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‘ Introduction

Who Should Use This Guide

Who Should Use This Guide

The audience for this guide consists of:

Users Application users who are familiar with their Siebel applications.

System System administrators who have a working knowledge of their
Administrators  email client, MAPI drivers, Siebel application architecture, and
general systems administration.

How This Guide Is Organized

This guide is organized according to the different audiences for the product and the
tasks they typically perform. All audiences will want to read Chapter 1, “Overview”
and Chapter 2, “Sending Email to Siebel eMail Response.” After these chapters, read
the chapters that pertain to your task—administering the product or managing
email.

What’s New in This Release

Version 6.0 of Siebel eMail Response has several new features:

Feature Description Where Found
My Incoming Email Enables an agent to manage a queue of incoming Chapter 4
View emails.

Inbound Media Supports administration of eMail Response within Chapter 3
Processing the Siebel dedicated client.

Administration
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Additional Documentation

Additional Documentation

Version 6.0

The following documentation also provide information on the topics addressed in
this guide.

Siebel Communications Server Administration Guide

Siebel Tools Guide

Siebel Server Administration Guide

Siebel Applications Administration Guide

Siebel CTI Guide

For copies of these documents, please use Siebel Books Online, accessible via the
Worldwide Services tab on the Siebel Systems Web site (ww. si ebel . com).
Through Siebel Books Online, you can order additional Siebel documentation and
copies of the Bookshelf for Siebel eBusiness Applications CD-ROM.

Another source of information is the Siebel Online Help.
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Contacting Siebel Technical Support

Contacting Siebel Technical Support

Do you know how to access Siebel Technical Support? It is crucial that you
understand the requirements for getting support. This will ensure the best
experience possible. If you have questions, please don’t hesitate to contact us.

To ensure that you maximize your knowledge of Siebel products and your return on
investment:

m You must attend Siebel training to become a “designated contact.”

m Your trained designated contacts provide technical support to your users. Siebel
Technical Support provides support to your “designated contacts” only.

To provide efficient and timely support, and to empower you in the process:

m Siebel Technical Support is primarily Web-based, accessed via Siebel
SupportWeb (htt p: // suppor t web. si ebel . conj. Please submit new
service requests to us through SupportWeb, where you can also search the
knowledge base for solutions.

m Designated contacts receive read/write access to SupportWeb. All other project
team members at your company receive a read-only account to ensure they can
reap the benefits of the support knowledge base.

To register for Siebel training, please access htt p: // www. si ebel . com
educat i on/ and choose Siebel Customer Technical Education. Questions on the
above can be directed to Siebel Technical Support at:

eBusiness Customers: support@siebel.com

Workgroup Customers: swasupport@siebel.com or:

Americas: eBusiness: 800.214.0400 or 650.295.5724Workgroup: 800.354.1571
London: +44.1784.494.949  Tokyo: + 81.3.5469.3811 (main number)
Munich: +49.89.95718.400  Singapore: +65.320.8533 (main number)

Please submit technical issues and updates to Siebel SupportWeb
(http://supportweb. siebel.com. If you do not have a SupportWeb

account, please email us at the relevant email address above. Thank you and we
hope you enjoy working with Siebel Technical Support!
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Siebel Welcomes Your Comments

Version 6.0

To help us with future versions, we want to know about any corrections or
clarifications that you would find useful. Please include in your message:

m The title and version of this guide

m Your name, your company name, job title or functional area, phone number, and
email address

Write to us or send us email at:

Siebel Systems, Inc.

Technical Publications Department
1855 South Grant Street

San Mateo, CA 94402-2667

doc@siebel.com

We appreciate your feedback.
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‘ Overview

Overview

Overview

Siebel eMail Response is a Siebel application that interacts with the Siebel database
in response to received email. Siebel eMail Response can monitor an email inbox,
parse inbound email to extract the sender and the purpose of the email, sort
contents of the email into fields within the Siebel database, and automatically reply
to the sender.

Siebel eMail Response is installed during the installation of the Siebel Server. See
the Siebel Server Installation Guide for details. Siebel eMail Response uses the Email
Agent Server Component to receive email and uses parts of the Communication
Server to send responses. By setting up the Communication Server, you will be able
to use all of the functions of Siebel eMail Response. See the Siebel Communications
Server Administration Guide for details.

This chapter provides a conceptual overview of Siebel eMail Response.

About Siebel eMail Response

Siebel eMail Response can accommodate keyword-based and free-form email
messages. Each of these is discussed in this section.

m Keyword-based email. For keyword-based email messages, specific keywords are
required on the subject header of received email messages to indicate different
actions.

Keywords include submit, status, query, update, and help. Keyword-based email
is efficient for service-related requests. Keywords allow the customer to
communicate the severity of the problem, allow Siebel eMail Response to
accurately categorize the problem, and provide valuable information that Siebel
Assignment Manager can use to notify the appropriate service representatives in
your organization.

To simplify keyword usage for your customers, provide your customers with
email templates, or create a form or HTML-based email interface to be used by
your customers. Siebel eMail Response provides a keyword-based service
request capability, referred to in this guide as the Service Request scenario.
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About Siebel eMail Response

m Free-form email. Free-form email messages are a fast and easy way for your
customers to communicate with you but provide less specific information than
in keyword-based email messages.

Free-form email messages allow for a broad range of communications, such as
requests for general information, expressions of interest in a product or event,

and order requests. Siebel eMail Response provides a free-form email message-
based capability, referred to in this guide as the Activity scenario.

