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Glossary, MidMarket Edition

Introduction

What’s in the Glossary?

Version 7.0

Glossary, MidMarket Edition defines terms that are related to Siebel eBusiness
Applications, MidMarket Edition. In some cases, you will find that terms that are
common in the eBusiness software industry have special and unique meanings for
Siebel products.

NOTE: All Siebel MidMarket product names include the phrase MidMarket Edition
to distinguish this product from other Siebel eBusiness Applications. However, in
the interest of brevity, after the first mention of a MidMarket product in this
document, the product name will be given in abbreviated form. For example, after
Siebel Call Center, MidMarket Edition, has been mentioned once, it will be referred
to simply as Siebel Call Center. Such reference to a product using an abbreviated
form should be understood as a specific reference to the associated Siebel
MidMarket Edition product, and not any other Siebel Systems offering. When
contacting Siebel Systems for technical support, sales, or other issues, note the full
name of the product to ensure its proper identification and handling.

This glossary is intended for users of Siebel eBusiness Applications who are familiar
with the eBusiness software industry and its common terminology. Readers
unfamiliar with that terminology should consult guides such as the Microsoft
Computer Dictionary.

You can use Glossary, MidMarket Edition to find simple definitions of:
m Elements of the Siebel graphical user interface (GUI)

m Terms used in Siebel eBusiness Applications

m Utilities and other elements used by Siebel eBusiness Applications

If you look at the Glossary online, note that it contains a significant number of
hyperlinks that take you to related or similar words and definitions.
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Siebel Welcomes Your Comments

Siebel Welcomes Your Comments

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

Write to us or send us email at:

Siebel Systems, Inc.

Technical Publications Department
2207 Bridgepointe Parkway

San Mateo, CA 94404-5009

doc@siebel.com

We appreciate your feedback.
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agent

agreement value

Al visibility

applet

application
administrator

application definition

Application Upgrader,
Siebel

Version 7.0

In Siebel Call Center, an employee at a call or contact center who works
with customers or potential customers by voice, email, fax, Web, or other
channels. An agent who works with multiple communication channels, or
with both inbound and outbound communications, is known as a universal
agent or blended agent.

The total amount of revenue expected over the life of a contract.

Access to all records, except for those with a missing or invalid primary
position in the sales team.

In Siebel eBusiness Applications, a visual presentation element that is
directly associated with business components. Applets allow users to enter
datarecords and navigate through records presented in forms, lists, or other
user interface structures that appear onscreen as part of a view. There are
many types of applets, the most common being form applets and list
applets. See also pick applet.

A person responsible for planning, setting up, and maintaining Siebel
eBusiness Applications within a company. See also database administrator
(DBA) and system administrator.

In Siebel Tools, the definition (properties) of the application object, or the
object definitions of all objects related to an application.

A utility within Siebel Tools that allows developers to merge a repository

(database of object definitions) from an older version of Siebel eBusiness
Applications with a newer version, including a repository that a developer
may have significantly customized. See also repository.

Siebel Glossary MidMarket Edition 1
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Business Integration
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C
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contact center
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campaign

cascade copy
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Asset Manager A feature in which the user can register products purchased, track warranty
information such as expiration dates, and receive other product
information.

authentication The process of identifying an individual that is usually based on a user
name and password. Authentication verifies that the individual is the
person he or she claims to be, but cannot verify the access rights of that
individual.

Automatic Call A specialized phone system consisting of hardware (such as a switch) and

Distributor (ACD) software that work together to route calls to call queues and call center

agents.

A table that provides the essential columns to a business component. Such
tables are specified in the Table property of the business component. See
also extension table.

A list of all the parts that are included in a product. A bill of materials is
used in manufacturing, shipping, receiving, repair, and service.

A Siebel eBusiness Application Integration (eAl) component that defines
and manages data exchange between Siebel eBusiness Applications and
external applications. Business Integration Manager allows users to define
real-time asynchronous or real-time synchronous exchange of information.

A facility supporting customer interactions through various channels,
including telephone, email, and the Web.

In Siebel SmartScript, an ordered set of questions and the transitions
between them as defined by a Siebel application administrator and used by
a call center agent.

A collection of marketing offers that are associated with segments or lists
within a marketing program stage.

To copy the contents of a data structure, including all its substructures.
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cascade delete

catalog

category

channel

channel partner
company

chart applet

chart filter

chart type

check in

check out

Client Wins
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To delete the contents of a data structure, including all its substructures.

The hierarchy of products and categories in a model. See also category and
product.

A classification of items. Categories define the structure throughwhich
users find products and items.

A medium whereby incoming communications are processed for a
multichannel contact application. A channel can be telephony, email, and
so on. Also known as an interaction channel or media channel.

A company that sells another company's products, such as a retailer, a
distributor, or a value-added reseller.

In Siebel Tools, an applet that displays a business graphic. It is dynamically
populated with data from the applet’s associated business component.

A feature that allows the user to switch from one chart to another to display
data—for example, to go from a Sales Pipeline chart to a Size Analysis
chart.

A drop-down control for filtering the data being charted.

In Siebel Tools, to move object definitions in one or more projects from a
developer’s client-side repository to the server repository. Checking in also
clears the server lock on the checked-in object definitions, which makes
these object definitions available for use by other developers.

In Siebel Tools, to move objects in one or more projects in the server
repository to a developer’s client-side repository. Checking out also places
a lock on the checked-out object definitions, so that other developers
cannot change these object definitions.

A rule used to resolve a data conflict in Siebel Remote Server during a data
merge, synchronization, and Enterprise Integration Manager (EIM) and
repository merges. During the merges, the data value from the client
database takes precedence over the data value on the server database. For
consistent results, both client and server must employ the same rule. See
also Server Wins.
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client-side error
message

Cluster Services, Siebel

combo chart

communication request

communications
configuration

communications driver

communications toolbar

computer telephony
integration (CTI)

configuration

configuration file
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An error in input that can be validated on the client, such as an incorrect
field format. Such a message is validated before the information is sent to
the server. See also server-side error message.

