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Welcome to Release 11i of the Oracle iSupport Implementation and User Guide.
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TTY Access to Oracle Support Services
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Documentation Accessibility
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time, and Oracle is actively engaged with other market-leading technology vendors to
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Applications data using anything other than Oracle Applications, you may change a row
in one table without making corresponding changes in related tables. If your tables get
out of synchronization with each other, you risk retrieving erroneous information and
you risk unpredictable results throughout Oracle Applications.
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1
Overview

This chapter covers the following topics:

• Overview of This Topic Group

• Oracle E-Business Suite Overview

• Oracle iSupport Overview

• Users

• Oracle iSupport Homepage

• Service Request

• Knowledge Base

• Technical Library

• Oracle iSupport Forums

• Account Management

• Products Repository

• Customer Communications

• Business Flows

• User Profile

• User Management

• Site Management

• Configurability

Overview of This Topic Group
This topic group provides an introduction to the Oracle iSupport 11i application and its
components, and lists features and functionality new in this release.

• Oracle E-Business Suite Overview, page 1-1

• Oracle iSupport Overview, page 1-2

Oracle E-Business Suite Overview
Oracle E-Business Suite offers your business a complete set of applications capable of
automating any function of your daily business processes. Available by module or as a
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complete suite, Oracle applications assist you in everything from running your supply
chain operations to managing your employees to marketing, selling, and providing
customer service. Oracle E-Business Suite applications help you know more about you
business; do more with your resources, and spend less. For more information, visit
the Oracle E-Business Suite web site at:

http://www.oracle.com/applications/.

Oracle iSupport Overview
Oracle iSupport is an Internet-based customer support application that enables service
organizations to provide self-service customer support online.

Oracle iSupport drives service profitability by decreasing the number of calls coming
into the contact center. This secure self-service web portal gives customers and
employees immediate customer service 24x7. Its sophisticated knowledge management
system provides the information needed to solve problems, leading to increased
customer satisfaction.

Key benefits:

• Enables organizations to provide targeted support to their users by utilizing the
multiple sites capabilities

• Enables customers and employees to solve problems themselves through a
searchable knowledge base

• Reduces agent-assisted contacts with customers by giving them the ability to review
and track orders, payments, shipments, contracts, returns, and repair orders

• Saves costs by enabling customers to register their products, manage their product
configurations, and create and track product returns

• Provides complete customer care through integration with Oracle E-Business Suite
applications

Users
Oracle iSupport supports these types of users:

• Primary User is a business customer user (B2B) and has privileges to manage users
belonging to his organization.

• Business User (business to business (B2B))

• Individual User (business to consumer (B2C))

• Oracle Applications System Administrator

• Oracle iSupport Administrator

• Employee User: Employee of the service organization

Oracle iSupport supports only those employee users who access Oracle iSupport to
request service and to meet their support needs. Oracle iSupport is not intended for
support agents.

• Knowledge Management Administrator User
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