The business object architecture of Siebel eMail Response allows you to configure
Siebel eMail Response for alternative email message-based capabilities. Custom
configuration of Siebel eMail Response enables it to work with business objects
such as Campaigns, Orders, and Opportunities. The Campaign scenario described
in this guide is one such possibility.

Version 6.0 Siebel eMail Response Guide 1-3
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Siebel eMail Response Architecture

Siebel eMail Response Architecture

Siebel eMail Response is based on the Siebel object model, and its behavior can be
affected through the configuration of business components using Siebel Tools.

Siebel eMail Response communicates with the email system through MAPI
(Messaging Application Programming Interface), a standard supported by
Microsoft. Siebel eMail Response uses many of the functions defined by the
Extended MAPI specification. Siebel eMail Response can be used with any email
system that conforms to this specification.

The Siebel eMail Response high-level architecture is shown in Figure 1-1.

Customer

H Internet Mail

MAPI-Compliant
Mail System

Siebel eMail Response
(MAPI Client)

Siebel
Database

Figure 1-1. Siebel eMail Response Architecture
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Siebel eMail Response Business Services

Siebel eMail Response Business Services

Siebel eMail Response uses Business Services to interact with the Siebel database.
You can use any pre-defined or newly created business service by specifying a
response group in the Inbound Media Processing view of the Communications
Administration screen. Siebel eMail Response uses the Inbound Email Manager
business service by default.

When processing received email messages, the Inbound Email Manager business

service interacts with the Siebel database through a single business object and its
business components. The exact business object and the business components may
be configured as described below. The relationship among the business components
is established via links.

The Inbound Email Manager business service uses up to four business components,
as shown in Figure 1-2.

Authentication
Business Component

— Primary
Business Component

Attachment Secondary
Business Component Business Component

Figure 1-2. Siebel eMail Response Business Components

The authentication business component is used to authenticate the address of the
sender. It searches for a record that matches the sender’s email address. Any
business component that has an email address field can be used as an
authentication business component.
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Siebel eMail Response Business Services

The authentication business component usually has a one-to-many link with the
primary business component. This relationship establishes visibility on the primary
business component. For example, if the primary business component account ID
is linked with an authentication business component account ID, customers will
only see records from their account. If the primary business component contact ID
is linked with an authentication business component contact ID, customers will
only see records relating to themselves.

The primary business component usually has a one-to-many link with the
attachment business component and with the secondary business component. The
attachment business component stores email attachments. The secondary business
component stores records from an “update” email message or returns associated
detail records for a “status” email message.

You can depend upon the link among these business components to populate fields
in your business components. For example, the authentication business component
can contain fields for account ID and contact ID of authenticated users. When
processing “submit” type messages, you can use the Pre Default Value field property
to transfer these values from the authentication business component into the
primary business component.

Because Siebel eMail Response is based on the Siebel object model, you can also
use Siebel VB or Siebel eScript in the business components to perform additional
processing.

In addition, you can use Siebel Workflow to further automate your email
interactions. Please see the Siebel Workflow Guide for more information about how
to use Siebel Workflow.
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Usage Scenarios

Usage Scenarios

The Siebel repository contains a predefined business service called the Inbound
Email Manager. This business service is configured with two methods: Process
Service Request and Create Record. You can modify these methods to accomplish
other types of scenarios such as processing a campaign.

Process Service Request Method

The default Process Service Request method arguments are configured for the
Service Request scenario. In this scenario, customer email messages must have a
keyword in the subject title. The keywords are Help, Status, Query, Submit, and
Update. Typically, the first email message a customer sends contains the keyword
Help in the message subject. The customer then receives a set of instructions that
explains how to construct email service request messages.

Create Record Method

The default Create Record method arguments are configured for the Activity
scenario. In the Activity scenario, customers send email with arbitrary text in the
subject and body of the message. No keywords are necessary. Siebel eMail Response
creates a Mail Agent Activity record for each received message.

Modified Methods

You can modify the Process Service Request and Create Record methods to fit the
needs of your business. For example, you can modify the Process Service Request
method to process a campaign rather than a service request.

NOTE: Configuration specialists can assist in defining the appropriate business
objects and business components in Siebel Tools for the campaign scenario or other
custom scenarios.
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Usage Scenarios

Typically, in the campaign scenario where you use the Process Service Request
method to process a campaign, a customer would respond to an offer presented on
a Web site. The Web site would construct a response email message in the
appropriate format; for example, the Subject header might specify an “update”
keyword followed by the campaign ID number.

When Siebel eMail Response receives the email message, Siebel eMail Response
would send an auto-acknowledge (for example, a conference registration
confirmation note) to the customer and create a new record in the secondary
business component. Call center agents are notified of the response to the campaign
via Siebel Assignment Manager or Siebel Call Center, after which they may follow
up with the customer.

The target business object in this scenario is Campaign. The authentication
business component is Contact. The primary business component is Campaign. The
secondary business component is Response.

1-8 Siebel eMail Response Guide Version 6.0
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Overview

Overview

This chapter describes how customers may send email to Siebel eMail Response
using the Process Service Request method and the Create Record method.