A server platform that allows users to run Siebel Servers and the Siebel
Gateway Server on two-node hardware clusters for high levels of
availability and fault tolerance.

A type of chart that displays a line graph overlaid on a bar chart.

Specification of an outbound communication, such as an email message, to
be delivered by Siebel Communications Server.

A set of data that an administrator can use to set up and maintain a
deployment of Siebel Communications Server to support call center or
contact center activities.

A program, library, or other resource developed for Siebel Communications
Server to support integration with a particular third-party messaging
system, such as a CTI middleware package, an email server, and so on.

A toolbar that is displayed under the application-level menu in Siebel
eBusiness Applications when Siebel Communications Server is used to
support Siebel CTI, Siebel eMail Response, or other related modules. This
toolbar allows a contact center agent to interact with a customer using
telephony, email, and so on.

The means by which a computer system can interact with the telephone
system. Telephony activity, such as making a call or answering a call, can
be initiated within Siebel eBusiness Applications. Information about calls
is passed to the Siebel software, which can use this information to respond
in a variety of ways.

Typically in Siebel Tools, the modification of a Siebel application to change
its look and feel and its behavior to meet specific business requirements.

A Siebel file (extension .cfg), stored on the Siebel Server or on the Siebel
Client, from which certain kinds of Siebel application configuration data are
retrieved.
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conflict detection

conflict resolution

connector

contract scheduling

control

customer dashboard

customer hierarchy

customization

data administration

data conflict
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The process of identifying inconsistent database change transactions
between intermittently connected databases. For example, two values in
the same field of a table would cause a conflict. Siebel Remote detects
duplicate conflicts, operation conflicts, and update conflicts. See also Client
Wins, Server Wins, and update conflict.

The process of applying a set of rules, or algorithm, to conflicting
transactions to determine which transaction has precedence for updating
the database. Used in data synchronization. See also Client Wins, Server
Wins, and update conflict.

A type of Siebel integration product that uses Siebel eBusiness Application
Integration (eAl) to exchange application data and interact with a third-
party application or server.

Assigning a time slot to an appointment based on service contract
commitments. This process may require rescheduling (reoptimizing) the
entire schedule to fit the new activity in, or fitting the new assignment into
a free spot in the schedule.

A visual object, displayed in a graphical user interface, that allows user
interaction with the application.

A display of critical information about the current customer. In Siebel Call
Center, an application display area in which customer information can be
displayed to a call center agent.

The various levels at which a Siebel marketer plans to target campaigns.

Modifying the code of underlying object definitions to change the look and
feel of an application.

A high-level function that performs the overall management of data
resources in an organization, including the maintenance of corporation-
wide definitions and standards.

A situation in which the data being updated, inserted, or deleted is
inconsistent. See also conflict detection.

Siebel Glossary MidMarket Edition 5
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data map The rule for converting data represented in one data model schema to an
equivalent representation in another data model schema. See also data
transformation engine (DTE).
data security A scheme for protecting data from intentional or unintentional update or

deletion. Often the protection is accomplished by restricting each user’s
individual ability to create, read, update, or delete specific information.

A process invoked by a Siebel Remote user to send changes from that user’s
laptop to the server and to receive and apply changes from the server. This
process is necessary to keep both the Siebel database and the local database
current.

A Siebel table with a Type property value of Data (Public) or Data (Private).
Data tables are in contrast to extension and interface tables, among others.
See also interface table and table (in relational database).

The component of data reconciliation that converts data from the format of
the source operational systems to the format of the enterprise data
warehouse.

A library of functions that is used to convert data represented in a data
model schema to an equivalent representation in the data model schema of
an external application, or vice versa.

A rule for converting data represented in one data model schema to an
equivalent representation in another data model schema.

A database of corporate information designed for strategic decision support
and analysis. Data is transferred from transaction processing systems and
is then integrated. It is accessed to provide information management

through report writers, query tools, data access and retrieval tools, Online
Analytical Processing (OLAP) servers, and enterprise information systems.

An individual whose duties include responsibility for the design,
management, and implementation of the database, including maintenance
of the relational database management system (RDBMS) that stores
application data. See also application administrator and system
administrator.
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Database Extract

database initialization

database management
system (DBMS)

database server

deduplication

designated contact

detail

dialer

distribution channel

distribution list

docking visibility rules
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The component of Siebel Remote that creates a database snapshot file for
a given Mobile Web Client user. The snapshot contains all the data required
to initialize the user’s local database and is visible to that particular user.
A database extract retrieves data according to predefined routing rules.

The importation of data into an empty local database.

An application that is used to create, maintain, and provide controlled
access to user databases.

(1) The computer on which a shared database resides. (2) The combination
of hardware and software that allows users to access information stored in
the database.

Part of the Siebel Data Quality solution, deduplication is a process that
identifies possible matching records for retaining, merging, or deleting
duplicate records. It works in real time or in batch processing mode on lists
of records (Contacts, Accounts, and Prospects records only), such as those
used in sales, call center or service, and Marketing campaigns, to eliminate
duplicate records in the database.

A Siebel customer contact who receives Siebel training and can call for
Siebel support. The trained designated contact provides technical support
to users. Siebel Technical Support provides support to a customer’s
designated contacts only.

In a one-to-many relationship, the detail business component records or
detail table rows correspond to the “many.” See also master.

A combination of hardware and software that automatically initiates
outbound telephone calls, typically retrieving contact data from a database.
Only if a connection is made to a live recipient does an agent get on the line.

A way of delivering goods and services to a given market.

A collection of complete outbound ports that can be used to send the same
document to a group of different trading partners.

