navigation
Marketing, Operational Reports, Document Responses, Dialog Response Export

Report ID Enter a meaningful report ID that defines the type of report you
are generating. For security purposes, report IDs are unique to
each user (for example, if two users each defined a report named
June 09 Survey Responses, each would only see his or her own

report).
Description Enter a description of the report and its purpose.
Business Unit Select the business unit in which the dialog was created.
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Dialog Name

Limit responses to Audience

Response From Date

Through Date

Using Interactive Reports in PeopleSoft Marketing Applications

Select the name of the dialog from the list of available choices.
The list will display only the names of dialogs you have
permission to access, and will only include Live dialogs.

(Optional) Enter an audience name to export responses only
from members of that audience. You can only choose audiences
that you are authorized to view (you must have permission to
view both Individual and Aggregate responses for the chosen
audience). Leave the field blank to export responses from all
respondents, regardless of audience.

Enter a date if you want to limit the exported responses to only
those submitted after that date. Leave the field blank if you do
not want to specify a beginning date.

Enter a date if you want to limit the exported responses to only
those submitted before that date.

Note: You can enter dates in the Response From Date or
Through Date fields, both, or neither, depending on how you
want to limit the exported responses.
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PeopleSoft Marketing Reports

PeopleSoft Marketing Reports: A to Z

This table lists the PeopleSoft Marketing reports, sorted by report ID.

For more information about running these reports, refer to:

*  The corresponding topic in this product documentation.

*  Peoplelools: PeopleSoft Process Scheduler

*  Peoplelools: BI Publisher for PeopleSoft

*  Peoplelools: SOR Language Reference for PeopleSoft

For samples of these reports, see the Report Samples that are published with the online documentation.

Report ID and Report Description Navigation Run Control Page

Name

RAC1000 Use this report to view and Marketing, Operational RUN_RAC1000
evaluate leads generated by Reports, Campaign

Campaign Effectiveness marketing campaigns over a | Effectiveness
specified period.

RAC1001 Use this report to view and Marketing, Operational RUN_RAC1001
evaluate leads generated Reports, Activity

Activity Effectiveness by marketing campaign Effectiveness
activities.

RAC1002 Combined Campaign and Marketing, Operational RUN_RAC1002
Activity effectiveness report. | Reports, Campaign and

Campaign and Activity This report can be generated | Activity Effectiveness

Effectiveness using BI Publisher in addition
to Crystal Reports.

RAC1003 This report is a frequency Marketing, Operational RUN_RACI1003
report displaying percentage, | Reports, Campaign Count by

Campaign Count by Score number of people scripted Score
and the score of the script by
Campaign / Activity.
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Report ID and Report
Name

Description

Navigation

Run Control Page

RAC2000

Task Management

This report shows all the
Tasks irrespective of whether
they are Campaign Tasks

or Content Tasks. Using the
report parameters you may
obtain a list of Tasks a) for

a particular Campaign b) for
a Particular Content c) All
Campaign and Content Tasks

Marketing, Operational
Reports, Task Management

RUN_RA2000

RAC7000

Campaign ROI (return on
investment)

This report compares the
actual revenue generated

by a particular activity

over its actual cost. A
negative ROI indicates

costs exceed revenues. The
report is grouped by Rollup
Campaigns, Campaigns. This
report can be generated using
BI Publisher in addition to
Crystal Reports.

Marketing, Operational
Reports, Campaign ROI

RUN_RA7000

RAC8000

Campaign Expense

This report shows the forecast
and actual costs incurred for
each campaign activity. The
Variance column indicates
the deviation of actual over
forecast cost. (negative
variance indicates you have
spent more than forecasted)
This report is grouped by
Campaign within Rollup
Campaign.

Marketing, Operational
Reports, Campaign Expense

RUN_RAS8000

RAC9000

Content Management

This report audiences all
defined content and audiences
quantity and status of each
item. The report is grouped by
Parent Content.

Marketing, Operational
Reports, Content Management

RUN_RA9000

RAC9001

Campaign-Content
Management

This report audiences

all defined content for a
particular campaign activity.
The report is grouped by
Campaign and Parent Content.

Marketing, Operational
Reports, Campaign Content
Management

RUN_RA9001

RAC10000

Campaign Management

This report shows audiences
all campaigns and activities
under a Rollup Campaign.

Marketing, Operational
Reports, Campaign
Management

RUN_RA1000
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