Customer Requirements

Your customers must have:

m An email system that can send to and receive messages from your corporate
email system.

m An email enabled record in the authentication business component of the Siebel
eBusiness Applications database, unless you disable the authentication business
component. Refer to “Siebel eMail Response Business Services” on page 1-5 for
information on the authentication business component.
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Process Service Request Method

Process Service Request Method

When you are using the Process Service Request method, customer email messages
must have one of the following subject titles: Help, Status, Query, Submit, or
Update. Typically, the first email message a customer sends contains the keyword
Help in the message subject. The customer then receives a set of instructions that
explains how to construct email service request messages.

Figure 2-1 shows a sample Siebel eMail Response request using Help as the subject.

= help - Message M=
File Edit View Insett Format Took Compose Help ‘
Exd &5 @0 mer ! 1[TR %3
faiel SERIIE SN
Message I Options ]
To.. |custsuggurt@samglewg‘:Um
e ||
Subject: Ihe\p
|
-]

Figure 2-1. Sample Help Request

The email messages are parsed using keywords on the subject line and email
message body. The type of transaction is indicated by the first word (the command)

on the subject line of the email message.
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Process Service Request Method

Table 2-1 provides a quick overview of all the email commands that can appear as
the email subject.

Table 2-1. Email Subject Commands

Command Action

Help Requests instructions on how to send email to Siebel eMail Response

Status Requests the current status of the service request specified by the service
request number

Query Requests a list of service requests for which the email sender appears as a
contact

Submit Creates a new service request in the database

Update Allows the customer to update an existing service request with new
information

Other Equivalent to Help (requests instructions on how to send email to Siebel

subjects eMail Response)

Creating the Email Message Text

In the body of the email message, a customer can use field identifiers (also called
field tags) to identify types of information. Field identifiers must be enclosed within
square brackets ([ ]), and each field identifier must appear on its own line. These
identifiers are field names in the business component that Siebel eMail Response

uses to read and write to the database. A list of field identifiers appears in the tables
throughout the rest of this chapter.

For example, to identify a level of service request severity, a customer might use the
Severity field identifier in the body of an email message:

[ Severity]
1 - critical

Any text that appears after a field identifier and before the next identifier is
considered the value for that field.

2-4 Siebel eMail Response Guide Version 6.0



Sending Email to Siebel eMail Response ‘

Process Service Request Method

Figure 2-2 shows a sample Siebel eMail Response message using the [Severity] field

identifier.
| submit - Message =[0]x]
File Edi View Insert Formak Tnoks Composs Help ‘
e @& s @0 me v 1 ERD %
o HEREGIE RS NS =
Message I Options ]
To.. |custsuggurt@samglewg‘:Um
e ||
Subject: |suhrmt
[Severity] ;I

1 - critical

Figure 2-2. Sample Email Message with Field Identifier

Some field identifiers require that a specific value follow the identifier. For instance,
the [Area] identifier requires a specific value such as USAGE or INSTALLATION.
These values match the field values that are used in the Siebel database.
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Process Service Request Method

Siebel eMail Response Request Format

Customers can request instructions on how to use Siebel eMail Response, submit
service requests, request the status of existing service requests, request a list of the
service requests for which they appear as a contact, and update service requests.

Requesting Help

To get help on using Siebel eMail Response, a customer sends an email message
with the subject as Help. The customer then receives a Help file in response.
Table 2-2 shows the field identifier and default email response for the Help email
subject. By default, the Help directions are stored in a file named MailHelp.txt.

Table 2-2. Help Email Subject

Field Identifier Default Email Response

None: Any text that appears in the body = Help instructions on using Siebel eMail
of the email message is ignored. Response

The MailHelp.txt file is stored in the Siebel eMail Response installation directory
and can be edited with any text editor. Alternatively, the Help directions can be
stored in another text file that you create and specify in the Response Group Input
Arguments.
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Process Service Request Method

A customer can submit a service request. The service request is automatically
entered into the Siebel eBusiness Application database as a new record and
assigned a service request number. The customer can attach a file to the service
request submission (for example, a configuration file to be reviewed by a customer
service representative). Any attachments to the email message are saved as
attachments to the new service request record. Table 2-3 shows the field identifiers
and email responses for the Submit email subject.

Table 2-3. Submit Email Subject

Field Identifiers

Optional. If there are no field identifiers, all the

text is saved and attached to the service request.

For the Submit request, the message body
should use this format:

[ Area]
One of the following:

Abnormal Usage
Installation
Upgrade

User Interface

[ Severity]
One of the following:

1-Critical
2-High
3-Medium
4-Low
5-Question

[ Abstract]
Your abstract (a brief, one-sentence description)
[ Descri ption]

Your description

Response Email

The following text appears in the
response from Siebel eMail Response:

“Your service request has been
submitted successfully. Your service
request number is SR number. Please
use the number for future reference.”

Version 6.0
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Process Service Request Method

If the customer enters a valid subject line, but makes an error in the body of the
email message, the entire message is attached to the corresponding service request
for later review by service personnel. Nothing in the email message is lost. If the
customer does not enter a valid subject line, an email with Help text describing how
to create emails is sent to the customer.

Requesting the Status of a Service Request

A customer can request the status of an existing service request. The customer
needs to know the service request number assigned to the request by the Siebel
application. The number can be entered after the status command on the subject
line; for example, status 3-A2B. Table 2-4 shows the field identifier and default
email response for the Status email subject.

Table 2-4. Status SR Number Email Subject

Field Identifier Default Email Response

None The following response is sent:
The current status for service request number SR number is:
Status:
Sub-Status:
Area:
Severity:
Abstract:
Description:

Activities:

2-8 Siebel eMail Response Guide Version 6.0
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Process Service Request Method

Querying Service Requests

The Query subject title requests a list of service requests for which the email sender
appears as a contact, as shown in Table 2-5.