In Siebel Sales, rules that determine which records from the server database
are propagated to each mobile user.

Siebel Glossary MidMarket Edition 7
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domain A group of computers and devices on a network that are administered as a
unit with common rules and procedures. Within the Internet, the domain
in which a device is said to reside is determined by a specific part of its
Internet Protocol (IP) address. All devices for which that part of the IP
address is the same are said to be in the same domain.
drill across Navigation by the user to more detailed information related to the

hyperlink, which moves the user to another screen within the application.
For example, clicking a hyperlink in the Account column takes the user to
the Account screen for the selected record.

A conlflict that occurs when two database rows residing on different
machines have the same value for the user’s primary key.

Siebel Systems’ implementation of EAI technologies to allow external
systems to communicate with Siebel eBusiness Applications. eAl
components include transports and adapters for BizTalk, MQSeries, MSMQ
and HTTP, as well as connectors that interface directly with Great Plains,
Navision, and so on. See also Enterprise Integration Application (EAI).

In Siebel Call Center, the length of time an agent has been on the phone
with a customer. See also target time.

An emerging set of technologies using middleware, transports, and
adapters that enable integration between heterogeneous Internet and
eBusiness systems, legacy systems, and internal systems for improved
communication with partners, suppliers, and vendors inside and outside of
the enterprise. See also eBusiness Application Integration (eAl).

The services a customer receives based on a contract (often referred to as
coverage). An entitlement defines service obligations by account, contract,
or asset over a specific time period.

Siebel events are selected events within Siebel eBusiness Applications that
allow the association of extension routines that extend the base behavior of
an application. When a Siebel event fires or is activated, developer-
specified procedures are invoked along with the standard procedures coded
in Siebel eBusiness Applications.
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explorer trees An applet that presents hierarchically structured information in an
expandable tree control.
extension A single line or directory number that is available for a teleset. An agent

can receive telephone calls on one particular extension for a given session
in a CTI-enabled Siebel application. See also teleset.

extension column A column that is not used by standard Siebel eBusiness Applications, but
is used by a custom-configured Siebel application.

extension table A table that provides additional columns to a data table that cannot be
directly added to that data table. The database product may support only a
limited number of columns, or it may not allow adding a column to a table
after it is populated with data. Siebel eBusiness Applications provide
extension tables for most of their base tables. See also base table and
extension column.

external integration The integration object that holds data represented in an external

object application's data model schema. For outbound integration, it holds data
coming out of the Siebel application after processing by the data
transformation engine (DTE). For inbound integration, it holds data that
goes into the Siebel application before processing by the DTE.

F-G

Favorites drop-down list Provides a list of predefined and saved searches and queries from which a
user can select. Users can select a Favorites item from the menu and
perform the search or query, save it under a different name, or delete it.

featured catalog A catalog that is given special treatment to call attention to it. Examples are
New and Sale catalogs.

featured item An item that is given special treatment to call attention to it. Examples are
New and Sale items.

fee-per-use Charging a customer for the use of a product according to how much the
customer uses it.

field, calculated A field whose value is derived from the values of other fields by some
formula. You do not enter data into a calculated field; the system
automatically determines the correct value.

Version 7.0 Siebel Glossary MidMarket Edition 9
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An external document that a user can bring into a Siebel application, can
open, and can edit. It can also be transferred between a local database and
the server during synchronization.

A feature that routes data based on subsets of routing rules, called routing
models.

A logical rollup of attribute family levels that allows easy drill down in
segments and suppression views—for example, rolling up postal code to
country, or state to region.

Displays hierarchically organized data in an expandable list format.
Elements in the list can be expanded to show the elements that are below
them by clicking the plus (+) and minus (-) icons that appear to the left
of each one. Levels of indentation represent hierarchical relationships.

The way in which a contact center allows agents to share computer and
telephone equipment.

An HTML model or style file for generating a Web template containing both
standard HTML and Siebel tags. Information in the HTML template file is
combined with information stored in the Web template object definition in
the repository to generate the final HTML output.

A feature that lets a developer display pictures stored as bitmap files that
are associated with business component records.

The process of making data from an external application accessible from
within a Siebel application.

In relational databases, a system table that cross-references the values in
selected database columns to the rows in which those values reside.
Indexes can improve the performance of queries.

Version 7.0
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instantiate (1) In Siebel eBusiness Applications, to instantiate is to create an instance
of an object definition. (2) In object-oriented programming, to instantiate
is to create an instance of a class.

instructional text In Siebel SmartScript, a script to assist call center agents in troubleshooting
or selling.
integration message A document typically consisting of header data, which identifies the

message type and structure, and a body that contains one or more instances
of data—for example, orders, accounts, or employee records.

integration object Defines integration points in the Siebel eBusiness Application Integration
(eAl) architecture. See also integration point.

integration point The data interface that connects business processes. An integration point
can consist of equivalent and overlapping information that resides in two
applications. An integration point can also be defined to connect distinct
but related information needed to support the different steps of a business

process.
interapplication Variables that can be sent back and forth between a Siebel application and
variables applications that access the Siebel application.

interface table A table that denormalizes a group of base tables into a single table with

which external programs can interface. Used by Siebel Enterprise
Integration Manager to import initial data for populating one or more base
tables. See also base table and table (in relational database).

intersection table A table that implements a many-to-many relationship between two
business components. It may also hold intersection data columns, which
store information pertaining to each association.

intranet A network inside a company or organization that is accessed by using the
same kinds of software (such as Web servers and browsers) as those used
on the public Internet.

Version 7.0 Siebel Glossary MidMarket Edition 11
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L

language code The code that specifies which human language is used for a display value.
Each language has its own code identifier—for example, ENU means U.S.
English.

list format Sequences the fields of information that appear in the distribution list.