Table 2-5. Query Email Subject

Field Identifiers Default Email Response

For the Query request, the message body should The response is a list of service
use this format: requests for which the email sender
appears as a contact and that match

[ Creat ed] the query criteria, if any, specified by
> = "9/30/1997 00:00:00" the sender.
[ Area]

One of the following:

Abnormal Usage
Installation
Upgrade

User Interface

[ Severity]
One of the following:

1-Critical
2-High
3-Medium
4-Low
5-Question

[ Abstract]

Wildcard search string (for example, *disk*)

[ Descri ption]

Wildcard search string (for example, *write error*)

Any or all of the field-value pairs that appear in the
body text can be omitted.

Updating a Service Request

The Update subject requests an update on an existing service request. The update
appears as a new activity associated with the service request. No change is made
to the service request itself.

Siebel eMail Response Guide 2-9
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Create Record Method

A service request number should appear on the subject line immediately after the
Update keyword (for example, Update 3-A2B). The message body should contain
additional information to be associated with the service request. The message body
is saved in the Description field of a new activity record, and any attachments are
saved as attachment records associated with the service request. Table 2-6 shows
the field identifier and default email response for the Update email subject.

Table 2-6. Update Email Subject

Field Identifier Default Email Response

None The customer receives an acknowledgment that the Update
request has been successfully submitted.

Create Record Method

Using the Create Record method, customers send email with arbitrary text in the
subject and body of the message. No keywords are necessary. Siebel eMail Response
creates a Mail Agent Activity record for each received message.

For example, the subject header is stored in the Activity Description field, message
text is stored in the Activity Comments field, and the email message itself (in Rich
Text format, including complete text, attachments, and embedded objects) is stored
as an attachment to the activity.

The Create Record method consolidates contact information in a central location,
regardless of whether contact was via telephone, email, fax, or a Web site hit. The
Create Record method has the following benefits:

m Consolidated customer contact information for the call center, regardless of
medium (phone, email, and so on).

m For any given customer, a call center agent can see each contact for all email
interaction.

m Integration with Siebel Assignment Manager allows for efficient task and work
distribution within your organization.
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‘ Administering Siebel eMail Response

Overview

Overview
This chapter describes the administration of Siebel eMail Response and explains
how to grant user access to Siebel eMail Response.
The Siebel eMail Response configuration (emailresp.cfg) file, which is created
during installation, has the same structure and parameters as all other Siebel
application configuration files.

Prerequisites

This section describes prerequisites for administering Siebel eMail Response.

To prepare for administering Siebel eMail Response

1

If you are running Windows NT, make sure that the Windows Messaging option
is installed.

If you have a MAPI-compliant mail client installed on the computer, you will
have already met this prerequisite. Microsoft Inbox, Microsoft Exchange Client,
and Microsoft Outlook are examples of MAPI-compliant mail clients.

Have the appropriate MAPI driver installed for your particular mail system.
See the Siebel Communications Server Administration Guide for details.

Set up a mailbox or account on your company’s email system for the exclusive
use of Siebel eMail Response.

Use the Mail and Fax option on the control panel to set up a profile that specifies
which mailbox you want customers to send email to, and where that mailbox
resides.

To verify that the setup is working correctly, use a MAPI-compliant mail client,
such as Microsoft Inbox, to read and send email from this mailbox.

Make sure that you are using the profile set up in Step 4. If you can access the
dedicated mailbox, you are ready to run Siebel eMail Response.
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Administration

Administration

Siebel eMail Response administration tasks include the following:

m Set up a Siebel communication profile on the mail system from which Siebel
eMail Response will monitor incoming emails. See the Siebel Communications
Server Administration Guide for more details on how to set up and manage a
profile.

m Configure eMail Response:
m Configure a response group
m Associate communication profiles with response groups.
m Configure the input arguments.
m Configure response properties to further parse an email body text.

m Create email templates for use when responding to emails using the My
Incoming Email view.

m Start and stop Siebel eMail Response using the email agent server component.

Configuring Siebel eMail Response

Version 6.0

Siebel eMail Response relies on business services for defining processing logic.
Siebel eMail Response invokes a user-specified method from a business service after
extracting all the email properties from an incoming email. The extracted properties
are then passed as parameters to the method. The method being invoked can be
another defined method. Siebel eMail Response uses the Inbound Email Manager
business service. The Create Record and Submit Service Request methods are
predefined methods in the Inbound Email Manager business service.

The Siebel eMail Response methods use three different types of inputs:

m Input arguments. Specific actions that are passed to a method as parameters. Use
input arguments to control how a method behaves.

m Response properties. Used to parse the text in the body of an email searching for
specific phrases that can be passed to business services.
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m Fixed email properties. Inputs that are parsed from the email and automatically

passed to the business service.

NOTE: After configuring eMail Response, you must stop and restart the Email

Agent Server component for your changes to take effect.

Configuring Response Groups

A response group defines the list of mailboxes to monitor and the processing
behavior for inbound email. Use the Response Groups view, shown in Figure 3-1,

to configure response groups.

# Siebel eMail Response - Response Groups =] %]
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Figure 3-1. Response Groups View
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To configure response groups

1 Choose Screens = Communication Administration = Inbound Media Processing
— Response Groups.

The Response Groups view appears.

2 Right-click in the Response Groups list applet, then select New Record.
An empty row is added to the list.

3 Enter a unique name to identify the response group.
You can create different response groups to monitor different mailboxes.

4 Select Inbound Email Manager from the drop down list in the Service Name
field.

5 Select the method that you want to use.
You can only select one method per response group.

6 If you want to delete emails after they have been processed, activate the Delete
Processed Message field.

NOTE: You should only activate the Delete Processed Message field if you are sure
you want to permanently delete emails from the mailbox profile you are
monitoring.

7 Enter the administrator's email address.

Error notifications and messages intended for the Siebel eMail Response
administrator are sent to this address.
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Associating Profiles with Response Groups

Use the Response Group Profiles view, shown in Figure 3-2, to associate profiles
that you want Siebel eMail Response to monitor with response groups. The
response groups contain information about mailboxes on your email system.You
must set up these response groups in advance from the Communications Adapters
and Profiles view. See the Siebel Communications Server Administration Guide for
more details on using the Communications Adapters and Profiles view.

£ Siebel eMail Response - Response Group Profiles
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Figure 3-2. Response Group Profiles View
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To associate profiles with response groups

1

In the Response Groups view (previously shown in Figure 3-1), select the
response group for which you want to configure profiles.

Click Profiles on the navigation bar on the leftmost side of the screen.

The Response Group Profiles view appears displaying the response group you
selected.

Right-click in the Profiles list applet, then select New Record.
The Add Communication Profiles dialog box appears.
Select a profile.

After selecting the profile, the parameter profile overrides appear.

NOTE: You can select profiles while the Email Agent Server component is
running.

Configuring Input Arguments

Input arguments are specific actions that are passed to a method as parameters.
Use input arguments to control how a method behaves. Changing the values of
the input arguments increases the flexibility of Siebel eMail Response. You can
select different business objects and components to write information to the
database, and you can add help descriptions and tailor auto-acknowledge
responses by changing the values of the input arguments.
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Use the Response Group Input Arguments view, shown in Figure 3-3, to configure
the input arguments. Before going to this view you should select a response group
from the Response Group view, previously shown in Figure 3-1.

#- Siebel eMail Response - Response Group Input Arguments
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Figure 3-3. Response Group Input Arguments View
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To configure input arguments

1 In the Response Groups view, select the response group for which you want to
configure input arguments.

2 Click Input Arguments on the navigation bar on the leftmost side of the screen.

The Response Group Input Arguments view appears displaying the response
group you selected.

3 In the Input Arguments list applet, click Generate Defaults.

A list of the default input arguments for the response group and its method
appears in the list applet.

4 If necessary, modify the default input argument values.

See Table 3-1 on page 3-10 and Table 3-2 on page 3-12 for descriptions of the
input arguments.

If you want to regenerate the default values after they have been modified, delete
the changed records first, then click on the Generate Defaults button again.

NOTE: To change the default values, use Siebel Tools and change the repository
definitions. See the Siebel Tools Guide for more information about how to use
Siebel Tools.

Instead of using these business services, Siebel eMail Response can use Siebel
Workflow to generate work and process email. Please see the Siebel Workflow
Guide for more information about how to configure Siebel Workflow.

The Create Record method creates one record for each inbound email. This is
similar to treating every email as a Submit request in the Service Request
scenario. By default the Create Record method creates an activity record and
attempts to link it to a contact based on the sender's email address.
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Table 3-1 describes the Input Arguments for the Create Record method and the
Process Service Request method.

Table 3-1.
Methods

Input Arguments for the Create Record and Process Service Request

(Sheet 1 of 3)

Argument

Accept Replies

Attach Always

Attach BusComp

Attach Save
Attachments

Business Object
Lookup BusComp

Lookup Email
Address Field

Lookup Failure
Reply

Lookup Failure
Reply Flags

Lookup Optional

Fields

Lookup Sender
Mode

3-10 Siebel eMail Response Guide

Value

If the value is Y, processes replied to and forwarded messages. If the
value is N, ignores replied to and forwarded messages.

If the value is Y, always saves the entire message as a Siebel
attachment. If the value is N, saves entire message only if the body is
longer than the Submit Body field.

Name of attachment business component in business object.

If the value is Y, saves message attachments as separate Siebel
attachments. If the value is N, ignores message attachments. For
example, if the value is Y and the inbound message contains a
Microsoft Word document, the document will be saved as a separate
Siebel attachment. The entire message containing the Word
document is also saved as a Siebel attachment. The default value is N.

Name of business object to operate on.
Name of business component for looking up sender.

Field in the lookup business component to search for sender's email
address.

Auto-reply template when the sender cannot be found.

Auto-reply flags when the sender cannot be found. A combination of:
2—add original message, 4—don't send to sender, 8—send to
administrator. For example, a value of 10 (2 + 8) indicates that the
original message text should be appended to the auto-reply template
and the administrator should receive a copy of the auto-reply.

Optional fields used in looking up sender. The values come from the
email body in the form [field name], followed by the value on the
next line.

Mode of sender lookup: 0—required, 1—none, 2—optional. This
enables Siebel eMail Response to validate whether an email address
is required or optional.
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Input Arguments for the Create Record and Process Service Request
(Sheet 2 of 3)

Argument

Primary BusComp

Submit Attach
Flag Field

Submit Body Field

Submit CC List
Field

Submit Failure
Reply

Submit Failure
Reply Flags

Submit From
Email Field

Submit From
Name Field

Submit Received
Time Field

Submit Sent Time
Field

Submit Subject
Field

Submit Success
Reply

Submit Success
Reply Flags

Submit To Email
Field

Value

Name of primary business component in business object to operate
on.