When partnering with external vendors or fulfillment houses for execution
of a campaign, marketers must pass data according to a predefined fixed
file structure. Users can define list formats according to these requirements
to pass the data in the appropriate format.

list management The process of importing and managing lists of contacts and prospects for
use in marketing and sales campaigns.

list measure An alphanumeric database field that is used during list generation for
vendors.
list of values (LOV) A set of values in a static picklist. It includes the value, the language, and

the display value of the picklist. Also, a drop-down list containing values
used throughout an application. For example, one part of the list might
include postal codes for states and countries.

local database A database that resides on a user's laptop and contains only data that is
visible to that user. It is periodically synchronized with a corporate
database.

local lock In Siebel Tools, the lock placed on a project in the local repository instead

of on the server. Using a local lock allows developers to modify object
definitions in a project on the local database. It is advantageous for testing,
but it does not allow the developer to check in the modified object
definitions to the server. See also check in.

localization The process of configuring software to operate within a specific language,
cultural, or national context.

locking In Siebel Tools, when a project is locked, one developer can modify its
object definitions, but others cannot. However, unlike check out, locking a
project does not copy its object definitions from the server to the local
database. See also check in.

12 Siebel Glossary MidMarket Edition Version 7.0
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In general, a visibility setting for a view that provides the user access to
records assigned to the manager or to the manager’s direct reports.
Specifically, the user has access to:

m Records owned by the user or the user’s position (depending on how
ownership is defined for the kind of data)

m Records owned by descendant positions to the user’s position (that is,
direct reports and their direct reports)

m Records for which a sales team is assigned, and the primary on the team
who is a descendant position to the user’s position

A file server that contains marketing literature and correspondence files for
client access.

A term that pertains to table rows or business component records. In a one-
to-many relationship, the master business component records or table rows
correspond to the one. See also detail.

Rolling up bound or custom measures into various levels of attributes using
aggregate functions such as sum, min, max, and so on. Example: Revenue
sum by customer by quarter, calculating revenue for every customer for
every quarter.

The data set that restricts computation of a custom measure. An example
is total revenue within an individual account restricted to last year.

A way to group a bound or custom measure into more useful splits. For
example, total revenue by account could be split into three groups—high,
medium, and low—which could then be used in segment and filter criteria.

A value associated with an asset. These values are often related to critical
performance characteristics that determine breakdown, indicate cost
inefficiencies, or track the use of multiple subassemblies.

Software that resides between two or more types of software and translates
information between them. Middleware can cover a broad spectrum of
software and generally resides between an application and an operating
system, a network operating system, or a database management system.
Examples of middleware are CORBA and other object broker programs,
network control programs, and computer telephony integration (CTI)
Servers.

Siebel Glossary MidMarket Edition 13
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MidMarket Edition, A product line designed for the midmarket, which consists of companies

Siebel with revenues at or under a certain level.

multiple-organization Limits the visibility of data to the user’s organization.

visibility

multitenancy The ability of a single contact center to support multiple organizations or
functions, such as multiple marketing campaigns or products, or even
multiple client companies. Siebel Communications Server and Siebel CTI
support multitenancy. Users can change position to another organization,
or this can occur automatically—for instance, when accepting a call.

multithreading (1) The running of several processes at the same time (multitasking) within

a single program. (2) In data manipulation, a system in which nodes in a
tree data structure contain pointers to higher nodes to make traversal of the
structure more efficient.

needs analysis In a needs analysis, agents ask questions and assign scores to the answers
that customers give them. Using this information, agents can recommend
a package of products or a single product and cross-sell a group of products
or a single product.

0

Object Compiler A module of Siebel Tools that allows a developer to create an .srf file from
the current set of object definitions in a local repository. This file can be
executed by a Siebel application.

object type A named structure from which object definitions of the same type can be
created. An object type has a predefined set of properties. The object
definitions created from it have values for each of these properties (default
or user-specified). Object types can have parent and child object types that
form a hierarchical tree structure, which is visible in Object Explorer.

occurrence A program can be rerun periodically according to a schedule. Each
execution of a program (or stage or campaign) is tracked as a single
occurrence.

14 Siebel Glossary MidMarket Edition Version 7.0
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An extension table whose rows are the detail rows of a one-to-many
relationship with master rows in a base table. See also extension table.

A relationship between two kinds of entities in which one of the first kind
corresponds to one or more of the second kind. For example, a purchase
order has one or more line items. Entity relationship diagrams use symbols
to indicate one-to-one and one-to-many relationships between database
tables or logical entities.

An extension table that contains exactly one row for each base table row.
This is the standard kind of extension table. See also extension table.

A relationship between two kinds of entities in which one of the first kind
corresponds to one of the second kind—for example, an account has one
account manager.

A model that can include elements or attributes not declared explicitly in
the content model. These additional tags can come from the same
namespace or from a different namespace.

A conflict in which one database transaction attempts to update a row
while another attempts to delete it.

A potential revenue-producing event.
Provides the user with access to records within a given organization.

The process of making data managed by a Siebel application accessible by
an external application.

A set of files often used for upgrades. If the upgrade includes a new version
of a Siebel installation, the customer can use Siebel Packager to gather the
files and information needed for a custom installation package for each
subscriber configuration. See also Packager, Siebel.

A utility that gathers files and information needed to prepare custom
software installation packages for distribution to end users for upgrades.