Field in primary business component to set the attachment indicator
when creating a record.

Field in primary business component to set the body when creating
a record.

Field in primary business component to set the CC list when creating
a record.

Auto-reply template when a record cannot be created successfully.

Auto-reply flags when a record cannot be created successfully:
2—add original message, 4—don't send to sender, 8—send to
administrator.

Field in primary business component to set the sender email address
when creating record.

Field in primary business component to set the sender name when
creating a record.

Field in primary business component to set the message received
time when creating a record.

Field in primary business component to set the message sent time
when creating a record.

Field in primary business component to set the subject when creating
a record.

Auto-reply template when a record is created successfully.

Auto-reply flags when a record is created successfully: 2—add
original message, 4—don't send to sender, 8—send to administrator.

Field in primary business component to set the receiving profile email
address when creating a record.
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Table 3-1.
Methods

Input Arguments for the Create Record and Process Service Request
(Sheet 3 of 3)

Argument

Submit To List
Field

Submit To Name
Field

Value

Field in primary business component to set the To list when creating
a record.

Field in primary business component to set the receiving profile name
when creating a record. This is used in the My Incoming Email view
to determine the From address for the response email.

The Process Service Request method performs different queries to the database
and returns the results to the sender based on the subject of the inbound email.

The Process Service Request method supports all of the arguments in Table 3-1,
plus the arguments described in Table 3-2.

Table 3-2. Additional Input Arguments for the Process Service Request

Method

(Sheet 1 of 3)

Argument

Help Error Reply
Help Error Reply
Flags

Help File

Query Failure
Reply

Query Failure
Reply Flags

Query Fields

Query Keyword

Query Rows

3-12 Siebel eMail Response Guide

Value

Auto-reply template when the help file is not found.

Auto-reply flags when the help file is not found. A combination of:
1—add help, 2—add original message, 4—don't send to sender, 8—
send to administrator.

Path to the help file.

Auto-reply template when a query request cannot be processed
successfully.

Auto-reply flags when a query request cannot be processed
successfully: 1—add help, 2—add original message, 4—don't send to
sender, 8—send to administrator.

List of primary business component fields to return in query
requests.

Subject keyword for query requests.

Maximum number of records to return in query requests.

Version 6.0



Administering Siebel eMail Response

Version 6.0

Method

Administration

Table 3-2. Additional Input Arguments for the Process Service Request
(Sheet 2 of 3)

Argument

Query Success
Reply

Query Success
Reply Flags
Secondary

BusComp

Status Failure
Reply

Status Failure
Reply Flags
Status Keyword

Status Secondary
Fields

Status Secondary
Rows

Status Success
Reply

Status Success
Reply Flags
Submit Keyword

Update Body Field

Update Failure
Reply

Update Failure
Reply Flags

Value

Auto-reply template when a query request is processed successfully.

Auto-reply flags when a query request is processed successfully: 1—
add help, 2—add original message, 4—don't send to sender, 8—send
to administrator.

Name of secondary buscomp in business object for Update and
Status requests.

Auto-reply template when a Status request cannot be processed
successfully.

Auto-reply flags when a Status request cannot be processed
successfully: 1—add help, 2—add original message, 4—don't send to
sender, 8—send to administrator.

Subject keyword for Status requests.

List of secondary business component fields to return in Status
requests.

Maximum number of secondary buscomp records to return in Status
requests.

Auto-reply template when a Status request is processed successfully.

Auto-reply flags when a Status request is processed successfully: 1—
add help, 2—add original message, 4—don't send to sender, 8—send
to administrator.

Subject keyword for Submit requests.

Field in secondary business component to set the body in Update
requests.

Auto-reply template when an Update request cannot be processed
successfully.

Auto-reply flags when an Update request cannot be processed
successfully: 1—add help, 2—add original message, 4—don't send to
sender, 8—send to administrator.
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Table 3-2. Additional Input Arguments for the Process Service Request
Method (Sheet 3 of 3)

Argument Value

Update Keyword Subject keyword for Update requests.

NOTE: In order for the update to work, contact must be associated
with an account.

Update Subject Field in secondary business component to set the subject in Update
Field requests.

Update Success Auto-reply template when an Update request is processed

Reply successfully.

Update Success Auto-reply flags when an Update request is processed successfully:
Reply Flags 1 —add help, 2—add original message, 4—don't send to sender,

8—send to administrator.

Configuring Response Properties

Use response properties to parse the text in the body of an email searching for
specific phrases that can be passed to business services. For example, suppose you
designed an email promotion, and you ask recipients to respond directly to the
email promotion message. At the bottom of the email promotion message you add
the following text line: Campaign Code = 000041. You can then create a response
property that searches for the text Campaign Code =, then retrieves the text 000041
and passes it to a business service.
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Use the Response Group Response Properties view, shown in Figure 3-4, to
configure the response properties.

£ Siebel eMail Response - Response Group Response Properties
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Figure 3-4. Response Group Response Properties View

To configure response properties

1 In the Response Groups view (previously shown in Figure 3-1), select the
response group for which you want to configure response properties.

2 Click Response Properties on the navigation bar on the leftmost side of the
screen.

The Response Group Response Properties view appears displaying the response
group you selected.
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Right-click in the Response Properties list applet, then select New Record.
An empty row is added to the list.

Enter the name of the response property.

Enter a prefix text.

The prefix text is a string value for which you want Siebel eMail Response to
search in the body of the email. Once Siebel eMail Response finds the prefix text
in the message it begins retrieving the text immediately following the prefix text
to pass to a business service.

Optional. Activate the Stop at End of Line flag if you want Siebel eMail Response
to stop retrieving text at the end of the prefix text line. If you do not activate this
field, eMail Response will assume that you want to retrieve all the text after the
prefix text until it reaches the end of the message or the suffix text.

For example, suppose an email message has the following text line: Campaign
Code = 000041. If you enter Campaign Code = as the prefix text and activate
the Stop at End of Line flag, Siebel eMail Response would retrieve the text
000041 and pass it as a parameter to the business service you defined.

Optional. Enter a suffix text.

The suffix text is a string value at which you want Siebel eMail Response to stop
retrieving text. Once Siebel eMail Response finds the suffix text in the message
it stops retrieving the text to pass to a business service.

NOTE: If you do not enter a suffix text or activate the Stop at End of Line flag,
Siebel eMail Response will retrieve text from the beginning of the prefix text
position through the end of the message.

Optional. Enter a default value.

The default value will be passed to the business service if Siebel eMail Response
cannot find the prefix text in the body of the message. You can leave the default
value blank.
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9 Optional. Activate the Use Last Occurrence flag, if you want Siebel eMail
Response to use the last occurrence of the response property in the message.

If this flag is not checked, Siebel eMail Response will use the first occurrence of

the response property.

Optional. Enter a description.

The description field provides a place for you to describe what the response
property is attempting to do.

Fixed Email Properties

Siebel eMail Response passes some fixed email properties to the business service.
Unlike response properties, fixed email properties cannot be changed and fixed
email properties parse all the parts of an email, not just the body. Table 3-3 lists the
properties that are automatically passed to the business service.

Table 3-3. Properties Automatically Passed to Business Services (Sheet 1 of 2)

Name
MsgBody

MsgSubjectPrefix

MsgSubiject
MsgSenderName
MsgSenderAddress
MsgSenderReplyTo
MsgClass

MsgSentTime
MsgReceivedTime

MsgReceiverName

Description

The body of the message.

The subject prefix of the message. For example, RE:, FW:. This
is blank if the subject does not contain any prefix.

The subject of the message, including any prefix.
The display name of the sender.

The email address of the sender.

The reply-to address of the sender.

The class of the message. This is usually IPM.Note. (IPM
stands for inter-personal message.) If the message is a report
(such as a non-deliverable report), the class can be
Report.IPM.Note.NDR. However, some messaging systems
may not set the class correctly.

The time that the message was sent.
The time that the message was received.

The response group that is used to receive the message.
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Table 3-3. Properties Automatically Passed to Business Services (Sheet 2 of 2)

Name Description

MsgReceiverAddress The email address that the message was sent to.

MsgToList The list of To recipients on the message.

MsgCclList The list of CC recipients on the message.

MsgHasAttach Contains Y if the message has attachments. Contains N if the
message does not have attachments.

MsgFileName The name of the file that contains the message.

MsgFilePath The path of the file that contains the message. The format of

the file depends on the parameter on the Siebel
communication adapter that is used to receive the message.

In addition, there are properties named MsgSubjectToken1, MsgSubjectToken2, up
to MsgSubjectToken9. Their values contain the first word up to the ninth word in
the message subject. For example, if the subject line of an email contains the
following text: Please Help, then MsgSubjectTokenl = Please and
MsgSubjectToken2 = Help and the remaining subject token properties will be
blank.

You cannot change the values of these fixed properties.
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Use the Response Templates view, shown in Figure 3-5, to add and delete email
templates for your agents to use in the My Incoming Emails view.

# Siebel eMail Response - Response Templates _ [&] %]
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Figure 3-5.

Response Templates View

To create response templates

[Item: 167

1 Choose Screens = Communication Administration = Inbound Media Processing

— Response Templates.

The Response Templates view appears.
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Click New in the form applet.

The form fields are cleared and an empty row is added to the list applet.
Enter a name for the new template.

Choose the type of template you are creating.

There are three different type of templates you can create: Greeting, Body, and
Closing.

Enter a description for the template.
Enter the template text.

You can use the available substitutions in place of actual text by cutting and
pasting the substitutions into the Template Text field. These identifiers are
generated from the Action business object and will query the database for the
information to give a more personalized response.

Starting and Stopping the Server Component

See the Siebel Server Administration Guide for information on starting and stopping
a server component. For Siebel eMail Response, use the Email Agent Server
Component.

When starting the Email Agent Server Component, you need to set the Response
Group parameter to the response group you want to monitor. A response group
defines the list of mailboxes to monitor and the processing behavior for inbound
email. For more information on setting up response groups, see “Configuring
Response Groups” on page 3-4.
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Overview

This chapter describes how an agent would respond to incoming emails using
Siebel eMail Response.

Launching Siebel eMail Response

This section describes how to launch Siebel eMail Response and go to the view
where you can manage email.

To launch Siebel eMail Response

1 Double-click the eMail Response icon on the Windows desktop or choose eMail
Response from the Windows Start = Programs menu.

NOTE: The Siebel eMail Response application has a number of screens and views
that can be used to manage services within an organization. For more
information about how to use other views within the eMail Response
application, see the Using Siebel Applications guide.