Siebel Glossary MidMarket Edition 15
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partner Another company that works with your company, selling or servicing your
products. In some industries, partners are called channels, brokers, dealers,
agents, distributors, or channel partners. Partner is a general term for all of
these.

period chart A chart in which the x-axis is divided into hours, days, months, quarters,
or years.

person record A type of Siebel record that represents an individual, who may be further
identified as a contact or as an employee.

personal visibility Provides the user with access to records that were created by, or assigned
to, the user. The user’s logon ID is designated as the owner.

physical schema A description of the physical files that make up a database. The schema
includes filenames, file locations, access methodology, and actual or
potential data derivations. See also search specification.

pick applet In Siebel Tools, an applet that resides in a dialog box. The dialog box
appears when a user must make a selection in a control or list column that
is designated to activate a given pick applet. The pick applet provides a list
or table of selection values from which the user selects a value or row.

picklist (1) A user interface feature that displays a list of valid values for a specified
field or list column cell. A picklist is basically the same thing as a drop-
down list box. (2) A means for attaching a single record to a field in a list
or form.

portfolio management The portfolio management process (PMP) allows a sales professional to

process (PMP) derive the maximum amount of revenue from a group of accounts. The
PMP provides a structure for segmenting a portfolio of accounts, profiling
the most important accounts, creating a coverage plan, and developing a
strategy to drive revenue growth.

ports In Siebel industry applications, rules that trading partner organizations
accept for sending business documents to one another. These rules may
require organizations to send information on the type of transport and
security, the address, and the control numbers for electronic data
interchange (EDI) delimiter types.
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postoperation event

preoperation event

product

profile

program

project

properties

property
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An event that occurs after a standard operation in a Siebel application.
Useful when the event relies on data that may have been updated in the
course of executing the standard event in the application, or when standard
processing is desired no matter what the outcome of the custom procedure.
See also preoperation event.

An event that occurs before a standard operation in a Siebel application. For
example, the PreDeleteRecord event occurs before the DeleteRecord event.
See also postoperation event.

A physical product, such as an inventory item with its own unique part
number. Products can be physical devices or intangible products such as
service agreements, sales promotions, or bundles. See also database
initialization and Siebel Data Model.

(1) A configured instance of a communications driver. (2) A set of
information that users want to have about their accounts. This information
could include revenue, date of formation, or number of employees. The
user’s Siebel administrator might also have a script (an ordered set of
questions) to help the user collect this profile information.

A business process for managing customers based on a specific marketing
goal—for example, a promotion to upsell during a holiday season.

(1) In Siebel Tools, a named set of object definitions that can be checked
out for modification, at the same time, by a developer. See also check out.
(2) A set of tasks undertaken by a professional services group for a
customer.

Attributes that are attached to an item (product or category).

(1) In object-oriented programming, a named characteristic of an object.
(2) In Siebel Tools, a named characteristic of the software construct that an
object definition defines. The properties of object definitions correspond to
columns in the Object List Editor, and to the list of property values
appearing in the Properties window for the currently selected object
definition.
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property set (1) A run-time in-memory representation of data that is used primarily for
passing data in and out of Siebel Business Services. (2) In the context of the
data transformation engine (DTE), a property set is used to represent
integration objects that hold the data being transformed. See also data
transformation engine (DTE).

protocol (1) A technical standard that allows computers to connect with each other
and to exchange information. (2) An agreed-upon format for transmitting
data between two devices. The protocol determines the type of error
checking to be used; the data compression method, if any; the way the
sending device will indicate that it has finished sending a message; and the
way the receiving device indicates that it has received a message.

publish (1) To make information available to end users. (2) In Siebel Remote, files
from the Siebel File System that the system administrator designates for
distribution to Mobile Web Clients during the next synchronization session
are said to be published.

push For a multichannel contact center application (such as Siebel Call Center
using Siebel Communications Server), a way of delivering an inbound work
item to an agent using a Siebel Server that actively notifies the agent’s
Siebel client application.

query A process that searches the database for a specific subset of data based on
one or more conditions or criteria. When creating a query, the user initiates
a request to find a specific record or set of records using symbols called
operators, such as the > (greater than) and = (equal to) signs. Siebel
applications allow the user to create either a simple or a compound query:

m A simple query finds information based on one condition.
m A compound query finds information based on two or more conditions.

A predefined query is one that has been established by the system
administrator and cannot be deleted or modified by most users.
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query by example (QBE)

query language

real-time integration

record

record filter

record navigation
controls

record navigation
indicator

record-access visibility

remote users
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(1) A method of forming queries by entering conditions in the blank fields
of records displayed by the database program. (2) In Siebel applications, the
method employed for querying the records displayed in a list or form
applet. (3) In Siebel Tools, the method employed for creating Object List
Editor queries.

A specialized language for requesting information from a database. One of
the standard query languages is Structured Query Language (SQL).

Data exchange between applications that occurs immediately and
individually after a change is made to the data.

(1) A set of values for a particular business component. These values are
displayed as a row in a list, or as a set of data entry controls in a form.
(2) A row in a database table. It holds data about a specific business entity
of the type stored in the table, such as a single purchase order or employee
residing in the purchase orders or employees table.

A set of record restriction statements. For example, a user may want to
restrict a distribution list to contacts within a specific geographic area who
purchase more than $1,000,000 in products each year.

Arrow controls that allow forward and backward navigation among the
records in lists and forms.

Provides information about the number of records currently displayed and
the total number of records in the display dataset. It is located in the applet
control banner. For example, “1 to 5 of 50” indicates that records 1 through
5 of a 50-record dataset are currently displayed.

A set of restrictions on a user’s access to records in the database. Record
access can be restricted by various attributes of the user, such as ownership
of records resulting from record creation or assignment; membership in
access groups, sales teams, or contact access lists; or position in an
organization.