2 Choose Screens — Activities = My Incoming Email.

The My Incoming Email view appears.
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Working with the My Incoming Email View

Use the My Incoming Email view, shown in Figure 4-1, to manage incoming emails.
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Figure 4-1. My Incoming Email View

The My Incoming Email view has three applets: Incoming Email detail, displayed in
the upper left corner of the view; Attachments, displayed in the lower left corner of
the view; and Email Response, displayed in the right side of the view.
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Clicking the toggle button at the top of the Incoming Email detail applet displays a
list applet, shown in Figure 4-2, which lists all incoming email. Clicking the toggle
button again returns to the Incoming Email detail applet.

Incoming E-mail 5]

| From | Subject | Fecsivec |
»  hkim@pkparker com Rty hard drive is not working tonday

Figure 4-2. My Incoming Email List Applet
The My Incoming Email list applet displays emails assigned to the user that do not

have a status of Done. Emails can be routed to different agents using Siebel
Assignment Manager.

To review incoming emails and their attachments
1 In the Incoming Email detail applet, click the toggle button.
The Incoming Email list applet appears.
2 Select the email you want to review, then click the toggle button again.

The Incoming Email detail applet reappears displaying the information about the
selected email. By default, the Attachment list applet contains an attachment
that corresponds to the original message. This attachment has the prefix ssmail_
followed by a number. This attachment may contain other attachments sent by
the email sender.
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3 In the Attachment list applet, drill down on an attachment.

To see the original message, drill down on the attachment that has the prefix
ssmail_.

The attachment is opened in its native application.

NOTE: An attachment can only be opened if the native application is installed on
your computer.

To respond to an email

1

In the Incoming Email detail applet, click the toggle button.
The Incoming Email list applet appears.

Select the email to which you want to respond.

The email appears in the Response applet.

Click one of the following buttons at the top of the Response applet to perform
the desired action:

m Reply. Replies to the sender of the email.

m  Reply to All. Replies to the sender and all recipients of the email.
m Forward. Forwards the email to a specified email address.

m New. Creates a new email message.

If you click the Reply or Reply to All button, the email addresses of the recipients
are displayed in the text field below the buttons. If you want to add additional
recipients, go to Step 4. Otherwise, skip to Step 6.

4 Click the drop-down menu button in the To field and select one of the following:

m TO. Adds an email address to the list of To recipients.
m CC. Adds an email address to the list of CC (carbon copy) recipients.

m BCC. Adds an email address to the list of BCC (blind carbon copy) recipients.
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5 In the To text field, use one of the following methods to specify a recipient’s

email address, then press Enter:
m Enter an email address in the To text field.
m Click the drop-down list button to display a list of contacts.
The Pick Contact dialog box appears, where you can select a contact.

After you press Enter, the email address you specified is added to the recipient
list and the To field is cleared.

In the From field, use one of the following methods to specify a From
communication profile:

m Leave the communication profile automatically displayed in the field when
you click one of the buttons at the top of the applet.

By default, the From field contains the same communication profile that
received the email.

m Click the drop-down list button.

A list of communication profiles appears from which you can select. These
communication profiles correspond to email addresses on your email system,
and they are set up by an administrator in the Adapters and Profiles view of
the Communications Administration screen. See the Siebel Communications
Server Administration Guide for more details on using the Communications
Adapters and Profiles view.

Enter a subject in the Subject field.

If you are replying to or forwarding an email, this field automatically contains
the subject of the original email. You can modify the subject if necessary.

Optional. Click the drop-down list button in the Greeting field, then select the
greeting template you want to use.

The greeting template appears in the body of the email. If you decide to change
the greeting by choosing a different template, the new template replaces the
previous template in the body of the email.
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9 Optional. Click the drop-down list button in the Body field, then select the body
template you want to use.

The body template appears in the body field of the email.

NOTE: If you select another template, the new template is appended to the
previous template within the body field of the email before the closing template.

10 Optional. Click the drop-down list button in the Closing field, then select the
closing template you want to use.

The closing template appears in the body of the email. If you decide to change
the closing by choosing a different template, the new template replaces the
previous template in the body of the email.

11 Enter the body of the email message.

NOTE: You do not need to use templates to enter messages in the email body. You
can also enter freeform messages. The templates are an optional tool for
responding to emails quickly and consistently.

12 Optional. Click the Add Attachment button below the Attachments field to add
attachments to the email.

The Open dialog box appears. Use this dialog box to navigate to the files you
want to attach. After you select an attachment, the attachment name is added to
the Attachment field. You can add multiple attachments.
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13

Click the Send button.

A server component request for the Communications Manager is added to the
database. The Communications Manager submits the email through your
company's email system. To view the status of your server component requests,
use the My Repeating Component Requests Detail view of the Server Component
Requests screen. For more information on the Communications Manager, refer
to the Siebel Communications Server Administration Guide.

NOTE: To cancel the email before sending it, click Cancel.

After sending an email, the My Incoming Email view displays the next available
email.

To review sent emails

1

Choose Screens — Activities = My Activities.
The My Activities view appears.
Choose Query — New Query.

From the drop-down list in the Activity type field, select Email - Outbound and
press Enter.

All outbound emails are displayed in the list applet.

To promote an email to a service request

1

In the Incoming Email detail applet, click the toggle button.

The Incoming Email list applet appears.

Click the Service Request field of the email you want to promote.
The Service Request dialog box appears.

Click New and enter the information.

Click Pick.

The activity details are copied into a service request. The email activity is
automatically associated with the service request.
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