Users (typically mobile users) who synchronize with a Siebel Server and
exchange updated data and files. See also synchronization.
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report A hard-copy or electronic representation of the information provided by a
Siebel application.

repository The set of object definitions defining a Siebel application or suite of
applications (such as Siebel Service or Siebel eBusiness Applications).

repository migration The process of relocating a customized repository—for instance, from a
development environment to a test environment or, subsequently, from test
to production.

repository search A feature in Siebel Tools that allows the user to search for object definitions
in the repository. The search is based on text in the name of the object or
on other properties.

response input A Siebel SmartScript interface element that allows agents to collect data as
they work with customers. Response input controls may contain text fields
or form controls. Responses can affect the flow of subsequent screens.

responsibility A class of users who have access to the same set of application features. A
user’s responsibilities identify the views that the user can navigate to in
Siebel eBusiness Applications.

restriction A data set that restricts computation of a custom measure.

rich list An applet that displays text and graphics together. Typically, rich lists are
used in catalog-style applications, but they can also be used in call centers
and sales organizations to enhance text presentations.

routing (1) The automatic assigning and delivery of work items, such as telephone
calls, email messages, and so on, to contact-center agents. Routing may be
based on a combination of factors such as channel type and customer data.
(2) A category of restrictions on a remote user’s access to records. This
restriction is in addition to record access visibility. See also record-access
visibility and Sales Team visibility.

routing model A group of routing rules with which a mobile user is associated. Routing
models are defined by taking all routing rules in the Siebel application and
excluding a subset. Routing models are predefined out-of-the-box by the
Siebel application.
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routing restrictions Restricts data access for remote users. Routing is generally implemented to
prevent excessive transfer of data over dial-up lines. These restrictions
operate independent of visibility restrictions.

routing rules Rules used by Siebel Remote to determine what data and transactions are
routed to mobile client databases.

S

Sales Assistant In Siebel Sales, a sales coaching tool that supports popular sales
methodologies and best practices. It allows a sales organization to present
a consistent face to customers, so that sales representatives can work
efficiently through the sales process.

sales team A list of user positions in an opportunity record that provides sales team
visibility to the records for the listed users. In a contact record only, a sales
team is called a contact access list. For accounts, it is called an account
team.

Sales Team visibility Provides the user with access rights to records whose sales team or contact
access lists include the user’s position.

screen A logical collection of views.

screen tabs Tabs for navigating to the screens of an application. If the number of tabs
exceeds the width of the application window, the user can click tab jump
buttons at the left and right edges.

script A procedure written in Siebel VB or Siebel eScript and attached to an object
definition, such as an Application, Business Component, Applet, or Control
object definition.

Note: Application administrators and others commonly use the term script.
For information about a specific script, determine which Siebel application
provides the context and consult its documentation.

scripted flag A property called Scripted which indicates object definitions that can have
a Siebel VB script or a Siebel eScript attached to them and indicates
whether one or more Siebel VB scripts or Siebel eScripts are attached to the
object definition.
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search specification A conditional expression in the Search Specification property in an Applet,
Business Component, Link, or Picklist object definition. It imposes
restrictions on the set of records being retrieved.

seed data Data created in the Siebel database during a Siebel application installation
process.

seed list A list of people who are sent campaign materials and associated offers in
order to monitor the quality of campaign execution.

segment A collection of customers with one or more significant common
characteristics based on behavioral, demographic, or geographic criteria.
For example, customers who have high usage and are loyal and are 30 to
40 years old comprise a segment.

selected row A single row within the list applet that has been selected for editing. Only
a single row is selected for editing. Clicking the New button creates and
selects a new row with blank fields.

selective routing A routing capability that provides the means to restrict the list of accounts
routed to individual users who are connected to the server remotely.

server lock In Siebel Tools, a check-out option that determines whether a specified
project or projects should be locked on the server as a part of the check-out
process. This is the normal setting for check-out of projects. The alternative
is local locking. See also local lock.

Server Wins A rule used to resolve a data conflict in which the data value from the
server database takes precedence over the data value on the client
database. See also Client Wins.

server-side error An error that is generated when data from the form or list cannot be
message reconciled with business rules or restrictions in the database. See also
client-side error message.

service agreement A type of contract that specifically defines a service relationship between
parties, including pricing, service level, support requirements,
maintenance, administration, and all terms and conditions of the
relationship.

Service Assistant Brings automated workflow capability to a service organization. Any
service request can have an associated activity plan linked to the event.
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session A component of an event. See also event.

Show drop-down list The Show drop-down list allows users to filter the set of records shown in
a screen. In administrative screens, the Show drop-down list lets users
access different sets of data. In detail forms and lists, the Show drop-down
list lets users switch between different views of data.

Siebel Data Model A representation of the entities (such as Accounts, Expenses, Orders, Order
Items, and Contacts) that reside within Siebel eBusiness Applications and
of the relationships among these entities. It specifies the physical tables,
columns, indexes, and foreign keys that make up these entities and
relationships as stored in a standard third-party relational database such as
IBM DB2, or Oracle.

Siebel Dedicated Web A Microsoft Windows client delivered through a Web browser that provides

Client direct connectivity to a database server. It requires that software be
installed on the client machine, but does not require a local database, Web
server, or Siebel eBusiness Application server for serving up interactive
user sessions. Siebel Server is still required for functionality like Territory
Assignment Manager. The software installed on the user’s machine for the
Siebel Dedicated Web Client and Siebel Mobile Web Client is identical—the
only difference is the type of connectivity provided. See also Siebel Mobile

Web Client.
Siebel eBusiness An integrated suite of marketing, sales, contact management, and call
Applications center management applications developed by Siebel Systems, Inc.

Siebel Mobile Web Client A portable Microsoft Windows client delivered through a Web browser that
is designed for local data access and does not need to be connected to a
server. Siebel Mobile Web Client uses a local database on each mobile
machine. Periodically, the client must access Siebel Remote Server through
a dial-up, WAN, or LAN connection to synchronize data changes with the
Siebel database on the database server and Siebel File System. This client
requires installation of Siebel software on the user’s personal computer.
The software installed on the user’s machine for the Siebel Dedicated Web
Client and Siebel Mobile Web Client is identical—the only difference is the
type of connectivity provided. See also Siebel Dedicated Web Client.

Siebel Object Hierarchy The hierarchy of data objects that implements the Siebel Data Model.
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Siebel Object Model

Siebel repository file
(.srf file)

Siebel Server

Siebel Server tasks

Siebel tag

Siebel Tools Client

Siebel Web Client

Siebel XML Interface
(sXML)

SISNAPI
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A structure and methodology that facilitate the creation of complete
applications through the creation and modification of object definitions.

A compiled repository file. When it is opened by the Siebel application
engine, the Siebel repository file provides all the object definition
information required for interaction between the enterprise data and users.
See also repository.

This server supports Siebel clients and provides both a command-line
interface and a graphical user interface to offer full remote management of
all Siebel servers across the enterprise. Siebel administrators or external
applications using the command-line interface can administer and access
comprehensive performance statistics for all server processes through
Siebel Server Manager.

Predefined operations for managing a Siebel software installation.

A Web tag (part of a library of Siebel-developed tags) that can be embedded
in a standard Web page file to give directives to the Siebel Web Engine for
creating the Web pages that are displayed to users. An example is a
placeholder for a Siebel control or applet.

A dedicated Win32 client for users of Siebel Tools.

A Web client that runs inside a standard Web browser on the client personal
computer and does not require any persistent software installed on the
client. The browser connects through a Web server to the Siebel eBusiness
Application server, which executes business logic and accesses data from
the Siebel database.

An interface constructed on top of the Siebel logical interface layer. The
interface exposes object, data, and interface elements to a well-formed XML
document.

An acronym for Siebel Internet SessioN API (application programming
interface), SISNAPI is a session-based RPC (remote procedure call)
designed to support high responsiveness between the Siebel server and
client applications.
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snapshot A temporary file that contains customer data in a format that allows list
generation and other campaign management activities. Using a snapshot
helps the server accomplish these tasks without going back to the database,
thus providing quick access to data and flexibility to modify lists.

Software Licensing and An agreement stating terms of licensing and services that Siebel Systems
Services Agreement provides with the customer contract.

(SLSA)

source code format An identifier that is sent along with a marketing campaign so that

responses can be tracked and associated with the right offer, campaign, or
program. Multiple flexible formats allow Siebel marketers to define and use
different codes for different campaigns. For example, when a user calls to
buy from a catalog, a call center representative can ask the user to read a
code from the back of the catalog. Another code might be embedded within
an email.

source integration object ~ The integration object that holds the data being passed into the Data
Transformation Engine for transformation. For outbound integration, the
source integration object contains data coming out of the Siebel application
represented in the Siebel data model schema. Similarly, it holds data being
imported from an external application as represented in the external
application's data model schema during inbound integration.

standard table A table included in the standard Siebel eBusiness Applications database.

state machine An engine that enforces the transitions between states for an object during
its lifetime. A state represents the status of an object, such as open, closed,
pending, and where the object is at each point in its lifetime. The state can
also control whether or not the data associated with objects can be
modified.

state model A description of acceptable states and state transitions that the state
machine enforces. The state machine makes sure that objects (such as
Service Request or Change Request objects) go through the desired process
defined in the state model. After a state model is created, it is immediately
activated; no additional steps are required. In Siebel Workflow, state
models allow customers to define valid states and state transitions for
various Siebel objects as well as required authorizations and business
process rules.

state transition The allowable migration of an object from one state to the next.
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static picklist A selection list invoked when the user clicks the select button in some
text boxes and list columns. This picklist is an alternative to a pick applet.
It is used when the selection list is a static list of values rather than one
generated dynamically from the contents of business component records.

structured data Simple, discrete data that can be stored in a column of a table in a relational
database system or a field of a text file. Examples of structured data are last
name of a person, the description of a product, and the price of a product.

subclass A subset of a class. This subset can be created by adding attributes. For
example, convertible is a subclass of car.

substitution The automatic insertion of Siebel record data into email or other messaging
templates, to replace placeholder strings representing particular fields.
Siebel eMail Response and Siebel Communications Server both employ
substitution.

synchronization The process of merging data in two databases by copying from each
database to the other only the fields that have changed since the last time
this task was performed.

synchronous integration A process whereby control of an application is returned to the user only
when an attempt to transfer data is completed or timed out.

system administrator A person responsible for the entire Siebel system, including installing,
maintaining, and upgrading Siebel products as needed. See also application
administrator and database administrator (DBA).

system primary key In a database table, a column whose value is a unique identifier for the row.
This is a system-generated and -maintained value. See also user primary
key.

T

tab jump buttons Buttons that the user can click to navigate to any screen or view not
currently displayed.

table (in relational A data structure that is characterized by rows and columns with data
database) occupying, or potentially occupying, each cell formed by a row-column
intersection.
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Target Accounting Siebel Target Account Selling provides built-in support for the Target
Selling, Siebel (TAS) Account Selling (TAS) sales methodology from Target Marketing Systems.

Sales professionals can use TAS to manage account plans, strategies, and
competitive positioning.

target integration object The integration object that holds the result of a transformation after the
Data Transformation Engine processes the data. For outbound integration,
the target integration object contains data coming out of the Siebel
application represented in the data schema of an external application.
Similarly, it holds data being imported from an external application
represented in a Siebel data model schema during inbound integration.

target time The recommended amount of time for a Siebel SmartScript interaction. See
also elapsed time.

teleset A telephone supporting multiple extensions and controls that issue
commands to the switch, such as login, make call, answer call, hold call,
conference, and transfer. Siebel CTI provides access to many of these
functions.

territory A grouping of accounts and opportunities that can be assigned to
salespersons or sales teams through their positions, which often
correspond to a geographical area.

territory assignment A process, manual or automatic, whereby sales teams and contact access
lists are automatically updated based on territories and the positions
assigned to them.

text box control A type of control that displays text and permits data entry.

thread bar A complete drill path, including the record from which the user originally
started drilling.

tracing A debugging feature in Siebel Object Interfaces. While tracing is active, the
allocations and deallocations of Siebel objects are recorded in a trace file.

trade promotion An event or activity initiated and paid for by a manufacturer to highlight,
promote, or discount a product or set of products through a retailer for the
purpose of increasing sales volume.
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transaction data

transaction log

transaction processing

transport adapter

tree

tree applet

Uniform Resource
Locator (URL)

UNIX

unstructured data

update conflict

upgrade kit

upload
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Dynamic data that pertains to business transactions involving sales orders
and quotes. It includes certain user or system inputs during the execution
of transactions.

A file that records transactional changes occurring in a database. It provides
a basis for updating a master file and establishing an audit trail.

The execution of transactions immediately after they are received by the
system.

A component of Siebel eBusiness Application Integration (eAl) that
provides the interface for transferring data to and from external
applications using existing communications protocols.

A data structure consisting of nodes linked together in a hierarchical
fashion.

An applet that allows the user to navigate hierarchically through a
structured list of business component records from one or more business
components.

The address of a site on the Internet or a corporate intranet.

A multiuser, multitasking operating system written in the C programming
language.

Complex objects that cannot be dissected easily. Examples are a business
report, a fax, a spreadsheet, a bitmap image, an engineering diagram, and
an MP3 file.

A conflict in which two database change transactions attempt to update the
same field in the same row. See also conflict detection and conflict
resolution.

A set of data, specified by a Siebel administrator, that is used to update
installed Siebel application files such as the Siebel repository file. The
upgrade kit is distributed through Siebel Anywhere.

To transmit information from a client to a server.
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user interface object Object definitions that reside in the User Interface Objects layer created in
definitions Siebel Tools. They define the visual interface that the user sees and

interacts with. Data from business object definitions is presented to the
user for viewing and modification by means of user interface object
definitions. These include the Applet object type and its child object types,
View and Screen, and the object types used to implement toolbars, menus,
and the Find dialog box.

user primary key In a database table, one or more columns whose values produce a unique
identifier for each row. Typically, these values have meaning for the user
(such as first and last name). See also system primary key.

user responsibility The definition of the information that a given user is permitted to see.
Generally determined by the system administrator.

vV

value (1) The quantity assigned to an element such as a variable, a symbol, a
parameter, or a label. (2) The contents of a field.

variable A symbol or name that stands for a value. Variables can represent numeric
values, characters, character strings, or memory addresses.

variable scoping The level of accessibility of variables in Siebel VB scripts and Siebel eScripts
to other scripts. Levels of variable scoping include local, modular, global,
and interapplication.

view A display panel consisting of a particular arrangement of applets. The
Siebel application window displays one view at any given time. Users can
change the currently active view by selecting a filter from the Show drop-
down list.

view access visibility A set of restrictions on a user’s access to views in a Siebel application. See
also responsibility.

View object type A Siebel object type that presents one or more applets together onscreen at
one time.

virtual business A Siebel eAl component that allows Siebel applications to manipulate data

component managed by an external application as if it were stored within the Siebel
database.
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virtual product A nonphysical entity that is used in a modeling environment to facilitate
implementation of some business logic. For example, it can be an item
called Red in the category Phone Color.

visibility A set of data access restrictions that define what each user can see. See also
Manager visibility, personal visibility, record-access visibility, routing,
Sales Team visibility, and view access visibility.

visibility event A database change that causes a change in the visibility of related data.

w

waves Measured distribution that allows execution of a campaign over time for
load-balancing purposes. For example, if you are sending a mailer that
provides an 800 number for responses, then multiple drop dates, or waves,
will help distribute the load on the call center.

Web page (1) A Siebel repository representation of a standard or configured Web page
that is part of an online application. (2) One page, or portion, of a Web site.

Web search specification A specification that performs a dynamic lookup on a Web site based on a
combination of special symbols and text. This is in contrast to a fixed URL,
which navigates to a specific Web address. Also called a search specification
URL.

Web server A server that handles standard Web browser requests for HTML documents
and other files. It also enforces security requirements by forcing users to log
on and by allowing a user access only to those functions that the user has
permission to access.

Web template A Siebel repository representation of a Web template file. There is a one-to-
one correspondence between the Web template file and a Web template
object. The Web template contains information about the Siebel tags that
appear in the HTML template file, as well as references to other related Web
template files.

wildcard character A keyboard character that can represent zero, one, or many characters. An
example of a wildcard character is the asterisk (*).

wizard An interactive help utility that consists of a series of forms designed to lead
a user through a task such as the installation of a piece of software.
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Workflow Policies, Siebel Siebel Workflow Policies allows customers to escalate overdue service

Workflow Process
Simulator

Workflow Processes,
Siebel

XLANG

XML Schema

XSL Transformations
(XSLT)

Z

zero install
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requests, alert sales executives about pipeline management problems,
notify remote sales and service professionals about key events requiring
their attention, and launch third-party programs.

A Siebel Workflow module for testing the execution of business processes
at design time.

An application that allows an organization to identify the flow of data
throughout the enterprise and pass data to and from external applications
using Siebel eBusiness Application Integration (eAl). The organization can
also use Siebel Server components; for example, they can send outbound
communications through Siebel Communications Server. The Workflow
Process Designer allows customers to graphically create and design
workflow processes using a drag-and-drop user interface.

The generic term used to describe both SLANG (scheduler language) and
BANG (binding language). These are scripting languages used within
Microsoft BizTalk Workflow.

The metadata used to describe the structure of an XML document and
constraints on its content using a standard XML instance syntax, which can
be parsed and managed using XML applications.

A language for transforming XML documents into other XML documents.
XSLT is designed for use independent of XSL; however, XSLT is designed
primarily for the kinds of transformations that are needed when XSLT is

used as part of XSL.

The ability to deploy applications for Web browsers without performing
any installation steps on client machines.
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